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Abstract:
The E-Commerce market is thriving and poised Sor robust growth in Agia. There ave players

who made a good beginning. Their success depends on their understanding of the market and offering
various types of feafures. This paper gives an overview of the future aof E-Commerce in India and
discusses the future growth segments in India’s E-Commerce. Also find out various factors that wiould
essential for filwre growth of Indian E-commerce. And represent the various op portunities Jor retatlers,
whinlesalers, 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 & long way since Its early days. The markel has
matured and new players nave entered the market Space. In the present dynamic seenario, e-COMMILEICe
market in the B2C space is growing in demand as well as 10 the array of services. The transition o

e Indian market. E commerce

anline purchasmng from traditional purchasing is taking a long time in th
but also various business processes within

inchudes pot oaly buying and selling goods aver Internet,
sndividual organizations that support the goal As with e-conumerce, e-business (electronic business)
also has a number of different definitions and is ised in a number of different comiexts.

e Concepts & Definitions:

Electronic commerce or e-commerce refers 1o

products and services. It also pertains to “any farm of business transaction in which the parties mrenic

- electronically rather than by physical exchanges or direct physical contact. "A more complete definition

B ie: E-commerce is the use of electronic communications and digital i formation processing technology
in business transactions to create, transform, and redefine relationships for value creation between O
among-organizations, and benween organizations and individuals.

Different Ways of E Commerce: The major different types of e-commerce arehusiness-to-busines

(B2B); business to- consumer (B2C), business-to-government (B20G3); comSUITer-10-Consumer (C20)

and mobile commerce {m—cnmmﬁrr:‘e}.

o wide range of online business activities 1ol

2) E-Commerce in India:
For developing countries like India, e-commerae offers considerable opportunity. E-commers

in Tndia is still in growing Stage, but even the most-pessimistic projections indicate o boor. It |
helieved that low cost of personal computers, & growing installed base for Internet use, and 4
increasingly competitive Intermet eryice Provider (ISP) market will help fugl e-commerce growth |
gia's second most populous nation. The first e-commerce site 11 India was rediff.com [t wils one |

¢ most trafficled portals for both Indian and non-residents [ndians. [t provided a wealth of Indiy
lated business news a reach engine, ¢-COMMEICE and web solution services. The past 2 years i
“Hseen a rise in the qumber of companies rechnologies and the mternet in Indi

enabling e-commerce
_______________._-—-——-—______
= eimend S@emall.com. Il ms.jn@gmail.com
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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 targeted |

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 RBI
regulation low internet usage e-commerce sites have popped up everywhere hawking things like
groceries, bakery items, gifts, books, audio and video cassettes, computer elc. 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 rep
found that nearly 60 per centtof 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
inregral part of sales strategy while it is one of the cheapest medium to reach out the new markets, if
implemented successfully, it offer o smart way of expansion & doing e-commerce attribute to the
successful implementation to carsfully 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.
Segments that recorded growth

india 16 8.8 Online channels are playing an important
role of conpecting with consumers of unexplored
Australia 23.2 35.4 markets. The journey of online spending that started =~ .
, ~ with an increasing number of buyers of travel an g
Japan 53.3 37.5 holiday plans in the last decade has now extendew.
China 169.4 458.1 to an increase in spends on hnusthuld_applmncgs
and luxury products. While segments like apparel

SR and luxury products have registered unprecedented
growth m 2011, jeweler, electronic appliances and hardware products have shown promising growth
trenids 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 165 per cent of the Indian online population visiting the category in
wovember 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.

Increase in shoppers of the coupon sites indicate that pricing is playing the role of catalyst m
bringing more and more shoppers online, Many of these shoppers have shown affinity towards
affordable online goods, which was priced lesser than the market price. Some of the largest retail
ategories revealed that coupans category was the largest with 7.6 million visitors as consumers- |
Wy adopt daily deal sites. Consumer electronics ranked next with 7.1 million visitors, growing a '
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le 5.8 million online users visited comparison s

hopping sites, an
increase of 235 per cent from the previous year.

3) Future of F-Commerce In India:

India is_devalnping rapidly and if development is to be measured, how can we ignore the role of
¢ commerce in it. The internet user base in India might still be a mere 100 million which is much iess
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 jts zenith 1t can
be presumed that in years to come, customary retailers will feel the need to switch 10 online business,
Insights into increasing demand for broadhand services, rising srandards of living. availability of wider
product ranges, reduced prices and busy lifestyles reveal this fact more prominently thereby 2V ing way
o online dedls on gift vouchers. Gomg by the ‘statistics, the E comtherce market m India was wortl
about $2.5 billion in 2009. It rose to $8.5 billion by 2011 thus depicting a definite surge in the last 2w
years. According ta a statement released by the Internet apd Mobile Association of India (LAMALL
these figures would reach up 10 $12 billion by 2012! To understand this scenario, we can divide E-
commerce into three broad categories which inchide physical services, physical goods and virtui
goods. Another category that is gradually making its mark is thelocal commerce (couponing, yelow
pqg:s,'clajs-iﬁeds ete.) which offers significant overiaps with B-commerce. The 1st category of physica
services is definitely the major contributor which includes travel ticketing, jobs, matrimonial and even!
management websites with travel sites accounting for 75% of all E-commerce industries! [t provide:
attractive deals t00.

The 2nd category of physical goods is the one currently gaining considerable attenrion, thank:
to the hype created by new startups/stores being \qunched daily, Leaders in this division are Flipkart
[nfibearm, Homeshopl 8, Indiatimes, Naaptal, Letsbuy etc. each of which offers everything from mobil
phones to pet food.

The 3rd and final category of virtual goods and gift vouchers like online music, s@ fiuars’s
movies, gamas, Taj Hotel gift vouchers, Reebok gift vouchers. Pizza Hut gift vouchers etc. have beel
relatively lagging behind \n India as compared' to Europe and America, primarily due Lo pirac
concerns and the social perspeetive of Indians. But the scenario 1 expected to change W ith the digita
downloads segment expected to grow in the Indian E-commerce market due to the explosion o { mobil
devices and the services av ailable over the Internet at special discounts.

Certain unique attributes of (= E-commerce industry in Tndia such as cash on delivery mode o
impotts that lower costs considerably are probably going 10 bring abour a sped
growth in this industry in years to come.According 1@ the latest research by Forrestet, & leadimg globa
research and advisory firm, the-e-commerce market in India is set to grow the fastest within the Asid
Pacific Region at & CAGR of over 57% betwetn 2012-16. The report, titled “Asia Pacific Online Reta
Forecast, 2011 To 2016, has been issued by Forrester Research Inc. Analyst Zia DamellWigde

withSteven Noble, Vikram Sehgal and Lily Varon.

payment and direct

) India’s Prospecis In E-Commerce:

Opportunities For Retailers: A retailer can save his existence by linking hishusiness with the on

e distribution. By domg sa, they can (nalke available much additional information shout variou
gs to the consumers, meet alectronic orders and ke in touch with the consumers all the tim

erefore, B-Commerce 18 a gaod opportunity.

Fl!"_._'-: ! [ i3
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» Opportunities For Wholesalers/Distributer: In the world ofEcommerce the existence of the
wholesalers i1s at the greatest risk because the producer can easily ignore them and sell their goods to
the retailers and the consumers. In such @ situation those wholesalers can take advantage of E-
Commerce who are capable of establishing contractors with reputed producers and linking their

business with the on- lme.
» Opportunity For Producers; Producers can take advantages of e-commerce bylinking themselves

with on-line, by giving better information about their products to the other links, m the business chain
and by a having & brand identity.

» OpportunityFor People: As more people are getting linked with E-commercethe demand for ~

centre providing internet facility or eyber cafe is also increasing, Hence, the people who wish to tal

advantage of it can fstahlish cyber and have their benefits.
P

5} Essenﬂﬂ! facters 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.

Location based services: Since customers these days are always on the move, promoting the right

product at the right ime and location becomes an integral aspect
Multiple payment aption: 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 mformation
is of utmost importance to users on the move.
Price comparison: Providers offering instant price comparison are higm}' popular amongst the price

CONSCI0US CUStOmers.
Shipment option: Lew 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 kindj |
products bemng offered by providers should determine the logistics planning.

Legal challenges; There should be legal requirement of generating invoices for online transactions,
(Juick 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.

Y YN

¥

v

YV Y WYY

Experts View About Future Growth of E-Commerce In India:

Leading e-commerce portals in the country mnclude Flipkart.com, Futurebazaar.com, Ebay.in.
Homeshopl&.com, Snapdeal.com, Indiaplaza.com,Searcj.com,  Amazon.com,Fashionandyou.com,
tgiffshopping.com,, inkfruit.com, myntra.com, futurebazaar.com, yebhicom, zoomin.com a.u]d
e abies contInternet on mobile phones and e-commerce are set to lead the trend in the IT sealnd,
v 'Ii India MD RajpanAnandansaidon June 2012.Speaking at the 13th annual Contluence at the Indian

te of Management, Ahmedabad ([IM-A) here, Anandan identified trends such as mobile internef,
¥ networlang, e-commerce and internet video as being the most impertant trends for any

Web: www.irms.in Email IF]H‘]SEUIE@E‘!BILCGN; irims.in@gmail.com Page No: 34
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month over the last three quarters. We have been gradually increasing the pace of hring and over the
next six months, we will add about 500 people,” Snapdeal Chief Executive Director Kunal Behl saud.
"iWith 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 Homeshop I8,com
CEO and founder Sundeep Malhotra said. The online retail segment 1S expected to report SIOnNg arowth
in the coming years owing to growing [nternet consumer base thanks to increasing use of smartphones,
laptops/PCs and availability of Internet in the remotest part of the country."e-commerce Space is a
booming space as Internet audience are likely to double in the next two-three years and this mdusiry
will require talent fom various sectors like technology, product, analytics, sourcing, general
management talent, merchandising and marketing," online retailer Fashionandyou.com co-founder arid
CEO Pearl Uppal said.
' Another e-commerce player HomeShop!8.com has grown by over 70 per cent m headeount
terms in 2011 over the last year and is further poised to grow by & similar percentage this weat,
including an augmentation of the technology team Meanwhile, the e-commerce ssetor is fast hirmg 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 (TIMs) and Indian Institute
of Technology (I1Ts).According to a report by dusiry 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.

7) Conclusion:
The future of E-Commerce is difficult 10 predict. There

the fiiture liks: Travel and Tourism, electronic appliances, har
also some essential factors which will significantly contribute 0 the boom of the B-Commerce industry
in India i.¢. replacement guUaranies, M-Commerce Services, lacation based services, mult iple paymen!
option, right content, shipment option, legal requirement of generating invoices for online transuciions,
quick Service, T & ' should be clear & realistic, the praduct cuality should he same as shown on the

portal, dedicated 24/7 customer care centre should be there, We found various types of opportunities ol

retailers, wholesalers/distributors, producers and also for people. Retailers meet electronic orders and
should, be in touch with the cOnSUMETS all the time. Wholesalers can take advantage of E-Commerce
who ase 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 thel
products to the other links in the business chain and by a having 2 brand identity. As more people ar
petting linked with o.commerce, the demand for centre praviding internst facility or cyber cale 15 s

increasing, Hence, the people who wishto take advantage of it can establish eyber and have then
loyiment. On the behalf of above said repart

|d be hright in the UpPSoming veal

are various segments that would grow in
dware products and apparel. There are

henefits. People could found various opportunities of emp
- India wau

and experts view showed that the future of e-commerce
if all essential factors would be implemented.

BA
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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 ta a social formation, of which state is but apart. The nation-state based polity
is undergoing a transformation due to the imposing naiure of ICTs led globalization. The states as a
collective entity have no escape from the pushing impacts of digital technologies that have converfed
the world population in to a single community with epportunities of instant connechivity, arel
dissemination of information through bullet-theory of injecting facts and figures into the mind of
every member of global civil society. Several eauses of this transformation of polity can he extracted
from the intellectual discourses available in the existing research, predicting the consequences with
tangible and explicit demonstrations of the same tn the real world settings. The objective af this
article is fo juxtapose the diversity of research-findings into a compact piece of knowledge ard
present a theoretical model to comprehend this transformation and emargence of 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 18 used a5 synonymous

for ‘state’ and ‘government’ in particular contexts. However, Aristotle used the term ‘polity’ to refer
to a regime or rule. Regime primarily refers to norms, principles and procedures (Kranser, 1983), meant
to form a socio-political whole, having various components, the ralationship among these componenis
and the fundamental norms governing these relationships. ‘Power’ rematns the major concern in this
relationship. The norms and principlesof a polity guarantee responsible exercise of power (Bruyn,
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 ‘state’
denotes a political society/sphere (Gramsei, 1971), separate from market and family- the relm ol
private. Between the two lies ‘civil society’ which mediates on behalf of the citizens with ‘state’
and‘market’. Marker, 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 mediation by
supplying a powerful 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
p_mhlﬁms (Beaulac, 2004), Travelling back into the history, the temporal and spatial dynaniics for the
rise of state becomes clear (Ferguson, 2006; Ebo, 2007), The state restored peace both internally and
externally, facilitated growing market, established a consistent system of law and justice, and provided
an alternative loyalty to the ethnic and religious split in Europe af that time (Mossberger 21 al.
007).Undoubtedly, the public sphere is an unavoidable companent of a sociopolitical organization. It
e space where people come together as ¢itizens and pronounce their autonomous views to i fluenc:

& Mg Nolitieal theories and practices in the society (Habermas, 1974). Civil society 15 e Organtze

, - . ! L I = i "
miaBifestation of these views and the relationship between the state and civil society s the basi o
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. Society emerges as a correlate of the state, meaning that it appears as a

[imit to state/government and as spmething to which the public authorties have to attend (Foucault,
7007:349). Civil society lieeps 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 uf,-ﬂg
superimposed in other civilizations over other- kinds of polities. identities, as well as loyalties
(Ferguson, 2006}, However, the contemporary wave of ICTs led globalization hds profound impact on
{he nation- state based polity (Khan et al., 2012).Communication tools have always been significant for 2
the evolution of civilization and globalization, for these facilitated exchanges across nations (MeNeil,

1998: Denemark, 2000 Fernandez-Armesto,  2002). International  exchanges in  scien
technplogy and culture have generally furtherad the causc of civilization and globalization for . 4
material and cultural ends. Technologies, aspirations and communications-the stimulants for exchanges
liave been the significant determinants of global history in the past and are expected to continue this
ole in future as well (Tehranian; 2004).An information-based civilization has emerged from the
traditional industrial societies (T chranian, 1990). Different labels have heen used to identify it like
‘Pﬂst-lndustriai‘.'Infurmatian‘, ‘Knowledge', ‘Postmodern’ and *Network® society. Modern ICTsoffer
variety of pawerful and inexpensive communication tools and cervices. 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
billions (Crack, 2007). These highspeed communication technologies have

low millions to the low
cenderad the world virtually borderless (Chanda, 2008 123). The users of these technologies include:
telecommunications firms software

nongovernmental organizalions,
providers, governments e1c (Shirky, 2011).
Owing to these dynamics, the territory based polity 1s undergoing transformation. The structures
of power dre moving from domestic to transnational levels (Sassen, 1996). Given these revolution
transformations. some of the scholars argue that power 18 slipping away from the state {0 4 varietﬁ‘

non-state actors (Held et al., 1999). A

Nation-state based polity and globalization: .
Without operating as a purely political process, globalization changes the political foundations

of the world order (Clark, 1999). Globalization expedites political processes and sensitizes
everybody to their OUICOMES. Accelerating communication, information flows, and exchange, the
globalization structures 2 pew environment for international fo operate {Kapitonenko, 2009).
Globalization professes the existence of a single sociopulitical space on a global scale, which is
attributed to the gradual dissolution of boundaries due to intensilied exchange across boundaries
wougeh increased interconnectedness between otherwise rerritorially bounded and distinct speieties
lson. 2009; Acosta and Gonzdlez, 2010).
The geography has now hecome a question of association and connectivity and not the space
dr, 1993). Likewise, ‘globalization’ means more than just internationalization as it refers to a new
i of social arrangements (Held, 2003). Transnational movemients of people, goods, mformation
pital have generated & qualitative shift from the systems of states to a new world that knows little
ut the difference between domestic and international spheres (Luke 1993; Ferguson and Mansbach,
1066, 2004}, The bagginess of globalized world itself speeds-up the dissolution of both bounded 2
autonomeus nation-states, territorial geopalities and their identities (Khan et al,, 2011b).

[RjMS

democracy (O'Bren, 1999)

regular citizens, activists,
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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 peographically where some regions play more significant role than others (Katzensten,

2005). Nation-state capacities for collective decision making as It central function have partly
detached from its institutional structures within and between nation-states, and have been relocated to
the transnational level where they have been institutionally transformed or even restructured i new
institutional designs (Albert, 2007).

Even on national issues, social movements and groups these days s
sation:state, to connect with likeminded groups (Human Rights Watch or Amnesty International) m
other countries, or their global umbrella organizations, to address demands not just o therr own
sovernments  but also 10 foreign governmentsand international instittions (Kaldor, 2007)
Globalization is creating a platform for the tratsformations in the cole ‘of states in warld politics.
However, by influencing internal political and social systems, 1t wenkens stafe’s sovergignly In
international relations (Kapitonenko, 2009). Thus the dominant character of ‘state’ in nation-state hased
polity has been challenged, giving way to redefinition of power players at all levels.

Dynamies of transformation:
The 2lst century is witnessing globalized bhuman gctivities ranging from sconomic

transactions, politics and culture, to 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 15 not
superimposed on the society, individuals, networks and civil society; rather, it is created and shaped by
individuals and groups every day (Drache, 2008). The transformation of polity has been hrought about

by a number of factors.

Globalization:
Globalization 15 @ dynamic process which characterizes a transformation the spatial

organization of social relations and transactions thareby generating frans- continental or mierreglond
flows and networks of interaction and exercise of power (Held et al., 1999:16). The salient atiributes o1
globalization are its social basis, economic and political dimensions, and 115 potential of integrating 4
range of 50 far nationally deimarcated activities across state woundaries (Beeson, 2003 The transitions
in the mode of production of hunting and gathering societies to agrana, commertial, manulacturisg
and information socielies arc rather well known, Each transition involved substantial transformations n
the political, economic, and social systems (Tehranian, 2004).

Contemporary rransformations’ characterized by globalization do not refer to the end of poliics
rather its relocation somewhere else (Toffler, 1991). The national or international dualism no MoFE
determines the structure of opportunities for political activities instead it is now located In the "slobal’
platform. Global politics have turned mto  global domestic  politics, which deprive national
politics of thewr boundaries and foundations (Beck, 2006:249). This process shapes 4 social system with
the functional capacity to wotk as & unit globally in real or chiosen time. Capacity hers refers to
technological capacity, institutional capacity  (re. deregulation, liberalization, privatization),

an dorganizational capacity (Castells, 2008).
Mding State Sovereignty:

i

trive to go heyond the

N Apparently, the decline of state-power has driven the'diffusion of authority away [rom
Al governmentsand created the problems of non-authority and un- SOVErNARLE {Strange,
holflt). Erosion of state sovereignry is propelled by internal social developments, NuSIrOOMINE o

ise of non-state actors atthe 2

new leologies and the national and rransnationallevel (Kaaijen 2002 ).
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This erosion is generally considered as a consequence of globalization (Beeson, 2003). The issues dEf
sovereignty and national security have emerged as serious problems for the whole world (Chanda,
2008). Globalization provides a new context for these developments thereby making the state-centered
foreign policy subservient to global trends (Kapitonenko, 2009),

One of the side effects of globelization is that those states that own the most developed
sconomies and are considered torchbearers of globalization are actually fostering a system that can be
detrimental to the sovereignty of their own state (Strange. 1996). This is the most gdlossal change in the
world order setting since the Peace of Westphalia that concluded the war of thirty years.
According to its provisions, soversign states became the core elements of the international system
(Jackson and Owen, 2005), They substituted a variety of international actors like the Pope, tF -
Emperor, dynasties, and the like. Thus, starting from the mid-17th century, international relations ha
been predominantly inter-state but this epoch of history seens to be over (Khan et al, 2012).

Information Technologies:
ICT refers to computers, software, networks, satellite links and related systems that enable

users to access, analyze, create, exchange and use data, information, and knowledge in unprecedented
ways. The terms “TCT" and the “nternet’ though not synonymous but are almost interchangeably used
(Beebe, 2004). It 1s better to comprehend ICT in perspective of creating a new set of relationships and
spaces, an agora rather than as a high- tech tool. It is one more global field for competition over the
distribution of resources and information and the most importantly, power (Van Dijk, 2006).

Naw technologies not only provide information but also toals that have the potential to ex_tcmﬁ
the role of the citizens in the social and political space. The mushroom growth of online polifical
aroups and activism certainly depict political uses of the internet (Bowen, 1996; Browning, 1996), The
internet and allied technologies by their nature can supplement oppertunities for self-expression and
faster civic activities (Castells, 2008).

[CTs can easily merge into ¢ach other to
{Kleinberg, 2008). ICTs by enabling a horizontal network of global communication provide a vartety
of taols for organizing and conducting public debate and have the potential to raise collective decisium
making (Nawuz, 2012), .

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

006:31) and it has a bright future in the field of business, research and politics (Balkin and Noveck,
2006). 1CTs can help bridge the trust deficit among the nations by information exchange facilities
and  thus have the potential to ameliorate misperception and, ultimately bring more security,
grmony and less violence (Kapitonenko, 2009) These features of ICTs show the social, political

Recononie ranifications of ICTs, :
|

raise connectivity and accessibility

* sence of Transnational Businesses:
a : oft The developments m mibrmation technology along with the policies of deregulation and
B\ F  hfkd liberalization across the globe have led to intense economic interdependence (Stopford, 1998),

reg and the conseguent externalities resulted 1 the sprouting of non-state actors of global character ke
TNCs. TNCs have steadily tumed out to be the icons of new power structures in the global econony.
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These corporations work across staie horders to pursue thewr own terests’ and not of the state the:
officially belong to (Kapitonenko, 2009). Some sec them as hardnosed exploiters, but others view them
a5 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,
7008).The emergence of TNCs poses a challenge to theconventional understanding thai
international pelitics is determined by states in the formal Westphalian state system (Deibert, 1997),
Mareover they further blur the distinction hetween the domestic and the international, challenge the
otion of ‘state’ as the ultimate authonty at home, and reduce the significance of access to termtory
(Kobrin, 2001). TNCs are prime cause and result of globalization (Mazlish, 2012) and asa resull
mgjorstimulant for transformation of polity. : '

Rise of Mundane Issues:

The imtensified connectivity, - interdependence and historically matchless production  of
commodities have resulted in variety of mumdane issues, ie. political, sconomic, social, binlogical
ind environmental (Crack,2007). State seems incapable for dealing with such modern issues like
climate change, global terrorism etc. The rising incapacities of state pave the way for the involvement
of other actors for resolving these ssucs. Moteover this also reflects & gulf berween the spaces where
these 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 (local)
to global realm (Castells, 2008).

Emerging global polity:

ICTs led globalization has profound impact on the mation- state based polity amounting i =
teansformation. This transformation has shifted the centers of power from local to global level, and has
been compeiling to redefine 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
contemporary issues has decreased and that the new actors have come forth to fill the gap (Kabrin
2001). Civil society and public  sphere, comparatively —weaker elements of nation-state based
polity, have now become powerful and have extended beyond the nation-state Dboundaric:

(Kapitgnenko, 2009; Khan et al,, 201 1b).
So the gmergent political structure at global leve

| reflects three major compenents. A HEw public spher
(NPS) which 1s transnational i nature and s anchored around global commumnication netwarls
second component of this political structure is ‘global” civil society which is an organized expression v
the norms, values and interests of global society (Keane, 2003). A network state 18 the third componcu
of the global polity which 1s ceflected in the emerging global governance struetures (Castells. 2008)
Figure | illustrates the theoretical model of the transformation of polity.

Global civil society:
Civil society is generally referred

1
(e

[ron

to as a domain of social belief and action separnie 0
normics that is compased of indrviduals

politics and eco
ovements and organizalions bevand th

R = families, groups, m
/ “"¥ A grasp of the state-authority and selfishness of the marke
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the global seriing, networks can shape social associations without the constraints of space or €o-

presence (IChan et al,2011a),
Civil societies have generally been defined at the level of nation-state where group identity
Jerives from citizenship in a territorial state (Schwartz, 2003). However, today, transnational
networks are feilitating civic engagements across the borders of territorial state, This shows that
shared interests can also play the role of binding agent like shared geography orydentity (Khan et al,
2012). C
The contemporary civil society is the arena where individual negotiates a social contract not
ith layers of institutions at the local, national, regional and global levels,
Maoreover, it is not just an arena made of progressive casmopolitan ideas; it also includes national i
religious milizants, corporate lobby groups and a multiplicity of ppinions (Keane, 2003). Many *
this transnational version of civil soeiety as global’ civil society which mediates with state, gwibal
governance structures and corporations for progressive ends (Kaldor, 2007).

Global Public Sphere:
Prima facie, there scems a shift from a public sphere constituted around the national mstitutions

of territory- based societies to a publi¢ sphere anichored around the transnational media system (El-
Nawawy and Iskander,2002; Paterson and Sreberny, 2004). The contemporary media comprises of
aditional media like TV, radio, and the print media, as well as 2 diversity of modern multimedia and
communication systems like the Internet and horizontal netwarks (Dahlgren, 2005; Tremayne, 2007,
Bennett, 2008), The new public sphere is a multi- discursive political space, a global sphere of
mediation, with no center or periphery. The agenda setting andcontexts are shaped and mediated by
autonomously operating media systems (Castells, 2008) and the citizens themselves { Khan et al

2012,

only with the state but also w

The international citizens due to their transnational activism facilitated by ICTs are shaping

[CTs convert an ordinary citizen into international citizen by providing him/her the
communities of choice. Global activismyms

breaking copyright laws, file- sharyd
2008:63). These ‘digital publics™ .
are talling to one another, and unafraid

‘digital publics’
inlimited social possibility to mnovate and form discursive
reflected in signing petitions, swrting boycotts, creating art,
blogging, and engaging in ¢lice challenging activities (Drache,
longer confined to their self-constructed silos, Instead Lhey
to voice therr opinions (Khan: et alk, 2011a)

It is well recogmized that everything affects everything else and different campaigns don’t
ather (Neale, 2002:105). 1t is evident that informatic civilization is
jess, which is based on an increesing awareness of-the global
ence, clashes of culture and the need for dialogue for democracy
“shrantin, 2004), In this age of communications ordinary citizens are more informed than they used ©
and are demanding more of the state, at a time when most states and their Jeaders are seemung:y
NPS with its revilalized ‘publicans’ is facilitating global
the lavers of political authonties {Castells,

compete rather they reinforce each
generating a new global conscioust
eoological and economic interdepend

Le
unable to provide (Ferguson, 2006). Thus, the
cwil society with the required medium to mediate with
2008)

Rise of Global Governance:
: A single global political authority 15 not visible at the global arena however, there are
" Miions of control mechanisms  for the management of transnational policies (Rosenau,

if}%i:m. These mechanisms range from the primary to the embedded, from informal modes o
j aa)‘.sultatinn to formal decision making arrangements. The planet is ordered according to certain rules,
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regimes, and norms that enjoy widespread legitimacy (Crack, 2007). They cover & rangé of current
issues, for example,climate change, fighting terrorism and managing global economy This rising
institutionalism denotes a transformation fom national government to global governance (Khan et al,
2012).

The emergence of global governance matches the organizational shift from the miass society wa
network society (Castells, 1996). State governments use the typical structural characteristics of @ mass
society where authority 18 centralized in & hierarchical and vertically integrated bureaucracy. On the
contrary, global governance networks are hierarchical and horizontally integrated. Some centers the
network are more influential than others because of their international legal status, legitimacy and
resources (Cracl, 2007). Globalization has been with us for centuries however, efforts to govern the

interconnections produced by it are not very old (Chanda, 2008; Sloterdyk, 2009:33) and this is the

reason for theimmaturity of global governance institutions. Neverthelass, relocation 0T Stale authprines
litteal, security, snd

in the global insttutions is reflected in the increasmngly emerging economic, po
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 1 that geographical distance
becomes irrelevant and that territorial boundaries become less significant (Scholte, 2000y It &
contentious that whether the establishment of global governance institutions is also accompanied by
rrends of formation of polity on a global level (Zubair et al, 2011b).

Most 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). Tn order
make sense of contemporary global developments, state-centric theories of international relations need:
to be abandoned in favor of 2 planetary of global vantage point (Bartelson, 2010).1t can be argued tha
‘globality” is bemng constituted by arising common consciousness of human society on a plangtary scal
through an increasing awareness of the human and soeial refations as the largest constimtive framewor!
of all relations (Shaw, 2000). Furthermore, there is growing awareness and consideration of the
argument that globalization is not simply a bottom-up process leading to the emergence of globa
networks and structures that link preexistent istitutions on sub-globallevels: ~the  comcept @
society on a global scale customarily implies that there 15 something like a planetar]
social whole in a meaningfu] analytical sense as well {Albert, 2007)

The state is increasingly enfeebled today (Ferguson,2006). Tt finds itwelf bounded b
competitars offering alternative rules and norms for global politics. The monopoly of stae &
international  politics 1§ OVer interstate relations are turning i8to trapspational realm. Thes
iransformations are marked by the notion of a increasing interdependence of the various mternationa
actors, and globalization reinforces this interdependence (Kapitonenko, 2009).Global eeonamic ant
cultural forces are mereasingly becoming successful. Furthermore, he communication technalogie
such as the World Wide Web have contracted the world so closely that more than half of the 10
hundred economic entities have become more homogenous and more connected to than ever befor

Camilleri and Falk, 1992). Thus, the rise :of transpational actors b

and a global civil society o
transformed the inter-state system and directly affected the construct of sovereignty (Deibert. 1997
he domestic and the internat ional. compromised the ide
£ access fo territory, and raised questiol

They have further distorted the line between 1
£ states as the ultimate authority, limited the significance 0
hout the significance of Actors in the global system { Kobrin, 2001),
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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 in norms
and aspiration as well as institutional networks beyond the states (Ruggie,2004:519). Howeve,
globalization has not led to the elimination of states rather states are a product of globalization and of
actions of individuals and groups (Bavart, 2008). Globalization 15 expected to create a situation where
states will continue to coexist but with global forms of authority. e
Conclustons:

The nation-state polity is being transformed into a planetary polity. The transformed polity 15 «
reflecting frself in global civil seciety, zlobal public sphere and institutions of global governance. Thi¢
does not necessarily sugzest an extension of nation-state based institutions and concepts into the,,
olobal equivalents rather the ‘globality’ itself is a new social whole on planetary seale. ICT
plobalizationis creating an environtnent in Which sovereignty of the state is eroding and gefling
relocated in transnational realm. The state is increasingly getting enfeebled and giving way o
transnational actors for its incapacities to resolve the mundane issues of twenty fizst century. Civil
society is rapidly getting strengthened and expanded beyond state territories.ICTs enabled NPS is
boosting the powers of global civil soctety actors striving to establish networks of civic societies
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 comumon
ethical code, However, the contemporary platforms and processes to deliberate on these i1ssuss are not
quite inclusive and democratic. With regard to issues on human rights, democratic freedoms,
environmental challenges, business ethics and warfare, there is & 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, m the global polity, political authorities at global level are far from clear, The need
for effectiveglobal sovernance has emerged from the mundane issues like global environmental,
financial and security crises. The globalized world is in need of sophisticated and inclusive mechanis®%
of global governance than what it has at the moment. Furthermore, cffective economic and polir»=y
gavernance at global level reguires the involvement of governments, private sector, a broad rasge
of civil society groups and international organizations lice global NGOs. The technological and
cultural exchanges have always enhanced humen civilization and ways of governance, and it i
expected that ICTs enabled civilization would also foster effective governance structures at global

TSR B

level.
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bue Abstract

Globalization creates huge opportunities and brings the variou
ning of banks and delivery

s ways to do business.

Technology has brought a complete paradigm shift in the functio

of 'ban]cing services. Today, most of the transactions can be done from the home and no need

for anvthing. The growth of the internet and communication technology has

to visit branch
added a different dimension 10 banking. The information techno
stomer acquisitions, driving automation and

logy (IT) available today 18

being leveraged in cu process efficiency.

to customers. Customer satisfaction (CS) with internet banking

delivering ease and efficiency
In recent days many of studies have

services has not received much attention in the literature.
looked at CS in many different

few studies conducted in e-banking context

industry contexts in different countries. With the exception of

in India and Maharashtra. The main purpose of
internet banking? Which determinant affected

this study — how the customer aware with the
7 This paper

to customer decisions? How satisfied are customer with existing internet banking
rmet banking in context to 7Ps. The objectives of
evaluate the

empirically examines CS with inte this study

are - to examine the factors affecting to CUSIOMET satisfaction in context mix, o

intemet banking. With focusing the objectives, the

customer satisfaction towards
Questionnaire

methodology is adopted- the primary

and secondary data. Considering time and budget constraints tthd from the
Satara. /8
! S/ BN\

Key words: Internet, Satisfaction,

sources were in-depth [nterviews and

PART -1
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1. Introduction

Day by day the banking environment
ow in ever changing market, banks are developing
izations are going for the latest technologies and updates which are

has become more & mOre competitive. To

survive, sustain and gr the various advance

strategies. Banking organ

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

banking industry is not cxempy',ei It is also

added a different dimension in business and
timate cost. It develops the effective

considered as tool to reduce the time, supervision and ul
nication and relation with the customers and associate of the banking business.

ve opportunitics and openings 10
anks. IT helps to banks

commu
Today an information technology presents massi

fectiveness and performance in the functioning of b

ous products like ATM, Debit/Credit Cards, mobile & intemet banking etc.
a beneficial impact on both

improve the el

introduce the vari
The introduction of various technological products has added

oosing the right path of technology adoption will be an instrument
| efficiency of banks but also to serve customer better
n.As consideration of technology revolution in
of 1980’s the process of computerization

banks and customers. Ch
not only to improve the operationa
which is the ultimate aim of any organizatio
banking sector India is somewhat slow. In the mid

started in India. The person of banking industry has oppo
in banking. But there has been a considerable change in

sed 1o accept the technology in the

initial stage of technology revolution
banking industry come on track to access the full

IT facilitates the

the behavior of banking associate and the

potential of advance communication and information technology.

cated product development, better market infrastructure, implementation of reliable

r control and minimizes risk. It helps the financial intermediaries to reach

ant and diversified market. The IT available today is being leveraged in

sophisti
techniques fo
geographical dist
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
's performance in relation to his/ner expectations. il

resulting from comparing marketing mix's
is well scripted that the measurement of CS regarding the quality of services provided by the

isations is a necessary means by which organisation deliver into the minds of its

mers for useful opinion that could form the basis for successful policy.Since the bank
121
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exist to satisTy customers by meeting their requirements, it
ces to periodically and consistently mea
it might be that they are not satisfied or

is crucial for banks that offer
internet banking servi sure the satisfaction of their

customers. As the customer use the internet banking,

some extend with certain dimensions of quality
sfaction (CS) is the major area of any busin

of services.
ess. CS has beent recognized

Customer sati
e behavior. CS is reflects

as an important element that drives customer pre & post purchas

from customer loyalty and retention,CS with internet banking service

attention in the literature. d at CS in many different

fferent countries. With the exception

s has not received much

In recent days many of studies have looke

of few studies conducted in e-

industry contexts in di
4. There is very limited empirical work in the area of customer

banking in India. This could force more research work. Therefore
dy — how the customer aware with the internet banking? Which
with existing internct

banking context in Indi
satisfaction in the internet
the main questions of this stu
variables “affected to custome

banking? Current marketing mix

¢ decisions? How customers delight

strategies are fulfilling the need of customer. With

consideration of these reasons, this study examines C3 with intemet banking in context 10

marketing mix. The present study carried out with the following objectives:
- To study the awareness towards online banking.
g to customer satisfaction in context 10

banking in context to marketing mix.

. To examine the factors affectin marketing mix.

. To evaluate the customer satisfaction towards online

2. Literature Review Conceptual Framework:

94, market holds by Indian

the centralized database and decentralize decisions making process. As
at although the Indian banks may

Review of literature: 75 public sector banks and they are
moving towards far
as banking industry in [ndia is concerned it can be said th

not be as technologically advanced a9 their counterparts i
following the majority of international trends on the IT front (Mittal & Gupta 2013). The 1T
Mobile bank and internet bankin

1 the developed world, they are

changes the pace of banking. g are going 10 make indoor in

the banking sector in the near future. IT systems are complex an
” (Sreelatha & Sekhar 2012).According to the Nimako, Gyamfi, Wandaogou

“energy guzzlers
(2013) emerged dimensions for the internet banking service quality contexts are: web design,

d sophisticated but they are

stamer service, assurance, preferential treatment and information provision. Li and Suomi

ied internet banking service quality is, thus, conceptud
the empirical work of The satisfaction istypically

dons - that were identified in

R

lized as a construct with
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measured as an overall feeling or as satisfaction with elemenis of thetransaction in terms of
its ability 10 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 i¢ the honesty and mtegrity
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 customer evaluation of a marketing mix based on buying and
consuming experiences over a time period (Anderson, Fornell& Lehmann 1 994]'. As Danaher
and Haddrell concluded that the disconfirmation scale is a preferred method in measuring
US. 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 intemet banking customer.In this
study, a five-point disconfirmation scale was adopted from strongly agree to strongly
disagree. Therefore, overall C8 and various dimensions of internet banking would be
measured using five-point disconfirmation scales.
is the study to p-mce&&f:s involved when an
/——— il ] Mdi-:ridw.ﬂ select, buy, dispose of produect,
. = service, idea or experience (marketing mix)
CicRs e ] to satisfy or fulfill needs and desire. CS is

I rmazion (P o : .
[ ki 7 the post purchase behavior of the consumer.

Conceptual Framework: Consumer behavior

D alivery (Pl . , - . :
werk Milaeed It is a person’s positive or negative feelings

Security (Meoplo)

SATISFACTION
{Dependent variable)

towards marketing mix as comparing their

expectations. The loyalty affects by the
satisfaction. Hence the forming marketing

Tranasction (Process)

'-——l'"------—-"'-—.-.l'l-__-I

Web Content (Phy. Evidence)
Fig- 1: Conosptual Madat Far i-Sanking & €2 strategy, firms should consider the consumer

and their needs wid expectations which lead to the satisfaction(Dick and Basu, 1994 ). As internet
new channel of delivery and expands, it is important to know the customers attitude, intent
chavior in the light of internet banking. Means why they like or dislike using it? Consumers

cems have & majorpressure on decisions yet individual feelings do not; by themselves

E II‘]

3.
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behavior. Instead that intention or behavior is & rest It of a varety ol

jtuation at hand. in study internet banking. The emerged 1S5U€S for the
rential treatment

panking service quality context are: web design, customer gervice, assurance, prefe

and information provision. Web design COVETs the
updating, navigability, and user-
t element for enhancing service quality in online banking.
pE'rsnnalimd service, and fast response 1o

complaints. Assurance

ntion OF

influences one’s Inte
internet

{sSUES relevant 10 the s

design of the weh site and includes items like web

content Jayoul, content friendliness. Customer service has been
This dimension

ramgnizﬂd a5 an imporian

has to do with service reliability, customer sensitivity;

complaints that have been
is one of the critical elements of online banking service
providers that convey a sensé
to adopt onliné bankin

dded value of using internet banking services. Where CUSIOIMETS perceive

banking is attractive then they would be more willing to use internet
the key clements of online service quality as

described as responsiveness 10 customer needs and
quality. The assurance dimension describes

of security and credibility- Security and

impressions by the service
[ SErvIces. Preferential

privacy are related items that affect the confidence

treatment 15 related to the @
that the incentive of online
ion has become One of
information that enables them complete online ba
internet banking beh

picuous dearth of empirical studies

banking. Information provis
nking transactions

customer would need the right

successfully. 1dentification of TP

s and catisfaction affected on ayior of customer

has been a thrust ared of past researches. There is a cons
examining internet hanking in India.A systematic presentation of 7Ps under investigation in present

study is provided in Figure 1. In this study, based on a thorou
model presented in Figure 1. It
n was measured. This model was adopted for two

ceview. Secondly, the elements i this mo

gh review of literature the conceptual

depicts the alements of internet banking for which customer

reasons = {irst, the model was hased on

satisfactio
extensive literature del are validated and applicable 10

context. The hypotheses for the present study are -

internet banking
on CS of internet banking.

| H1: Services have significant impact

; H2: Costshave significant impact on CS of internet banking.

nternet banking.

{3: Information has significant imﬁ:w:t on CS of1
of internel banking

.4

H4: Accuracy & Delivery have significant impact Ot CSs
H5: Security & Asgsurance have significant impact on €S of internet hanking.
{ internet panking.

C
o Hé: Treatment & Transactions have significant impact o1 CSo
T H7: Web Contentshave significant jmpact on CS of intemet banking.
f 3. Methodology
"1 @%\ Focusing the objectives of the present study, the study applied both qualitative and
RN ive researches. Through the review of literature the exploratory study was donc
ot variables and factors. A survey

andrextraction ofthe importa
T
151
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was conducted with the help of structured questionnaire. Data was collected from primary as

well as secondary sources. The primary sources were in-depth Interviews and Questionnaire

whereas secondary sources were newspapers
internet. Considering time and budget constraints the data was collected {rom 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 used for analysis was 192. Responses to each question ranges from 1 tu 5 e 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. Through 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.

various publications, books and
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Table No, 1: Factors Influences while using Internet Banking. | The  study
No. Factor SA| A | N | DA | SDA | Average Runk | shows that the maost
> e B W =R Wttt N
T | Services sleTas|2a | 3 | 430 | T important factor
2 'EI,;T_—_—_#_'—TET'"EF'ETT 5 | 1314 | Vi S
__ﬁ___‘__________,_____________________A which influences the
3 Information 40 | 69 | 38 22 14 138.6 1 ’
] Sl ! I BB o T customer while
4 | Assurance a4 | 54 | 68 | 19 7 137.0 v
___,_._-—________._-—-—-—'_'_"—-——-—-—-—-,.—-—-._-———___.—-—— 3 | e
5[ Security {20 | 10 | 144 | ! using internel
_H__#HF_HHJ_:_F,._____ Al 3 ;
G| Treament Sl 5| @ | 18 | 1200 | % banking is Securty.
_-_.———-_-___.—-_'_-__-—'._n_ _-—_-_-——_-'-'_-—-—'_ -
7 | Accuracy a3 |62 |31 | 37| 19 129.8 | VI Secondly, most ol
B Transaction Speed a0 | 49 | 82 | 17 4 136.0 vl the rErSpDndenH are
_-_-—-__“F.____-_——'_-_._-_r.—-—--r-—-—-—ul—'_‘_-'—'__._,—-—'_ i
9 | Web Contents 36 | 57 | 82 13 4 136.8 v ' ,
Pl Rt O s 7 AT B i Kol influences by
10 ﬁhilitmeseIntmnet 31 |44 [ 73 | 38 16 1184 X ; .
M Sheee it BT Y. | Service getting by

Information is the thirdand Assurance the forth influencer. At the same

saction Speed is on fifth and sixth rank.Cost and Accuracy is on
Ability to Use Internct are on

banks.Followed by
time Web Contents and Tran
seventh and eighth rankwhereas with low score, Treatment and

ninth and tenth influencer 1o the use of internet baking.

Correlation & Regression Analysis:
Correlation and Regression analysis 15 carried

Reliability Statistics
out by the use of Microsoft Excel and SPSS (17.0).

Table No.2:

Cronbach's Alpha
-_____——-_.—_
' - Through this analysis, Reliability of the data,

621

_———

development of relationship between independent and dependent variables (correlations), and
has been found out. Reliability of data was

validity of the model and testing of Hypothesis

found by 62.1 percent which was collected through independent and dependent

s

variables.Correlation analysis dictates following:

e S—

Table'No.3: Correlations ]
Service Cost Information At::ﬂ Security L 01;1 h web  Satisfaction '
Pearson : =
SEvice Correlation
Sig. (2-ailed)
E_____ﬂ__’_.g//——’—' e
P =
. 489" |
Cost Correlation
Sig. (2-tailed) 000
N Z e
Information PeaE .
2 | Correlanan - E
e |_. I
PART-1 2 S 74
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| Sig. (2-tailed) | 000 000
N (92 192 192

Accuracy & | Correlation
Delivery | Sig (2-tailed) | .000  .005 000

Pearson 396" 322" 549 ]

FEBRUARY-JULY - 2018

' N 192 192 192 192
| e Peassan: 116 241 232 249" |
Security & | Correlation
Assurance | Sig. (2-tailed) | 630 08I 069 000
J N 192 192 192 192 192
Pearson e i is = *
> . i A7 488" 32 -
[Trnaimcn:& Correlation S el - 2 g !
| Transaction |Sig. (2-tailed)| 001 000 000 ' .000 .00 ;
| N 192 jo2 192 j92  ja2 192
I [Pl‘,ﬂ]’sd]'.l- [T T
' : . 232 : ; :
.| e S 114 217 261 296" 248 I
Contents | Sig. (2-failed) | .687  .002 151 071 000 558
N 192 192 192 192 192 192 192
Roatsion: 791 237 647 502" 696" 409 573" 1
Satisfaction | COTTCuation
: Sip. (2-miled) | 005 106 - 062 000 000 012 000
N 192 192 192 92 192 192 192 192

| **. Correlation is significant af 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
tatled tests.

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.

Strong association has been found between satisfaction and information
(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 tajled tests,

There is relationship between satisfaction and treatment & transaction (process)

PART -1
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o  Satisfaction and cost (price)

significant at 1 percent level of signific

have relationship

by 13.7% which have proved to be

ance based on 2 tailed tests.

e ———

e ——
Table No.4: Model Summary
___._.——_.———._-—-_" — -
) Change Statistics | '
R Adjusted | Std. Error of | — ==} Durbm-
Model | R R Square F | Sig. F
Square | R Square | the Estimate dft | di2 Watson
Change | Change Change
g —l,_,—--—'—'1_'_" —
1 as2' | 238 583 6.00955 239 6955 | 7 |184 | R 1.731
tment & Transaction, Security & Assurance, ACCUrACY &

a.
Delivery, Cost, Information

b, Dependent Variable: Satisfaction

Predictors: (Constant), Web content, Service, Trea

of customers depends

Through Regression analysi

upon the independent variables i.e. service,

&agsurance, treatment & transaction,

5. Testing of Hypotheses:

s only total 58.3 percent satisfaction

web contents.

Table No.5: Coecfficients”

#. Dependent Variable: Satisfaction

Services has significant impact on CS of custo
ces, Validity of hyperlinks, attention
y the hierarchy of the organisation.

provides personalize servi

services correctly are to be monitored b

shows that Hypothesis # | stands true.
Hypothesis 2 - Charges have significant impact on &

cost, information,

mer of internet banking by

accuracy & delivery, security

-

Unstandardized
Standardized
fodel Coefficients t Sig.
Coefficients
B Std. Error .
B BN ey
Service 670 087 662 823 A2 |
Cost 055 D73 063 753 AS83
Information A22 31 332 g7 86l
1 | Accuracy & Delivery | .240 124 219 107 | 036
Security & Assurance All 142 582 268 | 024
Treatment & Transaction 179 082 5 e 971 333
Web Contents 247 069 314 387 00
L {

R s
Hypothesisl - Services have significant impact on CS of internet banking.

66.2% i

on quality and perform

The analysis

§ 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 intemet banking.

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

Hypothesis 4 - Accuracy & Delivery have significant impact on CS- Ef 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 K

result shows that Hypothesis # 4 stands true.
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.

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 analvsis shows that Hypothesis # 7 stands true.

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

At 3

) & ersonalize banking services provided while using interet banking. Provides

ﬂ’:’ 'a-\f—: | is observed that most (51%) of the respondents are strongly agrec & agree with
% g :
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majority of the respondents arc

on quality and perform services correctly,
nks on bank

attention
gree with the validity of hyperli

neutral. Whereas, most (43%) of disa

portals.

While using the intemet banking the r
directly or indirectly affected to
ervice, Information, Wweb Conte

influences to the customer and there satisfaction level.
with the prompt TesponSes to the

gspondents consider several factors. These

the satisfaction level of respondents.

factors are
pts and transaction speed majorly

Security, S

It is observed that 37.40% respondents agree

th ability to guide customer 10
and disagree with
20% are neutral. The

customer request and 29% respondents are neutral wi

resolve problems. 26% & 22% respondents are agreeing

urity of customer {ransaction data whereas

protection and sec
al with complete and sufficiency

respondents arc neutr

study shows that 27%
26.50% & 22.50% respondents arc

information provides by the bank whereas

disagree and neutral respectively with updates are

It is reveals that 33% and 25.50% respondents arc agree

respondents arc neutral with the banks apply reasonable

inform time to time.
and disagree whereas 24%

charges for online

transaction.
The study finds out that mo
(23%) with the reliability & ¢©

st of respondents strongly agree (28.50%) and agree

redibility whereas 25.50% respondents arc fecling of

relief of customer 10 transact on internet hanking.

It is indicate that 28% & 28.50%
of banks. 25% & 24% responde

understanding and

respondents agree with easy
qualitative design of web portal ats thinks that it

helping & securely customers 10 complete a transaction.

The study indicate that 31% & 23.70% respondents are disagre
24% & 22% respondents are

towards the quick response to customer complaint.
of the webpage loading on bank portal whereas,
eps of online

e and peutral

neutral & agree with quickness

23.50% respondents are neutral with towards easy completion of st

transaction.
It is observed that most of respondents feel

ime to time updates, and

that the banks provided full attenuon Vil

trust worthy towards internet banking.

security, services, t
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7. Recommendations:

O} S £ 8, ¥

i

The study finds out that most of respondents considering the security and assurance

financial transaction. The banking organization much careful towards the
transaction. In the era of globalization, various

i,
-

==

towards
safe and secure internet banking
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, K ]

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 X
is no unwanted or hidden charges apply which will be fruitful to both and boost to
develop the relation, f
Modern information technologies play an important role in performing various the t
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 security, 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 abili ty 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 weh 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 of customer.
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hanking transaction. The study

is important in internel
on internet banking.

of customer 1o transact

shows that customer is feeling of relief
ake care channel decision

rance
s the But the changing banking environment needs 10 1
rous carefully, incorporating today's needs with tomorrow’s likely selling environment.
mers It is important to give the proper treatment and handle customer smoothly 10
‘hich enhance the relation and better performance. The bank authorities provides the
Idup attention towards the process Jike quick responses 10 customer complaint, quickness

in loading webpage on bank portal and easy completion of online transaction. It
“'ng helps to enhance customer’s relation, satisfaction and loyalty-
here 8- Conclusion:

velopment of the rustic area. They

ST Banks play an important role in the growth and de

st 1o
are the main bone in social & economic development of €0
not professional approach as compared to foreign banks. A

untry. In India, several banks have

part from this many organisations

5 the
nt of have excellent performance track records and have managed 10 achieve desired results.
hasis However, modern technologies are not neglected and its importance in global business
clive environment to sustain and survive. Thus technologies needs a fresh restoring SO that
web organisations inefficiencies and idleness can be removed and improve the performance of the
ition organisations to the fullest extent to create the genuineness& buildup strong relationship with
er 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
b in banking business. The present study 1S only focus on internet banking; still there is scope
the for further study in various areas like mobile banking, core banking products, etc.
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Abstract: |
fo diving successful prganizafion. Engaged employees are emotionally R
attaehed to their organization and highly invol ved in their job with great inferest for the Success af their organization.
During last two decades, employee engagement becomes & very popular managerial Bsue. Emplayee engagement is
very vast concep! that touches almost all parts of humati resource management. Emplayee engagement is the
emotional commitment the employee has fo the oraanization and ils goals. Emplayee engagement IS afrgrgest
predictor of. ‘positive a.-ganizdﬁnnaf performance. Thiv study 18 aims i9 identify the key divers of emplayee gngagenen!
within the Cooperative Milk industry in Kolhapur. It also crudies the impact of employee engagement on job
was developed and validated Regression analysis was used f

Employee engagement is integral

satisfaction and job performance. A survey guestionnaire
to predict and explain the proposed relationship from different Cooperative Milk sndustries in Kolhapur. Wi
Keywords: Employee Engagement, Leadership, Grgani:zaﬁana! Justice, Job Satisfaction and Performance ! (D
Introduction: . g P
To help managers, different research, scholars, consultants have been contributing lot 1o get the best wayik
i d.l

{0 managers to Improve performance. Today every © ization requires more number of employees wilkh
increased technical as well as professional knowledge & skill. The skillful & knowl edgeable employees :annnthei! ar
managed in old philosophy. They expect autonomy, satisfaction and reco gnition, The knowledge workers ciil el o
managed as knowledge economy- The crganizationa! performance is depends on the employees efficiency & s
productivity and efficiency & prnductivity is depends on ability & commitment of employees. Their ability &
commitment depends oD ihe satisfaction level. Management focus on how to keep employees engaged intheirjod. 3
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 emplayee engagement organization
ductive and effective workforce. The employee engagement is Vast concept. |

can creates more efficient pro
Employee enga gement is conceptualized as the individual's investment of his complete self into role. Engagements

and involvement is positive attitude where an individual goes above and beyond the call of duty. Asto hetghten the
level of ownership and to further the business interest of the Drganizatiunal whole. Employee engagement
consider in termof sati «faction and performance. The present study is carried out in Cooperative Milk industry 1

Kolhapur. -
The concept of engagement has naturally evolved from pas research on high involvement, empowermenh

job motivation organizatl onal commuitment and trust, All organ ization thinks that their employees 10 be engaged !
their work. As the currcnt job market gains momentum, especially for corporaté companies, 1t may find that
¢mployee retention with performance has become increasingly difficult. Managers have been grappling with
manv challenges 10 succeed putting their company 4 head of competitors. Fvery manager unequivocally agress
hat this century demands more efficiency and productivity han any other time in history. Businesses are striving
to increase their performance. TOM, BPR etc. techniques are su ggested by many authors by focusing upr:ral.iunﬂ]

& process improvement and were found helpful in increase organizational performance. 3
This article sightsees the evolution of the concept. Secondly, confer the drivegf REInE pading
engagement, Thirdly, the impact of employee nvolvement and engagement on perfornfes ﬁ; E:'f:falcnnn
which leads to business ﬂut'unmes-ﬁkt-pmdutﬂv‘ﬁ?,gmw&!;mstﬂmﬁaﬁﬁfmiwmd ﬂ‘fin J.‘--,%':m
on the strategies the company should use to keep employees engaged in their job. = kr:l /54 S
wew WEMATAT- an‘;;i‘f}:f F&!ajiﬂ}ﬁ;‘( P
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Review of Literature:

1.1) Definition & Review:
rhe word engage has many meaning and it varies according to situations, It denotes the emotional state of being

ivalved or committed. There are differences among, behavior and outcomes in term of engagement. Some
quthors 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 fo 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 commi _
(Dernovsek 2008). An engaged employee is aware of business context and work with colleagues to improi.
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

satistaction & engagement contending 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 is closely related

with the employee ability to achieve high performance and better business outcomes. Employee engagement leads

1o various advantages to organization; it builds passion, commitment and discipline with organization stratepics/®
and goals. It helps to build up trust and long association with organization. It generates sense of devotion we™
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 turnover, customer satisfaction, loyalty, safety and to Iesser degree productivity and growth of sales &
|

profit,

2.3) Divers of Employee Engagement:
There are crucial drivers that lead to employee engagement which are common in most business organizations,

Yashaswi's International nstitute of Management Sclence, Chinchwad, Pune Yashomanthan 1SSN 2447- agae = — / Page 28




Ul

"'
W

Employee Performance & Qafistaction through Employee Engagement Vol 5 | July 2018

culture of engagement al workplace, HR systems need to work hand

hand with pther managerial practim:s when dealing with employee. The hiring process involves dealing with
employees starting from the selection process 1o the end of the contract, by maximizing the person-job fit which i}
important for further employee engagement. Work Life Balance in its broadest sense is defined as a satsfaclory!
level of invelvement of it berween the multiple roles in @ person's life. performance management that set

meaningful goals and builds employer-employee trust acts as a holistic measure that enhances erploye:

uraging employee health and safety programs can maximize employees' wellbeing
ment. Said programs include employe;

!
e | 1
tress management rainiig. counseling§

T) Policies and Procedures: To create a

engagement. Also, ence
physically-and mentally, which accordingly reinforces employee engage

assistance programs for alcohol and drug addiction, wellness screenings,

and safety training.

ii) Training and development: This variable is consistent with the scope of job resources as proposed in Job

Demands - Resources, [t bears dual importance to ambitious employees. Training, development and learning can bej

looked atasann intrinsic motivator that suppors employees' growth and enhances individual development plamjjp
by fulfilling basic human needs such as needs for autonomy, relatedness, and competence. 1t can also be percerved 3

— as an extrinsic motivator, because it provides employees with tools and resources, as knowledge. skills and

competencies that are applied on the job ' goal achievement and career growii]
opportunities. Job resources motivate them to dedicate more energy andti :
iii) Appraisal & Motivation: Appraisal is2 formal structured system of meaning and evaluating an amployee's job i
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 i the future so that employece organization and society and all benefit
Motivation is one of most frequently used words in psychology. It rafers to the factor which move or activate thef
organism, it infer the presence of motivation W towards certain goals. The person has |

hen other people waork
motivated to achieve something.

iv) Leadership: Effective leadership hehaviour
communication of information, transparcney, and respe

of ethical behaviour. Leadership according to engagement literature embra
which leaders provide meaning and challenge to assigned employees' Work; 2
laadcrssuppunzmployces' adaptively and creativity inablame free context. Asa result, employecs develop
their leaders and management, and accordingly reciprocate by attempting to fulfill their obligations 1o the ]
organization by becoming more engaged. Trust in the leader, support and create psychu].ogical safety and free !

working environment.
v) Compensation and benefits: 1t involves both financial rewards, an
employees’ engagement depends on employee's attractiveness of receive
after receipt of said rewards and recognition feel obliged to respond with higher levels of engagement. Top!
performing employees prefer 10 be distinctively rewarded and recognized for the outstanding work they do,

especially when pay i< related to performance. Astudy demonstrated that ihe level of rewards and recognition MEY Y
be an important part of work experiencé and @ strong predicator of engagement when performance related pay s
culture prevails at work. In support with the literature, the factor of rewards and rece gnition remains a significan’}

predictor of engagement.
vi) Drgauizaﬁuual justice: The te
chologists to refer 10 the just, fair a
lowees peToeive AN mganiz.aﬁnn & fairand just to them, they will reciprocal
sir engagement, in accordance to the exchange ideology- The feeling of safey
ency of the faimess in assigning rewards, resources or even inflicting
s concerned with the way ik epployees determune if they hav*
ghaatil fYfenck ﬂ']ﬂ‘T work-related variables

. UCEES

that supporis engagement reflected self-awareness.

ctful treatment of employees and organization's standard: |
ces also inspirational motivation, by

50, intellectual stimulation, whereby
frustin

d non- financial benefits. The level of an®
d compensation and benefits. Employess

4. 1t applied D!

ce is invented by Wendell French in 190
|

rm organizational justi
ch orgamizations e the

ﬂrganizﬂtiuna‘] psy nd ethical mannet in whi

smployees If emp » b pUiting mare
work and by increasing th
infiuenced by the predictability and consist
punishment at work. Drganizatinnal justiced
been treated fairly in their jobs and the ways in which those determi
It influences employees’ Jttitude and behaviour and consequently t

Greenberg's four- factor motel of jusﬁc::'pmpus&d'mat'hnmcﬁ ui

{actors.

A N¥he organization’s s
gally be subdivided into 1%

e ————




Employee Performance & Satisfaction through Employee Engagement Voi 5 | July 2018

work hay ﬂ; Career Opportunity: Recent development inthe Iitﬂratm:e on career has begm? to reflect a greater global reach
dealing 80 acknowledgement of an inlc-matimna]_.l g!ubal un.derst:and:gg :?f Ica:mr. These developments hawal demanc!edh a

hifie .Whj;f{ﬁ inclusive understanding of career as it is experienced by individuals around the wurk%, Related issues within

a satisfaqte careet literature include relationship within the career I.l}f;ory andlca:[ vergence and practices,

rent that i) Performance : The overarching purpose of this study is fo provide insight into the role that engagement plays
¥ celationships with both job performances. Here we define job performance as the aggregated financial or non-

uwm-nr. not all researchers totally agreed with the idea that employee engagement motivates business success.
ternatively they supposed that there 18 a reverse connection between organizational performance and
anployees’ attitudes; thus, when the organizational performance indexes are high it evokes positive attitudes
pment p mong workers. Studies showed that engagement 15 an individuzl-level construct that needs to impact the
se percepployee atfirst, and then follows by affecting the organization at large. '
%) Satisfaction: The performance benefits accrued from increased employee satisfaction have been widely
reer gro lemonstrated in the academic literature. To list but a few, these include: increased commitment, performance;
ecreased employee turnover, decreased absenteeism. Satisfaction commits embraces a strong belir ™ and
plovee's ;g:cqnance of the goals and values of the organization; a willingness to exert considerable efforts on behalfor't’
job and fganization; and a strong desire to continue working with the organization. Satisfaction construct that -

all benefmployees’ emotional attachment towards their organization; continuance commitment that is the recognition of
ts associated with leaving the organization; and normative commitment which is the moral obligation to remain

activate
person Hyith the organization. Employee engagement has developed as a vital constructs in the organizational research on
iccount of their positive relation with employees' behaviour, which promote organizational retention as well as
o ferformance. Nevertheless, satisfaction remains the most potential ?cneﬂt for an organization, as it directly
3 ‘nfluences how employees perform their jobs and reciprocate with engagement in supportive working

58 d
Lﬁ":'dE'lrl“n't='11r-::-nm-:ﬂt.

ivation, §
1. wheret  Therefore, the hypotheses was developed as follows -
lop trust; 1) Thereis association between leadership and employee engagement.
s 1ot 2) Thereisassociation between the fraining & development and employee engagement.
Y and fic  3) Thereis association between appraisal & motivation and employee engagement,
ey 4) Thereisassociation between carcer opportunity & employee engagement.
s plﬂ-m_.ﬂ 5) Thereis association between compensation & Benefits and employee engagement.

; 6) There is association between policies & procedure and employee engagement.

nent. To
7} There isassociation between justice & employee engagement.

5 skills

: they d
1tion ma
lated pu 2.4) Conceptual Model:
ignifican
Input Cutcomes

pplied b | KeBGErship X Performance
‘eat ther' ‘ Training & Development
A e Fal "0, I ( ~.
E [ Appraisal & Motivation I
-!'\LITC‘!}-' | ! EMPIQ?EE
nilicting | Caresr Opportunity
m}':m" [ Compensation & Benefits | "
ariables i
SUCCEss. | Policies & Procedure Satisfaction
nto tay | Justice «

i i LA\ i

- - .: - -
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1) Methodology:

Developing and administrating a questionnaire o €
employees in Kolhapur 10 est the proposed hypotheses in model. The collected data was analyse
weightage method, correlation and regression analysis to assess the impact of variables on satisfaction and

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

3.1)Sample:
Before distributing guestionnaire, all

onvenience sample of Cooperative Milk industry

s thorough

participants were declared that their involvement was voluntary and

respondents were included from 4 Cooperative Milk Industry working in

lete responses and not answered questions €Ic. Was eliminated and final size |
190 samples. The questionnaire was included the demographic variables- F
gnation and Experience. The study variables- Leadership, Training & ‘

Organizational Justice, Employee Engagement and Performance were
ty, Appraisal and motivation and

secrecy was guaranteed. Total 200
Kolhapur district. However, incomp
used for analysis is 95 perceniage ie.
Gender, Age, Education, Income, Desi

Development, Compensation and Benefits,
measured by using 5 items ecach whereas Policies & Producer, Carcer opportun
Qatisfaction were assessing by 6 items each. All items were assessed on a five point Likert Scale in answer ranged

from 1 (Strong Disagree)to3 {Stmnglyﬁgac}.

2) Analysis & Result Discussion:
The demographic variables, the age of

participants were in the range of 21 t0 45 years with the mean 384

years. Compare with male & female employees, male employees were the majority in sample 74 percent. 52.5 ¢
percent of the sample has a bachelor degree whereas 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 of 5 to 15 years and majority of the employ o¢'s income in the range of

15K to 25K
ployee engagement the Weighted

To evaluate the prime variable which impaets the em Average Method s

used and calculated which <howed in Table No.1.
i
[ Table No.1: Variables Leads to Employee

Eneagement

No. | Variables Mean | Rank
| | Leadership 3.64 I
2 | Training & Development 3.54 v
- A N
3 | Appraisal & Motivation 342 v
. 4 | Career Opportunity 3.15 Vil
: Compensation & Benefits | 3.55 11
¢ | Policies & Procedure 3.38 VI
7 | Justice 3,97 m |
I_._-_ -
the employee engagement 15 Leadership with 3.7

The study shows that most important factor which leads

d rank with mean value 357 whereas with 3 55 mean values Compensation 208

A AL wild

mean values. Justice is on Secon
| Appraisaland motiva

Benefits is on Third po sitio
mean values 3.54 and 3.42 respective. Policies and pro

withmean3.38,3.15 respectively.
5) Correlation & Regression Analysis:
Table No. 2: Reliability Statistics
| Cronbach’s Alpha | N of Items !

I 89 )

n. On Fourth & Fifth “ank Training and developmentanc

oriLnILy BIS O% Siatl, Seveus s

cadure and Lareer opp

1




Milk indy

the data, developme
vses thorg,
stng ©

Correlation and Pegression analysis is carried out by using SPSS
nt of relationship between independent and dependent variables, validity of the model and

f hypotheses has been carried out. The reliability measures, in term of Cronbach's alpha, reached a

|1.t5r'i]r:ti0n.! o . .
tommended level of 0.89 as an indicator for adequate internal consistency.

Employee Performance & Satisfaction through Empioyee Enpagement Vol 3 | July 2018

(17.0). Through this analysis, reliability

The previous results that all different organizational variables are significantly correlated with employee's

'\:. v

u

volumtais ragement, which significantly correlated with performance and satisfaction. In order to examine the
ot woda';: hability of engagement using organizational variable and probability of outcomes (satisfaction and
and fina] gformance), a regression analysis was conducted which results shows in Table No.3.
e :
i ILFan_ab Table No. 3: Correlations
3, Training T % 3 A 8- 8% - -9l
:Trmanr:e“i Peasson ) s *
oy .| Caorrelation
rutwatmnd 1. Leadership Siz, Cotmiled)
nswer rang N 150
Pearson
2. Training & | Correlation ) :
Development | Sig, (2-tailed) 086
| the mean; N 190 150
- 4 Pearson us -
percent. 51 3. Appraisal | Correlation 739 836 l
:. 36 pero & Motivation | Sig. (2-ailed) 004 001
Most of | N 190 190 190
P - - L
| the range Gl Cu;ﬂ“’;ff;n 6417 523" 574" 1
Opportunity | Sig, (2-tailed) .ooo 007 001
ge Methot - N 190 180 190 190
GHI‘SGH Ll L1 - (1]
1 mp:'_mﬁun Comelation 305 A107 6427 28 1
L]
(Sig (2-tailed) 000 042 00D 000
e i N 190 190 190 190 190
[ Pearson - . u - .
6. Policies & | Correlation 6027 6317 3497 R8T 514 1
Procedure |Sig (2-tailed) 000 001 .05% .000 .000
N 190190 190 190 180 190 =
Pﬁmﬂ'ﬂ Ll - [ s - -
S Correlition GRS 651 6557 604 675 628 1
: Sig (2amiled) 021 001 507 _.0D4 000 001
N 190 150 190 1590: 190 190 150
Pﬂ'mnﬂ E2 ] L1 ) La i
8. Employee | Comelation 542 574 367 340 543 ST 655 1
Engagement | Sig (2-tailed) 004 991 001 001 000 059 .507
_ [ N 150 180 190 180 190 190 i90 190
1p with 3.1 Pearson T o - ae o *
N = t (]
BT ol izl e 01 812 T00%* 744%* 699%* F3E** BO7T** 681 1
vanon wi Siz. (2-tailed) 000 001 000 oop 000 000 000 000
venth ran; . N 00 100 190 190 100 190 190 180 190
) Ilu_ C::?_‘;;;’Lﬂ 720%* (781%* .710* .733** 674%* T34* 743%T 709** B07** |
erformance g (2 tailed) 000000 001 000 000 000 000 000 000
| N 190 1940 190 190 190 190 180 150 190 190
*, Correlation is significant at the 0.05 level (2-tailed).
*= (Correlation is gignificant at the 0.01 level (2-tailed).
— . | - \Q . =, - -
A Yashaswi's International Institute of Management Science, Ghinchwad, Pune Yashomanthan ISSN 2347- uga}\_;.k e Page 32
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tcan be concluded that organizational justice has the strongestpredictive power of employee engagemeil
it can prove 63.3% of the total variances which have proved to be significant at | percent level of significancs
Leadership wis the second important predicator of employee engagement. It can clarify 64.2% of s toiul
variances. Third predicator was training and development explains with 57.4% of ils total vanances, |
Compensation and benefits appear oo Fourth position with 56.2% whereas policies and procedure has on Fifth

place with 51.1% of its total variances. Finally ap_p:;aisal and motivation and career opportumity seems 1o have |
close predictive power of 36.7% and 34.9% ofits total variances. In addition, employee en gagement appears better |

predicator for satisfaction, where it can expres ce explans 70.9% |

< 68.1% of its total variances whereas performan
of its total variances. It also indicates that there is strongest association berween satisfaction and performance |
o

which have proved by %0.8% of its total variances. -
i

‘Table No. 4 : Model Summa ' T !

Ch |

Mode Adjusted Std. Error of the = Durhin- } 5
Sip. F !
| daf1 | df? | Watson .

032 6293 | 1 |12 .1::;1 2380 ;

Change 4]

———

& Predictors: (Constant): Leadership, Training & Development , Health & Safety, Appraisal & Motivation,

Career Opportunity, Cu:_npmaaﬁun & Benefit, Policies & Procedure , Justice.
b. Dependeat: Employee engagement :
ent {outcomes) depends upon the.

Through the regression analysis total 84.2 percent employee engagem
independent variables 1.2. justice, leadership, training and development, cOMPens

appraisal and motivation and carcer opportunity which shows in TableNo.4
— #

= Table No.5: Coefficient

ation, policies and procedure, |

Model Unstandardized Coefficlen’s | cocfficients
PR . d. Er Beta ¥
Leadership 030 103
Training & Development 323 ' 163 :
Appraisal & Motivation 336 190 |
1 | Career Opportunity 270 114 |
' Compensation & Benefits A20 172 (
Polices & Procedure ; ;
Justice ; E
2. Dependent Variable: e ement Ll | o
s by §7% if offective leadership d
|

with employee engagement which indicate
behaviour that Supports engagement reflected: self-awareness, transparencys,
cthical behaviour. The analysis shows that hypothesis-] stands true. Training and development associate Wit 4
employee engagement by 49.8% if consistent with the scope of job resources as proposed in Job Demands- ¢
Resources. Itprovides employees with tools and resources, as nowledge, skills and compelencies. This resul

by 38.4%

shows Hypothesis 2 <tands true. Appraisal and motivation have relation with employee engagement

This result shows that Hypothesis 3 holds true. Employee engagement and Career opportunity have associatil
py 37.8%. This study indicates ' '

that Hypothesis 4 stands wue. Compensation and venei
with employee engagement whi

Leadership ha§ strong association
and organization's standards o

jus have suubg peiutid
ch indicates by 60.6% if it involves both financial rewards, and non- financié. ¢

benefits. It indicates that Hypothesis 3 stands true. Policies and procedure have association with empley®: ¢

engagement which shown by 42. 19 if it create a culture of engagement al workplace, HR systems need to woP
hand in hand with other mana nothesis 6 stan®

gerial practices when dealing with employee. It indicates that H
true. Justice has Strong association with employee gngagement by 68.9% if they have becB
jobs and the waysinwhich those determinations 4

Hypothesis 7 stands true.

infuence other worl-relatad variables
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§) Result Discu ssion:
This study focuses the significance of employee engagement and classifies the key divers that have

< erificant impact on it, It also shows that employee engagement arbitrates the relatonship between independent
g :ﬁablcs and dependent outcomes within the Cooperative Milk industry in Kolhapur district. Therefore the
_ssociation between engagement, satisfaction and performance is reliable with engagement variables and concern
models.

Regression analysis indicates that justice has the highest predictive power (65.5%) and leadership (64.2%)
i second highest predictor of employee engagement amongst the researched sample of Cooperative Milk industry
in Kolhapur district. The culture of Kolhapur district is different than the other district of Maharashtra, has been
characterized by social democracy. Peoples are having duel income mainly on agriculture and service. Employee
perceive that life is built around a group, and way in which théjustic;é and leader relates to the group is important.
The social exchange theory argues that relationship at work evolve over time into trusting, loyal and commitment
as long as all parties involved take by mutuality rules. Empirical leadership research has provided evidence that a

. positive relation exists between effective leader behaviour and followers' attitude and behaviour related ~-ith
engagement. It supported the existence of a positive relationship between effective leadership vision av

in the

dure,

arship
ds of
*with
inds -
result
B.4%

1abion
Lation
ancial
dloyee
work
jtands
| their
5 that

Pag

employees in performing their jobs. Training and development (57.4%) and compensation and benefits (56.2%)
ranked the third and four predicater of mpiuyﬁn 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 has a strong
impact on satisfaction (68,1%) and performance (70.9%). Also it proves that a satished 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 organizatiom
perfarmance. There 15 a need for academia to investigate the new philosophy and come up with clear concept and
dimensions that well be used for measuning employee engagement justifying the importance of engagement.
There igno generally accepted definition for employee engagement, However, there is growing consent among the
authors that the construct is distinguishable form related concepts in management — emplovee commitment, job
satisfaction and organizational behaviour. Employee engagement is a positive attitude held by employees towards
the orgamization and its working environment. Results of various researches suggest their own strategies in order
o keep employees engaged. Employee engagement is divers' performance by retention, loyalty, safety and
ultimate profitability. Theretore, today organizations should actively look forwara o sausfy the expectanons o1
employees and create an impact on the performance of employees, which helps to improve the organizational
performance in competitive business environment. In this article some of strategies were suggested — two way
communication, appropriate training program, opporfunities for development to keep employees, feedback
svstem, incentive programs and socio-corporate culture. Engaged employees care about thes 1Zat]

work to contribute towards its success.
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ABSTRACT:
Technology has brought 3 camplete paradigm <hift in the functioning of banks and delivery of banking
services. Gone are the days when every banking transaction required a visit to the bank yranch. Today, most
of the transactions can be done from the home and customers need not visit the bank branch for anything
The growth of the internet and communication tachnology 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. This paper empirically examines

Customer Satisfactian (CS) with internet hanking.

Key Words: Customer, Technology, Satisfaction, Se rvices.

INTRODUCTION:

The "globalizations change the face The growth of rechnology such as

of business by adding techinology.
in business and hanking industry is

computerization, mobile, internet, etc. has added a different dimension
rot exempted. Day by day the banking environment has becomsa mMore % more competitive. To survive,
sustain and grow in ever changing market business organisations are going for the |stest technologies and
updates which is considered as resources that can help more bendable structure and respond quickly to the
fast chanping market cireumstances. 1t s also considered as gadget 1o reduce the time, supervision and
ultimate cost. 1t develops the effective communication and relation with the custamers and assotiate af the
banking business. AS enneideration of technology ravolution in banking sector india |s somewhat slow. In the
mid of 1980's the process of computerization ctarted in India. The persen of banking industry has opposed 10
accept the technolegy In the initial stage of rechnology revolution 0 barking But there has been a
considerable change in the kehavior of banking associate and the banking (ndustry come: on track to access
the full potential of advance cammunication and information rechnology. IT facilitates the sophisticated
product development, better market infrastructure, implementation of reliable technigues for control and
minimizes risk, 1t helps the financial intermediaries to reach geographical distant and diversified market. The
IT presents massive opportunities and openings to ImMprove the effectiveness and performance in the
functioning of bapks. 1T helps to banks introduce the various products lke ATM, Debit/Credit Cards, mobile
& internet bankir.t:g atc. The introduction af various technological products has added 2 peneficial impact on
both banks and customers. Choosing the right path of technology adoption will be an nstrument nat only ta

improve the operational afficiency of banks but also to serve customer Ketter which is the ultimate aim of
any argamsation. The IT available today is being leveraged In CUSTOMET acquisitions driving qutomation and
process efficiency delivering ease and sfficiency to customer and ultinate satisfaction and retains them.

Customer satisfaction {CS) is the major area of any business. cS has been recognized as an important
alement that drives customer pre % post purchase behavior, loyalty and retaliation, C51s @ person’s feelings

of pleasure of disappointment resulting from comparing marketing mix's performance i relation ta his/her
capetlations. it is well suipled Lot C5 regelding Lie Yo alily L seivites pi uvided gy Lie
organisations is @ necessary means by which organisation deliver into the minds of it customers for useful
ppinion that could farm the basis for successiul policy, Since the hank-exist ta satisty custamers by rmeeling
their requirements, it 1s crucial for banks that offer Internet banking services e} Ezagsistently
measure the satisfaction of their customers. As the customer use the Internet bankige
are not satisfied orsome axtend with certain dimensions of quality af services.
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C5 with internet banking services has not received much attention in the literature. In recant days many of
studies have leoked 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 werk 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 determinant
affected to customer decisions? How satisfied are customer with existing internet banking? Due to this
reason this study examines CS with internet banking in context to 7Ps. the objectives for this study are:

To examine the factors affecting to customer satisfaction in context to marketing mix.
To evaluate the customer satisfaction towards internet banking in context to marketing mix.

LITERATURE REVIEW:

75% market holds by Indian public sector banks and they are moving towards the centralized database and
decentralize decisions making process. As far ag 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 1T fron (Mittal & Gupta 2013). The IT
changes the pace of banking. IT systems are complex and sophisticated but they are "energy guzzlers”
(Sreelatha & Sekhar 2012). According to the Nimako, Gyamfl, Wandacgou (2013) emerged dimensions for
the internet banking service quality contexts are: web design, customer service, assurance, prefere: il
treatmant and informatian provision. The satisfaction is typically measured as an overal| feeling or as
satisfaction with elements of the transaction in terms of fts ability to meet customers’ needs and
expectations (Farnell and Bitner, 1592). The perceptions are the distinct view towards the government and
the public services which may seem blurred in the eves 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 emational state generally resulting from having
one’s expectations exceeded to a surprising degree {Rust and Oliver 2000). C5 is conceptualized as an overall
customer evaluation of a marketing mix based on buying and CONSUMING experiences over a time period
(Anderson, Fornell & Lehmann 1994). &s Danaher and Haddrell concluded that the disconfirmation scale is a
preferred method in measuring CS. The five-point disconfirmation scale woul
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 maasured from the last one
year of being an internet banking customer. In this study, a five-point discanfirmation scale was adopted
fram strangly agree to strongly disagree. Therefore, overall C5 and various dimensions of internet banking

would be measured using five-point disconfirmation scales.

d be an improvement over the

CONCEPTUAL FRAMEWORK & RESEARCH HYPOTHESIS:

Consumer behavior is the study to processes involved when an individual select, buy, dispose of product,
service, idea or experience (marketing mix) to satisfy or fuifill needs and desire. It is a persan’s positive or
negative feelings towards marketing mix as comparing thefr expectations. The loyalty affects by the
satisfaction. Hence the forming marketing strategy, firms should consider the consumer and their needs and
expectations which lead to the satisfaction. As internet become new channal of delivery and expands, it is

@ light of internet banking.

important 1o knew the customers attitude, Intent and post behavior in the
a majar pressure on decisions. Intention or bahavior 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: wehb design, customer service, assurance, nreferential treéatment and
Information provision. Web design cavers the design of the web site and includes items like web content
layout, cantent updating, navigability, and user-friendliness, Customer service recognized as with service
reliability, customer sensitivity, personalized service, and fast response to complaints that have heen
responsivenass o customer needs and complaints. Assurance is one of the critical element of

anline banking service quality des i ﬂj‘-»-&\ by the service providers that convey a sense of security
and credibility. Security and g RN lems that affect the confidence to adopt online banking

Lonsumers feelings seem have

described as
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cervices, Preferential treatment is colated to the added value of using internet banking services. Where
customers perceive that the Incentive af anline banking is Jttractive then they weuld he more willing 1o use
internet banking. Information provision has become one of the key elements of online service guality as
customer would need the right information that enables them complete online banking transactians
successfully. Identification of 7Ps and satisfaction affected on internet banking behavior of customer has
been @ thrust area of past researches. There is @ conspicuous dearth of empirical studies examining internat
banking in India. A systematic presentation of 7Ps under investigation in present study is provided in Fig. 1

Independent Vables

Sesvices [Product) |

secnrity & Assurance (Peoplel

e

Treatmen & Tiandacton (Process)

- et e

, Sl ——

« Il._ Web Design (Physieal Evdenced |

{or i-Banking & Customer Satisfaction

Figure 1: Conceptual Modal

based an a thorough review of literature the conceptual model presented in Figure 1. It depicts
the elements of internet banking far which customer satisfaction was measured. This model was adopted for
two reasons — first, the model was based on axtensive literature review. sacondly, the elements in this
model are validated and applicable to internet banking context. The hypatheses for the present study are -

H1: Services (Product) significantly impact on CS5 of internet banking.
pact on C5 of internet banking.
on CS of internet banking.

In this study,

H2: Charges (Price) significantly im

H3: Information (Pro motian) significantly impact

14: Accuracy & Delivery (Flace) significantly impact on s of internet banking

le) significantly impact an 5 of internet banking.

H5: Security & Assurance (Peop
ct o €S af internet banking.

HE: Treatment & Transactions {Process) significantly impa
act an C5 of internet banking.

H7: Web Design [Fhirsh:al Fyidence) significantly imp

METHODOLOGY:

Focusing the objectives of the present study, the study applied both gualitative and quantitative researches
Through the review of literatura the exploratory study was dene which facilitated in rationale and extraction
of the important variab!&s and factors. A survey was conducted with the help of structured guestionnaire

for descriptive phase. Data was collected fram primary as well as secon

were in-depth Interviews and Questionnaire whereas sacondary SOUrCes
~omsidering time and budget constraints the data was collected from the Pimpri-Ciinciwad Pl
Corporation (PCMC) area of tiaharashtra, India. Questionnaire was pilot tested on a sample of 20 to gnsure
the validity of the survey instrument. The sample size for questionnaire was 200, However, incompleta
rasponses & not answereil questions etc, was aliminated and the final sample size 15 4 -;._-.:
192, Responses to gach question ranges from 1to 5 ie 1= Strongly Disagree, 2= IJ': 7 -

Agree and 5= strongly Agree indicating customer satisfaction towards internel banking&

dary sources. The primary SOUTCES
were print & internet publications.

|I4|l_||hji
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Sampling Technique:

judgmental and snowball sampling were used. Through the judgmental sampling the initial set of
respondents was selected. On the basis of information given by initial sample units subsequently additional
unite were obtained and then additional referrals were taken from those selected in the sample. In this way
sample was graown 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 internet banking orie year or more than.
The sample was selected from different area of PCMC assuming high internet banking diffusion rate,

Statistical Tool:

rhe collected data was analyses through the statistical tools- Weightage Method, Correlation and Regression

to meet the research objectives and to test proposed hypqthasea

ANALYSIS AND RESULTS DISCUSSION

Customer satisfaction was measured as responses of consumers towards utilization of the different internet
banking services on the Internet in the past. The collected primary data has been analysis in the form of
tabulation, analysis of descriptive statistics and correlation anaiysis and testing of hypothesis,

Table No. 1: Factors Influences while using Internet Banking.

No, | Factor SA|A | N [DA|SDA | Mean | Rank
1 | services a3 |62 |31 (37 [18 |3.38 |
2 | Cost & Time 20 (447438 |16 [3.07 (X
3 Information 32 |40 | 58|44 | 1B 3,13 1%
4 | Assurance 395 | 60| 51|27 |15 |34z |wvi
5 Security s¢[73]33]20 |10 | 376 [}
|6 | Treatment (45 [6s|46]26 |2 371 |
| 7 Accuracy 3 (58|79 |14 |5 355 |V
8 Transaction speed 45153 |62 )19 |7 357 | IV
9 | Web Design s1)713a[22 [14 [36a [l
10 | Ability to Use Internet | 40 |49 | 82 | 17 | 4 || 3.5 |'W

The study shows that the most important factor which influences the customer while using internet bankir

ay

is security. Secondly, most of the respondents are influences by treatment getting by banks. Followed by~ °

web design is the third and transaction speed is the forth influencer. At the same time accuracy and ability to
use internet is on fifth and sixth rank. Assurance and <ervices is on seventh and sighth rankwhereas with low

score, infermation and cost & Lime are gn ninth and tenth influencer.

Correlation & Regression Analysis:

Table No.2: Reliability Statistics

Cronbach's Alpha

M of Items

B521
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[
Correlation and Regression analysis is carried out by the use of Microsoft Excel and SPS5 {17.0). Through this

analysis, Reliability of the data, development of relationship between independent and dependent variables
(correlations), and validity of the model and testing of Hypothesis has kes

found gut, Reliability of data was
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Correlation analysis dictates following:

Table No.3: Correlatians

76

product | Price | Promotion Place | People | Process Physi:al Satisfaction
Evidence
A 1 A3 514" e |oe  |.232" |00 079
pradlict Correlation | ‘ . . - | - o A
(Service) | Sig. (2-tatled) | 000 | .000 000 | 830 |.001 a7 | 275
N 192|192 |192 197 |19z (192|192 192 |
Fearson 44 . r an v
Correlation A79 1 552 201" 141|320 220 A17 v
Price [cost] Igig (2-talled) |.000 000 D05 |os1 |00 |.002  |.106
M 1592 192 |192 192 192 192 192 1192
Pearsan TR L “ o=
pramotion | Correlation €2 i ECA gan™ 132|377 |.104 o2v |
(information) |Sig. (2-talleg] | 000 | 000 00 |.oee oo .15 %z |
M 192 192 |192 19z |192 1492 142 192 |
s |eomian 128 201 | Gay™ + |aas” | 388" |31 |26
[Accuracy & Se [Ztaled .
ROV L el ) [.eo0 |.005 {.000 con |00 |.om 000
N 182 192 |192 192 |192 192 192 192
Pearson - = P i ==
People Corvelation 016 a4 |32 :245 L 231 257 i
Lsfiitz;i:; Eg. [2-tailed) |.830 051 |.G69 G0 oo 200 00 —
152 192 |192 182 | 192 192 192 192
Process z:::fa:mn 232" |7 |3y .'335" 231 |1 | 043 48 v |
(Teeatment & T T wailed) (001|000 | 000 060 | .00l Coa e
Transaction) ' ' i : : oot i e .
192 192 | 192 197 | 192 192 192 a2
Physical EE?::;:M od. |2 |Laos 131 |87 o431 389"
Evidence -
(Web) Sig. (2-tailed] |.987 (002 |.151 71 |.oo0 | 558 000
N 192 192 |182 192 192 [1892 192 1592
Fen a7e  |.117 | 032 61 | 206 |48 |88 |2
_ Correlation
satisfaction [ ailed) | 275 | 106 | 662 —~—Toon |51z |080 =
N iz a9z (192 [192 Tee |19z |82 |92

v+ Corretation issignificant at the 0.01 lgvel (2-talted). a oL N

¥ Satisfaction and web design (physical evidence) strong relationship as indicated 2y 38.9% which have
proved to be significant at 1 percent level of significance based on 2 tailed tests.

¥ Strong association has been found between satisfaction and security & assurance {paople) by ?9.6%
which have proved to be significant at 1 percent level of significance based on 2 talled tests.

% Thera I5 strong assaciation has be=n found between satisfaction and accuracy & delivery (place) by
26.1% which have confirmed 10 be significant at 1 percent level of significance based on 2 talled
tests.

» Satisfaction and treatment & transaction (process) have relationship by 14.8% which have proved to
be significant at 1 percent lavel of significance based an 2 tailed tests,

% Satisfaction and cost & time {price) have relationship by 11.7% which have confirmed to be
significant at 1 percent level of significance based on 2 ta e

¥ There is relationship between satisfaction and r*'-f:" i ated by 7.8% which have

d tests

canfirmed to be significant at 1percent level of signif ( AL
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% Satlsfaction and information (prometion) have relationship by 2.2% which have proved to be

nificant at 1 percent level of significance based on 2 tailed tests

5ig
Table No.4: Mode! Summary °
Change Statistics
I -
R | Adjusted | Std. Error of R _ Durbin-
Model | R ' . F | SigF | sioeeon
Square | R Square | the Estimate | Square Changé dfl | df2 | Change
Change
| 18
1 'ﬂ‘:gz 232 .303 8.00955 232 | 7955 | 7 | 4 .000 1.727
2. Predictors: [I:T.}!‘Jilanl:l.‘ Physical Evidence (\Web), Product (Service), Process (Treatment &
Transaction), People (Security & Assurance), Place [Accuracy & Delivery], Price {_:n::st}, Promaotion
{Information) )
%

'b. Dependent Variable: Satisfaction

| E—

ily total 30.3 percent satisfaction of customers depends upon the

Through Regression analysis o
cast, information, accuracy & delivery, security & assurance, treatment &

independent variables i.e. service,
transaction, web design,

TESTING OF HYPOTHESES:
' Table No.5: Coefficients *
Unstandardized |Standardized ]
Model Coefficients Coefficients ' Sig.
B |Std.Error |  Beta
Product (Service) 073 | 089 065 823 | 412
Price [cost) L0587 .076 065 T53 453
' Promotion (Information) 024 .36 020 175 861
1 | Place (Accuracy & Delivery) 270 J28 | 204 2.107 | .036
People [Security & Assurance) 331 146 172 2.268 | .024
| Process (Treatment & Transaction) | (189 082 073 S71 333
Physical Evidence (Web) 25T 059 .304 4,387 | .000
a. Dependent Variable: Satisfaction

Hypothesis # 1 - Services (Product) significantly impact an CSof intarmet banking.

Services has significant impact on CS of customer of internet banking by 7.3% if provides personalize |

corvices, Validity of hyperlinks, attention en quality and perform services correctly are to be manitored by
the hierarchy of the organisation. The aralysis shows that Hypothesis # 1-stands true.

Hypothesis # 2 - Charges (Price) significantly impact on C5 of internet banking.

Charges influences overall satisfaction of customer 5.7% if Reasonable charges for online transaction is to be
facilitated by the management autherities of the bank. The result shows that Hypothesis # 2 haolds true.

Hypothesis # 3-lnformatian (Framot on) significantly impact on C5 of internet bansing.

Infarmation influences the satisfaction by enly 2.4% in complete and sufficiency of information and updates
are informed time to time are to be given by the management authorities of the banking organisation. Tha

result shows that Hypothesis # 3 holds true,
Hypothesis # 4 - Accuracy & Delivery (Place) significantly impact o

Vol 1V, Jssue 5 (I August 2015
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stomer by 27% if reliability & credibility of

impact on satisfaction of the cu
sult shaws that Hypothesis #4 stands rue.

Accuracy & delivery has strong
ed by the organisation. This re

customer transaction is to be ensur
Hypothesis # 5 - Security & Assurance (People) significantly impact on C5 of intern

Security & assurance have strong impact on satisfaction 23,1 if prompt raception 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 trug.

et banking.

Hypothesis#6-Treatment & Transactions{Process) significantly impact 0n S of internet hanking.

the satisfaction by 18.9% in Quick response,
bank portal are provided by the banking organisation.

Treatment & transactions influences accuracy in process and
quickness of the webpage loading on The result shows

that Hypothesis # 6 holds true.
Hypothesis # 7-Web Design (Physical Evidence) significantly impa

pact on CS of customer of internet banking b
portal of banks, helping £ securely complete a transa
The analycis shows that Hypothesis # 7

ct on €5 of internet banking.

v 25.7% if provides easy

Web design has strong im
ction

understanding & qualitative design of web page
e to be ensure monitared by the hierarchy of the organisation.

FINDINGS AND DISCUSSION:

After collecting the data from respondent e been found -

¢ and analyzing the following abservations hav
y an important role in performing various the tasks of

prganisations. Due to' variety of technology and changing environment of organisation, the combo
application of technologies should be updated regular basis to provided better sarvices and improve
the performance of organisation (o stfective satisfaction. Most of the respondents are influences by
security, treatment, web design and transaction speed. The bank autherities should give more
aitention towards these factors according to requirement and give assurance to customer order to

enhance their technical ability and reliability custamer.

The banks should clear the policy charges applying on the intern

praperly to customer. Due to this customer relies that there |5 no unwan

which will be fruitful to both and boost to develop the relation.

% Regular basis communication chould be ensured by the banls in order
active and participative: The banks should be considering the genuine pro
take care. Also the banks regularly comrmunicate the updates to the customers W
to get proper knowledge to perfarm internet banking transaction.

¥ The delivery and accuracy is important in internet banking transaction. The study shows that
custamer is feeling of relief of rustomer to transacl an internet banking. But the changing banking

care channel declsion carefully, incorporating today’s needs with
tomorrow's Jikely selling enviranment. It is Important to give the proper treatment and handle
customer smoothly to enhance the relation ahd better performance. The bank autharities provides
the attention towards the process like quick responses to customer camplaint, quickness in loading
webpage on bank portal and easy campletion of online transaction. It helps to enhance customer’s

rolation, satisfaction and loyalty.
% The study finds out tiat most of respondents considering the security and
financial transaction. The banking grganisation much careful towards the safe and
banking transaction. In the era of globalization, various updates come in technalogy day taday which
will hazards towards customers financial transactions. So there s need to updata the tarhnntngy
regularly which will prevent the hazards. This provides the secure and safe transaction and buildup
assurance in customer-towards banks.

e et banking is W
Q0 B

% The most important physical evipEitiidye's
design helps to custamer 1o ea = '*ll-"'i camplete securely Financial tr
f é‘ts Wi B ard regular updates in web por

bank provides the attention 1

% Modern information technologies pla

et banking transaction ane inform
tad ar hidden chargas apply

%

to make the customer mare

blems of the customer and
hich will facilitate

environment needs to take

secyrance towards
serure nrerne

ah, The proper & qualitative web
ansactions. Sothe

ta| sccording to
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the need of time with future consideration, It ensures the trust and creates the better understanding

which enhances the satislaction level of custamer.

CONCLUSION:

Banks play an important role in the grow
soclal & economic development of country.
compared to forelgn banks. Apart from this many organ

and have managed to achieve desirad results. However, moder
importance in global business environment to sustain and survive. Thus technologies neads 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. In the ear of Globalization banks cannot survive without maintain the customer

satisfaction and loyalty.

th and development of the rustic area. They are the main bone in
In India, several banks have not professional approach as
isations have excellent performance track records
n technologies are not neglected and its
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Spiritual Intelligence for Business Leadership

Dr. Sudhir Atwadkar' , Prof. Mrs. Anjali Upadhye’, Prof. Shailendra Patil’

ABSTRACT:

nesearch is finally validating what many ofus knew all along
. that there is more o great leaders than brains. What research
is now validating is that great leaders need to use their hearts

and souls, as well as theirminds.

7 - type of mature leader who can respond to such situations
S "Tier 2" leader-embodying an advanced stage of personal
I'Hl-.’ﬁelnpmem (EQ). These high levels of adull development
are inseparably linked to spirimual intelligence. Thus, mature
leadership requires spiritual intelligence development.

Drawing on the "new” upgraded science of the human brain
with its four different kinds of neural structures-mental,
smolional, social and spiritual-Zohar offers a model for
structure, leadership and learning within an organization thal
allows them to thrive on uncertainty, deal creatively with
rapid change, and realize the full potential of those who lead
or work with them, Thinking is not entirely eerchral, not jusl
10, as we think with our heads but also with our emotions
(EQ) and our bodies (PQ) and our spints, our values, our
hopes, our unifying sense of meaning and value (SQ), and
wether mind has a quantum dimension, This paper will
discuss how the Spiritual Intelli gence helps business leaders.
rwords: Spiritual Intelligence, Business Leader, leaming,
notional, personal development.

INTRODUCTION
Neither 1Q nor EQ, separately orin com hination, is enough to

explain the full complexity of human intelligence, nor the

vast richness of the human soul and imagination. Computers
have high 10Q: they know what the rules are and can follow
them without making mistakes. Animals have high EQ: they
have a sense of the situation they know how to respond

| Director NSCT'S Institute of Business Mgt & Research,

Chakan

2. Assistant professor, Sinhgad Institute of Business
Management/P Kamlapur, Tal.Sangola

3. Asst, Prof,, Dattajirao Kadam Textile & Engg. College,

lehalkaranji, Management Dept.

appropriately. But neither compulers ner animals ask why we
have these rules or this situation, or whether either coulid be
different or betier. They work within boundaries, playing a

"fLI]iU:!"

game. There are so many aspects of human mental life and

intelligence that no computer built, nor envisaged can
replicate, These are capacities that are here called "spiritual
intelligence” - the meaning - giving, contextualizing and
ransformative intelligente.

We learn language with our serial and associative thinking
systems, but we invent language with some third thinking
system. We understand common or gIven situations and
behavior patterns and rules with our first two types of
{hinking, but we create new ones with this third kind, Humans
are essentially spiritual beings, evolved and/or programmed
to ask fundamental questions. "Who am [7" "Where am |
going?" "What do others mean 1o me?"

Research carried out in the 1990s, first by neura-psychologist
Persinger of Ontario's Laurentia University, and later by
neurologist Ramachandran al the University of California -
innavators in an emerging discipline often called
rpeurotheology” dedicated to comprehending the complex
relationship between spirituality and the brain and found the
"God module” or "God spot” In the human brain that
generates the sense/presence, the feeling of God-like
experiences, S¢ans taken with positron emission typography
show these meural areas light up whenever discussion ol
spiritual-religlous topics OECurs.

God Spot 1
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Neurologically, everything that bears on intelligence is
routed through, or controlled by, the brain and its neural

Franciscan nuns as they engaged in deep prayer and extensions into the body. One kind of neural arganizalion
meditation, by injecting radioactive "tracer” dye when the enablesrational, Iogical rule-bound thinking, ourIntelligence
subject entered a deep meditative state, then photographing Quotient (1Q). The question remains How "bright" are you in
the results with a high-tech imaging camera. He found out real life, outside the classroom, boardroom or the Situation
that when people meditate they have significantly increased room, the office? Another kind of neural organization allows
activity in the frontal area-the attention area of the brain and associative, habit bound, pattermn-recognizing  emotive
decreased activity in the orientation part of the beain, Many of thinking our Emotional Quotient (EQ or E-IQ), our capacity
these changes occur whether people are praying (focusing on to tolerate ambiguity, uncertainty and complexity, our
oneness with a deity) ormeditating (focusing on oneness with awareness of our own and other people's feelings giving us a
the universe). But there are differences in that prayer competitive edge.

activates the "language center” of the brain, while the "visual ,

center” is engaged by meditation. In his "Why Won't God Go SPIRITUALINTELLIGEN CE
Away" Newberg offers a simple yet scientifically plausible - :
opinion humans seek God because our brains are biclogically
programmed to do so, requiring us to ask hard questions
about seience, faith and reason.

Prof. Andrew Newberg, radiologist, (University of
Pennsylvania) observed the braing of Tibetan Buddhists and

Athird kind of neural organization makes it possible for us to
do creative, insightful, rule-making breaking thinking. It is
heart-to-heart thinking, it is the demystified spiritual not
negessanily religious thinking with which we reframe and
transform our previous thinking our Spiritunl Intelligence,
our Spiritual Quotient (SQ), our quantum quest far meaning,
aur hyperlink to everything. It is in its transformative power
that 8Q differs from EQ, as emotional intelligence allows you Figure 3
to judge what situation you are in and to behave appropriately
within the boundaries of the situation, allowing the situation
to guide you. Your spiritual intelligence allows vou to ask if
you want to be in this particular situation in the first place. In
our mathematical shorthand, beyond 1Q and EQ) is 50, which
can develop our capacity for vision, meaning, and value, our universe,
dreams, our happiness, our intuition, our beliefs and our
subsequent actions. Ideally, based upon our brain design, our SPIRITUAL INTELLIGEN CE, ACCORDING TO :
three basic intelligences work together and support one ZOHAR, IS: 9
another, but each of them has its own area of power and can L. Self-Awareness you know who you really are and you
functioninastand-alone mode, know that vou are connected with the whole universe.
2. Vision & Values Led or Idealism. Children naturally

want to serve, and so do we. Vision and values led is

definitive of our hurnanity,

So what is the link to Spiritual Intelligence? Dana Zohar, a
quantum physicist gave 9 characteristics of 5Q. The first of
Zohar's points directly echoes the first quadrant of EQ) - Self
Awareness but goes beyond it to a sense of connection to the

3. The Capacity to Face and USE Adversity owning our
mistakes and adversity and using pain and tragedy to
learn

4. To be Holistic seeing the connections between things.
Being open to and interested in everything,

Figure 2

5. Diversity thriving in and celebrating diversity, 1 look at

Human intelligence is rooted in our genetic code, and the youand see what
completely evolutionary experience of life on earth, for that!” r
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6. Field Independence (Courage) a term from psychology
that means the couragenot 10 adapt, to be independent.

7. The Tendency 10 Ask WHY? Questions are infinite. In
Quantum Physics questions CREATE reality.

8 The Ability to Re-Frame put things into a larger cottext
of meaning.

9. Spontaneity This is NOT acting on 3 whim it cotnes from
the same Latin roois as. RESPONSE and

RESPONSIBILITY.

Spiritual Quotient (5Q) offers a vizble tertiary brain process
for synchronous neural oscillations that unify data across the
whole brain, which unifies, integrates and has {he potential to
__ansform material ansing from the two other processes:
-ason and emotion. Spiritunl intelligence facilitates dialog

“ epween mind and baody, between reason and emotion. "If we
~now how to rely on our SQ we shall become less {earful,
more accustomed to relying on ourselves, mare willing 1o
face the difficult and the uncomfortable, and more ready 1o
live at the edge . 5Q gives us the ability to discriminate. It
givesusour moral sense, our ability 1@ remper rigid rules with
understanding and compassion and an equal ability to see
when compassion and under-standing have their limits. We
use Spiritual Quotient 10 battle with questions of good and
eyil and to envision unrealized possibilities 10 dream, 10
aspire, 1o TRIsE ourselves. The concept of change comes from
the basic nature of Yin and Yang, which are always changing
into each other only Change agents manage transformations.
When Yin holds awsy 100 long it "grows ald" and rengws
itself by changing into Yang, and vice versa. The central
theme is that all things run their life cycle, and no situation

remains immutably. It offers hope in despair, and warms af
Jestructionat the heightof success which is the philosophy of

Yin/Yang.

All human experiences, pasic perceptions, definitions of the
good life, expectations for the future, and technological
development are shaped by the social, political, cultural and
technological miliewin which they co-exist. . .

Microsoft's chairman Bill Gates states in his Business @The
gpeed of Thought, his Twelve Mew Rules for success in the
digital universe: velocity is the key when the increase 10
velocity is great enou gh, the very nature of business changes.
If the 1980s were aboul quatity, and the 1 9905 were aboul
recngineering, then the 2000s will be about velocity: Quality

improvements and husiness-process improvements will
occur far faster, lead time, cyele time and inventory will be
reduced. "To function . the digital age, we have developed 8
new digital infrastructare-—it is the human nervous system.

e

Companies need 10 have that same kind of nervous gystem---
the ability to run smoothly and pffciently, to Tespan d quickly
1o emergencies und apportunities, 10 guickly get vitluable
information to the nterested people in the company who need
it, and the ability to quickly make decisions and interact with
customers. The cuccessful companies of the next decade will
be the ones that use digital tools to reinvent the way they
work."

The new management paradigm taps into the innate wisdotn
of the heart to give purpose, direction and meaning to our
chaotic, hyperactive Century-21 civilization, where all the
dimensions-technelogy, family life, religion, eulture.
pc.'rliiiasf, business, hierarchy, leadership, values, sexual

morality, and epistemology are in swift, radical change all
simultaneously.

‘ Inner wisdom guidé_d by |
Compassion. Equanimty
]| (inner and outer peace) .

it et —

"Managing O rselves and
our relationships well |

S

Math & Verbal intelligences
(think SATs)

= Body awareness and
slqiifull use

Figure 4

In addition to our five senses hearing, seeing, tasting,
touching, smelling with which we experience the world
directly, labeling the inputs of the world of our five senses
[bird, song, musie, soft, salty, ete.] is the sixth sense. Oinee
aware of the 5ixth-msc.webe1iev: there is snmt:thingwimin
us, some self, which causes this labeling, some 1 which is
the seventh sense. In order to become free, in order 10
understand our true self, according 10 Buddha, we need 10
develop an eighth sense, which allows us 10 realize the
illusary nature of jabels and intellectual analysis of the sixth
sense, and the conceptef"l" ofthe seventh 5CNse.

EDUCATION OFTHE INTELLECT:
Intelligence 18, in ¢ssence, Whatever works, It is jusl 23
difficult to measurc Human Intelligence a3 it 14 Lo reasure
Artificial Intelligence. In this quanium interconnected View.
the new approach-in polities, gducation, management,
relationships—-secks 4 non-adversanal niniwin” sohution A
Cooperate/COOpEraic splution rather than 2 "|pseslose”
solution, Of EVER ninlose” or “fgsefwin” soluton 10
problems, in resolving conflicts either in the personal OF
H voerg-sum game’ 10
e other's loss, the new
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approach is g NOn-zerp-sim dPproach, where hogh partics
sive for (he highest {spiritual?) 2. Win/loge s really
illusory, since the losers simp ly lick thejr Wounds and wajt fr
0 Opportune time 1o eopen the conflict i the mistaken hope
that they will wip the next time, The conilict is not resglyed,
Allthe winners have Won is period of time during which they
¢an mistakenly pride themselves on having won, Win/win is 2
More sustainabje approach, and reflects an important
teaching of the "ageless wisdom,” [f we don't solve oyr
Personal and collective conf litts now, they will jus keep
oming back o us Jater i this life or iy others, as oyr karma,
until we leam gyr lesson. Winfwin dpproaches are derjyed in

LET US NOow SEE ABOUT WHAT 11 NKS $Q TO THE
LE:-U]EHSHIP?

To realize the valye of spiritually inlelligent leadership we
need to first Understand the fio) lowing:

L. What life conditions do we Mace now g6 himany? What
o we need leaders to e able to deg) With?

2 Multipje intelligences - what they are ang Specifically
what is spiritya) intelligence?

When people alk ithout multiple itelligences they usuaily
mention physical, cognitive, Cinotional, mora), spiritual and
Passibly musical op Spatial relations g5 Separate lines of PQ-
IQ-FQ-50. Ultimately how many lines are needeg for the
discussion depends upon the tapic of interest, Furj‘eademhip
the intelligeneag we deal with the most are the physical,

has little PQ - ag it struggles to foeys s eves, lift its head, ang
S0 on. Most of us are of Average developmeny on the 'O fine.

seadarsiug - Dy Szr;z’h:nﬂwud&r. Frof Mrs, 4 #lall Upadhye, Prof. Shaitendrg Paril

Atthe lowest Jaye] “anything [ want” js right Ata higher fey
People learn to fojlow Tules about what 15 right and wiiit

fuquaninﬁiyjf regardless of the Circumstances,

* The additiona| benefir of this innr:r-'-:alm State iz legy slress,

higher resilience ang more energy available fur faadership.
When People are tppearing calm o the outside -but gre
actually churning emotionally g the inside they be 40
exhausted and burneg gy With the inmnseand_muﬂict-ﬁﬂe. '
work and worlg environtmenis the ability 1o Femain calm from
the inside guy je a Tea| advantage. More decisions, higher
quality decisipns and more skif)fy) aclons resy )y from this
stateofbeing.

THES PIRITUAL LY INTE] LIGENT LEADER -
Who is 2 "spiritual] Y intelligent leader™? poy do we know
that we haye defined (his intelligepas ina way that make,

sense? The easiest Way to validate the "eonstrugt" i losee if'j
makes sense 1g thousands o People-to ask thes, 1o describe

Vst of "spicitym) leadeg™ wip 5o include People who ars ngg

relative, schoolleach ErS or puidan Ce Counse| ors,
pastnmfrahbis.fpﬁrsm. other spiritual leachers or duthors, angd
occasionally 5 hogs, When vou ask these peaple "What trajtg
or characterisics “aused you to admire these People” you get
an almost ident callist from cacl group,

The traits listeq typically include: h-:mzstﬂ'high intepriy,
authentic/walk their tafk loving, ::umpassfonn!ﬂ'kind.
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percéived as having the best interests of other people at
heart...in other words they were TRUSTED.

These spiritual lcaders are moved people. They moved them
emotionally (inspiration, feeling touched or changed in 4
deep way) as well as physically {to action) and mentally (10
new ideas about how to be in the world). This was almost
always doneina pon-coercive way (parents of children being

an oecasional deviation from this-perhaps totally appropriate:

during somc SI3EES of childhood development “and the
teen/early adult years). These spiritual leaders generally led
by role-modeling how to be in the world, and by inspiring
others toward a sel of behaviars, They created & PULLtoward
something magaetic by being out in front personally and
wwalking their talk." As Gandhi would say, they were "being
the change" they wanted to see in the world and acting froma
~ /ingplace that inspired others 1o follow.

{ L oking now at specifics, {here are 18 skills of emotional

e Table 1
- EQ Skills as follows by leaders

SELF AWARENESS SOCIAL AWARENESS
e Emotional self-awareness| * Empathy
s Accurate self-assessment | & Orrgamizational Awareness

s Self-confidence e Service Orientation
SELF MANAGEMENT RELATIONSHIP SKILLS
+ Emotional Self-Control | *® Developing Others
» ‘Transporency o [nspirational Leadership
{h:rmrsﬂtnwtwnnh:.r]
o Adaptability s [nfluence
* Achievement s Change Catalyst
_  Orientation e Conflict Management
l v Iniliative s Teamwork
\ Optimisto & Collaboration

3220 =200 * Foal = T1 Tesrie -0 Afareh 2015

intelligence (EQ).

So if leadership is moving people emotionally (motivation,
engagement), intellectually (new ideas) and physically {to
stop, modify or start some action) then, Is developing one's
S0 helplul n becoming & leader in the world of complexity
we currently face? The answer is a definite YES! But to
explain this we need to look at the 21 Skills of Spiritusl

Intelligence.

The Skills & applications of Emotional and Spiritunl
Intelligence in practical.

Giver the last fifty-plus years, rescarch has conclusively
proven that Emotional Inteiligence Creaics better
performance in every job category measured, even including
computer programming. The top 10% EQ programmers
outperformed their average peers in producing effective code
by 320%., The top 1% EQ) programmers eutperformed their
average peers by 1272%. {Goleman, Working, p-37) High EQ
performers understand the value of collabaration instead of
competition.

The moral is that "IQ" or being cognitively very bright will
get you in the door, but what makes you successful in your
career is your EQ. EQ becomes more important the farther up
the management ladder you climb. Danicl Goleman said,
"WWhen | compared star performers with aversge ones i
cenior leadership positians, nearly 90% of the difference in
their profiles was attributable o emotional ntelligence
factars ratheran mgniliveabii':ties“. 5

Table 2 : 21 Skills of Spiritual Intelligence which are useful for leadership.

CPl Model of Spiritaal Intelligence (SQ)
Skills Higher Self/Ego self Awareness
1. Awareness of own worldview
o Awareness of life purpose {mission)
1. Awareness of values higrarchy
4, Complexity of mner thought
5. Awareness of Ego self / Higher Self

Universal Awareness
6. Awareness of interconnectedness of all life
7. Awareness of worldviews of others

§. Breadth of time / space perception
9. Awareness of limitations/poswer of human perception

10, Awareness of Spiritual laws

11. Experience of transcendent onensss

Higher Self’Ego self Mastery

12, Commitment 10 spiritual prowih
13. Keeping Higher Self in charge
14, Living your purposs and values

Social Mastery / Spiritual Presence

17. A wise and effective spiritual teacher/mentor
18, A wise and effective change agent

19, Makes compassionate and wise decisions
20. A calming, healing presence

15. Sustaining your faith : N
16. Secking guidance from Spirit 21.Bel =< il the ebb and flow of lifie
- — 5 -
= I
= ™ ﬁ e
- 1 e Y
:: - r 3 e % ]
Z & S
N NS £



spivitual Intelligence Jor Business Le

Table 3
Goleman and Boyatzis have described each skill from

novice to expert levels ranging

ereI]' Can communicate understanding of the nature of
Ego self. including its origin and the purpose
Serves in spiritual development

Level2 | Demonstrates ability to observe, personal Ego in
Operation and comment on what seems o frigger
Egoeruptions

Level 3 Demonstrates awareness of and ability to
peniedically “listen 1o Spirit or Higher Self as g
Separate voice from Ego self

Leveldq [Heum the voice of Spirit or Higher Self clearly and
understands the "multiple voices" that Ego sclfcan
have, Gives authority to voice of Higher Self in
important decisions.

Highest,
Level 5| Spirit or Higher Self voice is clear and consistent,
Authority consistently given o Spirit Self: Ego self

] Is presentand is a joyfi)

Our studies of the few leaders we have identified as
Alchemists sugpest that what sets them apart from Strategists
15 their ability to renew or even reinvent themselves and theijr
Organizations in historically significant wiays...the
Alchemist has an extraordinary ability to deal simultaneously
with many situations at multiple levels. The Alchemist can
talk with both kings and commoners. He can deal with
immediate priorities yet never lose sight of leng term goals,
Alchemists are typically charismatic and extremely aware
individuals who [ive by high moral standards, They focus
intensely on the truth, Pethaps most important, the y're able to
calch unique moments in the history of their orgamzations,
creating symbols and metaphors that speak to people's hearts
and minds,

Nelson Mandela, one of the spiritual leaders typically cited
when 1 ask people to list "spiritual leaders they admire”, jg
considered to be an Alchemist,

SUMMARY -
Spiritual Intelligence can be thaught of as a EUper-process
integrating stimuli to the lefi- and right-brain hemi-spheres-.
with perspectives that cross-cue each other, as well ag
question the meaning of the Preseat situation. But how do
decision makers put all the multiple Petspectives together,
effectively, approach Truth,

adership - Dr. Sudhir Atwadkar , Prof Mrs. Anpali Upaditye, Prof, Shailendra Paril

The more intuitive you become, the more you realize that
generally, can be g tooperative enterprise, It is not neces
for someone else 1o lose in order for you to win, In f
the...way to win is to share your prosperity, to help th
around vou, and o convert adversaries into allje
Remember that intuition js Just another name for "ste
smaris."

To improve Spiritual Int:lligtum‘Qunﬁcm. a réview of {f
workings of "transformational Eroups” such as, Pram
healing foundat; on, Osho communpe [visited by two of thece
authors], the Pathwork Community, and Art of living center

*practical experience in the synthesis of collective ang

individual approaches and the balance of rights and
responsibilities. Spiritual Intelligence is the ability 1o use a
multi-sensory approach to problem solving using Meta
leamning.

Listening to your inner voice, the work of sClentists,
psycholagists, spiritual "pathfinders” and ancien Wisdom
and mythic traditions under grds the theory of spiritual
intelligence and pedagogy, The transformative power nf S0
distinguishes it from IQ and EQ: as IQ primarily solves
logical problems; EQ allows us to judge the situation we are
inand behave appropriately; SQ allows us 1o ask if we want 1o
be in that situation in the first place, A high SQ is the best
predictor of happiness, serenity, good selfiesteem and
harmonious & lavin g relationships,

fecapture our ability 1o see life and others afresh_ as though
through the eyes of 4 ol Id, to learn how 1o tap into our
intuition and Visualization, as a powerful means of using our
inner knowing to "make a difference”, It demands that we
cease to seek refuge in what we know and constany] v exy

and learn from what we do not know. It demands that we IL:’
the questions rather than the answerg, "
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ABSTRACT

During last two decades, gmployee engagement Becomes a very popular managerial ssue. Employee engagement is very
vast concept that touches almost all parts of human Tesource management. Employee engagement is integral fo diving
successful arganization. Employee engagement i the emotional commument the employee has to the organization and its
goals. Engaged emplayees are emotionally attached to their organization and highly invelved in their job with great
interest for the success of their organization. Though there is increasing contribution in the concept of employee

engagement. The grigagement gap grows more in importance among the waves af increase in completive business
organizational performance. This study s an

entvironment. Employee engagemant i strongest predictor of positive
exploratory study that aims fo identify the key divers of emplayee engagement within the Sugar industry i Kolhapur. It

also studies the impact of employee engagement on job satisfaction and joh performance.A SUrvey questionnaire Was
in the propased relationship. The study was

developed and validated. Regression analysis was used to predict and explai
conducted on 200 employees from different Sugar industries in Kolhapur district. Employee engagement had significant

impact on job satisfaction and job performance.

Keywards: employee engagement, leadership, arganizational justice, job satisfaction and performance.

employees  with increased technical as well a8
professional xnowledge & skill. The skillful &
knowledgeable employees cannot he managed 1 old
philosophy. They expect autonony, satisfaction and
recognition (status). The knowledge workers can be

managed as knowledge ecanomy. The organizational
nds on the employecs efficiency

1. INTRODUCTION

The concept of engagement has naturally evolved
from pas research o high involvement,
empowerment,  job motivation organizational
commitment and trust. All organization thinks that

their employees to be enguged 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, Managgrs have been arappling with many
challenges to succeed putting their company heatl of
competitors, Every manager unequivocally agrees that
this century demands mote efficiency and productivity
than any other time 1n history, Busingsses are striving
to increase their performance. TOM, BPR eic.
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 best

ST, L) (PEOVe performance. Today
Clonins more number of

performance is depe
& productivity and efficiency & productivity 15
depends on ability & commitment of employees.
Their ability & commitment depends on the:
catisfaction 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 gngagement of employee. By
focusing on employee engagement Organization cin
creates more efficient productive and effecuve
workforce. The employee engagement is vast goncept.
Employee engagemen is conceptualized s the
individual's investment of his compiete self 1nto role.
Engagement and involvement 1S positive atntude
where an individual goes above and beyond the cail of
duty, As to heighten ihe level of ownership and 0

# 247 #
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further the business interest of the organizational
whole. Employee engagement is consider in term of
satisfaction and performance The present stady is
carried out in Sugar industry in Kolhapur district.

First. this article explores the evolution of the concept.
Secondly, discuss the drivers (factors) leading (o
engagement.  Thirdly, the impact of employee
mvolvement and engagement on performance and job
satisfaction which leads to business oul 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

e

2.1) Definition & Review:

The word engage has many meaning and it varies
according 1o situations. It denotes the emotional state
of being involved or committed. There are differences
among, behavior and outcomes in teom of
engagement. Some authars has defines employee
engagement does not mean employee happiness ot
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 &
husiness 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 o 4 positive
employee's emotional attachment and commitment
(Dernovsek 2008), An engaged employee is aware of
husiness 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 (he
employment arrangement of basie loyalty to emplover
(Macey & Schinder, 2008). The full engagement
equation is obtained by gelting masimum job
satisfaction and maximum contribution. Stephen
Young distinguishes between job satisfaction &
engagement contending that enly engagement (not
catisfaction) is the strongest predicator of
organizational performance (Human Resource, 2017),

2.2) Importance of Engagement:

Engaged employees leads to highgr service, quality
and productivity, which leads *to hich cuostomer
satisfaction which leads to increase the sales, which
leads to higher level of profit growth. Engagement is
important for managers to cultivate give thor
disengagement is central to the problem of worke.s,
lack of commitment and motivation, The research
using different resources of engagement has linked it
to such variables as employee turnover, ciustomer
satisfaction, lovalty, 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 generales sense of
devotion and makes effective brand ambassadors to
employee, which helps  business
performance in & 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:iEifecuve 1eadersmp Denaviour Lhai
supports engagement reflected self-awareness,

and

of employees
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Employes Engagement: [t's Impact

poyes Engugement: e mpeel N PO 77—

ii)

organization’s standards of sthical behaviour.
Leadership according 10 engagement literatire
embraces also inspirational motivation, by which
leaders provide meaning and challenge 10
assigned employees work; also, intellectual
stimulation, whereby leaders support employees’
adaptively and creativity in a blame free context.
As & result, employees develop trust in their
leaders and management, and accordingly
reciprocate by attempting 0 fulfill their
obligations to the organization DY 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 48
proposed in Job Demands - Resources. It bears
dual importance [0 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 neeils (or autonomy, relatedness,
and competence. It can also be perceived as an
extrinsic  mouvalor, because 1t provides
employees with tools and resources, s
knowledge, skills and competencies that are
applied on the job and are imperative for
employees' goal achievement and career growth

opportunities. job resources moLvate them 10

dedicate more energy and time in their work.

Appmisa!:;& 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 offectively in the future 50 that

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

which move or activate the organism, 1t infer the

presence of motivation when other people work

towards certain goals. The person has motivated

10 achieve something.

an Perdomance & Gatisfaction

iv)

v)

vi)

Career Opportunity:Recent development in the
literature on career has begun to reflect 8 greater
global reach and acknowledgement of an
international, global understanding of career.
These developments have demanded a mMOTE
inclusive understanding of career it 1
experienced bY individuals around the
Related issues within the career literatre include
relationship  within the career theory and
convergence and practices.

as it 18
world,

Compensation and benefits:1t involves both

financial rewards, and non- financial beneflts.

The level of an employees’ engagement depends
on employee’s atractiveness  of received
compensation and benefits, Employees after
receipt of said rewards and recognition feel
ohliged @ respond  with higher levels af
engagement. Top performing employees pre fer to
he distinctively rewarded and recognized for the
outstanding work they do; especially when pay 15
refated to performince. A study demonstrated
that the level of rewards and recognition may be
qn important part of work experience and a
girong  predicator of engagement when
performance related pay culture prevails al work.
[n support with the literature, the factor of
rewards and recognition remains a significant

predictor of engagement.

Policies and Procedures:To creale & culture of
engagement at workplace, HR systems need O
work hand In handwith other managerial
practices when dealing  with employee. The
hiring process involves dealing with gmployees
starting from the selection progess (o he end of
by maximizing the person-job it
which is important for further employee
engagement. work Life Balance m 1S broadest
is defined as @ satisfactory level of
involvenient or ‘fit’ between the multiple roles in
a person’s life, Performance management that
sets meaningful goals and builds employer
trust acts as 4 holistic measure that
amployes Also,

employee safety

the contract,

SEn&e

engagement.
health and

W ZA9
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programs can maximize employees’ wellbeing
physically and mentally, which accordingly
reinforces employee engagement. Said programs

include employee assistance programs f—::rr.

aleohol and drug addiction, wellness screenings,
stress management fraining, counseling and

safety training.

Organizational justice: The term organization
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 increasmg their
engagement, in accordance to the cxchange
ideology. The feeling of safety is influenced by
the predictability and consistency of the faimess
in assigning rewards, resources or even inflicting
punishment at work. Organizational justce 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 imteructional
justice might acrually be subdivided into two
factors.

viii) Satisfaction: The performance benefits accrued

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 10 exert considerable efforts on
behalf of the organization; and & strong desire to
continue  working with  the orgamzation,
Saustactton  construct  that employees
emotional attachment towards their organization,
continuance commitment that is the remgmtmn
of costs associated with leaving the organizafs

and normative commitment which is thg

JAMR

obligation 1o Temain with the organizatios
Employee engagement has developed as & vital
constructs in the organizational research (n
accouni of their positive relation with employses’
behaviour, which promote organizations
retention as well as performance. Neverthelegs,

sazisfaction remains the most potential benefit for
an organization, as it directly influences how
employees perform their jobs and reciprocate
with engagement 1n suppertivé  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 performonae
as the aggregated financial or non- findnesw
added value by the employees in contribution to
the fulfill_mcnt both directly and indirectly to the
targeted organizational goals. Studies have
shown that emplovee engagement has a positive
influence on  organizational  performance
indicators  such as:  productivity, emplovee
turnover, arganizational commitment, and safety.
However, not all researchers totally agreed w;m
the idea that emplovee engagement motivates
business success. Alternatively they supposed
that there is a reverse connection between
organizational performance and employees'
attitudes;  thus, when the organizational
performince indexes are high it evokes positive
attitudes among workers. Studies showed "
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 -

)

There is association between leadership and
emplovee engagement,

There is association between the training &
development and emplovee engagement. |

abppwm asirman "H*HI"QIEH‘] I&

T‘n 'ir: :r aed
motivation and c:mplnycc engagement.

There is association between career Opportumity
& emplovee engagement,

4250 ¢
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Employee Engag

ameant: 1's jrmpaci on Perormence 5 g atisfaction

S S

There is assowiation between compensation & 1) Themr is nssociation hetween justice & employee

|

(-

-

| eime
Appraisal & Motivation |
e
e

Benefits and empleyes engagement. engagement.
g) There 18 association between policies &
procedure and employee gngagement.
24) Conceptual Model:
Outcomes |
|

Training & Developimeit

Careet Opporunity

—

3. METHODDLGGY

using 5 items each whereas

Develops i strat ire 1 ] : :
ENE LS and administratind s questionnais > Career opportumty, Appraisal and motivauoen and

convenience sample of Sugar indusiry employees 10 = . s
i - : . gatisfaction Were AsSSEsSInE
Kolhapur district test the proposed hypotheses N =8 & s :
odel, The -collecte 4 data Was lyses thorough were assessed on 4 five point Likert Scale U
: y ranged from 1 (Strong Disagree) 10 5

by 6 iterms each.All 1ems
1 answer

Strongly

weightage method, correlation and regression analysis  pgree).

1o assess the impact of variable
performance. The analysis was ma
version 17.

3.1) Sample: !

Before distributing queatinnnaira, all participants were
declared that their ipvolvement Was voluntary and

5 0 catisfacuon and
de by using SPSS 4. ANALYSIS & RESULT DISCUSSION
e e

Table No.1: yariable
yariables

secrecy Was guaranteed. Total 200 respondents WETe TR 342
cluded from 4 Sugar Industty working in Kothapus Appraisel & Motivation __L_————J
district. However, incomplete rESPONSES and not | Career Opporunity a5 | VO |
answered questions €te. W Jiminated and final s1z¢ Compensation & Bereflt 355 | M|

used for analysis is g percentage i e, 192 samples.

Policies & Procedure

=
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employees were the majority in sample 74 percent,
525 percent of the sample has a bachelor
degreewhereas 35 percent of samples has post
graduate. 36 percent employess 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 n the range of 15K to 25K.

To evaluate the prime variable which impacts the
employee engagement the Weighted Average Method
15 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 il
Cronbach's Alpha | N of Irems ‘-I
A0 | 54 1

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

The previous results that all different organiza
variables are significantly correlated with employee's
engagement, which significantly correlated with
performance and satisfuction. 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.J3.

TABLE No. 3: Correlations

1 | 2 | 3] 4]s5s 6] 78] s 0]
JF"q:m-::m:
" Comeliton | |
| 1-Hesdetthip. Tsie, @-ited) |
| IN 192 |
Pearson P
. 350 | 1 / S
2. Training & ICnrreP:mun
Development | Sig. (2-tailed) | 086 | }
| [N | 12 | 1m | | | J
¥ = o |
r g‘"“:'_" 739™ | 636 I [ ( }
3. Appraisal & | Comelation J
Motivation | Sig. (2-tailed) | .004 | 001 [
N 192 | 192 | 192 |'
| -
| {ieqrs?n. a1 | 53t | sma | r
| 4 Caress SANTENOH ‘ I
| Opportunity | Sig (2-uiled) | 000 | 007 | 001 | | J |'
| [N || 192 | 192 ! 92 | 100 .[ | ' |I
| 3. Pearson o - 3 » {
. 5657 | 4 64
Compensation | Correlation r il R ’ I } }

|%Benefits | Sig. 2-uiled) | 000 | 042 | 000
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o7 | | 192 | 12 0 |

. S \ ' '

0. Son | GTawr | T34 | T .ms:-*-l.mr'rﬂ| 1|
et oo1 | 000 | 000 o[ o0 | a0 | =
+_Correlation 38 significant at e 0,05 level (2-tailed). - \

#% (Correlation is significant at the 0.01 level (2-tailed)-

(t can be concluded that organizational justice has the rocedure has on Fifth place with 51,1% of 1s total
d motivation and carect

strongesl predictive power of employee engagements variances. Finally appmisa] an
it can prove 65.5% of the total varjances which have gpportinity Seers to have close predictive paWet of
proved to be significant at | percent level of 36.7% and 34.9% of 115 total variances. In addition.

significance. Leadership Wis the second important employce engagement appears petter predicator for
i i i 1% of us total

predicator of employe® engagement. It can clarify

64.2% of its tofal variances. Third predicator Wi yariances whereas performance pxplains 70.9% of 11s
teaining and development explains with 57.4% of 1S total variances. 1t also indicates that hiere is strongest
total variances. Compensation and benefits appear 0 Jssociation  DeTween satisfaction and

Fourth position with 56.2% whereas policies and  which have proved by 50.8% of its total yariances,

TABLE No.4: Model

Summary -
|

(Change Siatistics
R Adjusted S, Error of the = = s Durbin-
Square ‘| T Square Estimate R Squart I an | de2 | Sig.F Watson |
Change | Change | | Chanpe ___d_____l
938’ 036 oop |1 i 8 s |
q. Predictors: {Cs::nstént}: Leade Training & Development « . - & i gl O otivation. Careet I|
U'ppununity.(lﬁmpamnﬁnn & Benefit, Polic: , Justice. AN |
ﬁ. \
. |

ngagement
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Through the regression anal
mdependent variables i.e. Justice, leadership,
appraisal and motivation and career opportunit

ysis total 36.2 percent employee Engagem
(raining and development, compensation, policies and procedyre,

y which shows in Table No.4

icnl (outtomes) depends upon the

|

|

TABLE No.5 : Coefficient”

=3 — | rdized Coelficients | Standardized [
| Model Lummua i | Coefficients | Sig.
| B |  Std. Error J Betn 1

| Leadership 030 o3 590 | 288 | 7 ]
'I leining&DweIupmenr w343 { 63 ' 460 1.984 D64 f
' /Appm;isuj & Mativation | 336 [T f 370 | 073 { 094 }
(1 |Carest Opportunity 270 || Jd14 365 2377 030 |
| | Compensation & Benefits 420 ( 72 || 596 1.279 218 |
| | Polices & Procedure 992 151 {' 401 6551 | ..,
| Justice 421 { 38 | 668 | 212 | o0e |
E ¥

| Dependent Variable: Employee engagement

Leadership has strong essociation with employes
tngagement which indicates by 594 if effective
leadership  behaviour  thar SUPPOMS  engagement
reflected  self-awareness, transparency,  and
Organization’s standards of ethical behaviour, The
analysis shows that hypothesis-1 stands true. Training
and  development  associate  with employee
Engagement by 46.9% ifconsistent with the scope of
job resources as proposed in  Job Demunds
Resources. It provides cmployees with tools and
resources, as knowledpe, skills and competencies, This
result shows Hypothesis 2 stands true. Appraisal and
maotivation have relation with employee erigagement
by 37%. This result shows that Hypothesis 3 holds
true.Employee engagement and Career opportunity
have association by 36.5%. This study indicates that
Hypothesis 4 stands true. Compensation and benefits
have strong relation with employee engagement which
indicates by 59.6% if it involves both financial
rewards, and non- financial benefits. It indicates that
Hypothesis 5 stands true Policies and procedure have
association with employee engagement which shown
by 40.1% if it create a culture of engagement al
workplace, HR systems need to work hand in hand
with other managerial practices when dealing with
employee. It indicates that Hypothesis 6 stands
ruc.Justice has strong association with employee
engagement by 66.8% if they have been treated fairly
In their jobs and the ways in  which thef

determinations influence other work-related variables,
The analysis shows that H ypothesis 7 stands trye,

6. RESULT DISCUSSION

This study focuses the significance of employce
cngagement and classifies the key divers that have
significant impact on i, It also shows that employee
engagement arbitrates  the relationship  between
mdependent variables and dependent outcomes within
the Sugar industry in Kolhapur district. Therefore the
associationbetween engagement, satisfuction and

performance is reliable with engagement variables ar '

concern models,

Regression analysis indicates that justice has the
highest predictive power (65.5%) and leadership
(64.2%) is second highest predictor of employee
engagement amongst the researched sample of Sugar
industry in Kolhapur district. The culture of Kolhapur
district is different than the other district of
Maharashtra, has been characterized by social
democracy, Peoples are having duel income mainly on
agriculture and service. Employee perceive that life is
built around a group, and way in which the justice and
leader relates to the group is important. The social
sxchange theory argucs it relalvusitp a worh
evolve over time into trusting, loyal and commitment
25 long as all parties involved (ake by mutuality rules.
Rcal leadership research has provided evidence

oMsitive relation exists between effective eader
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behaviour and followers' auwimde and behaviour
related with engagement. It supported the existence of
g positive relationship between effective jeadership
yision and employees in  performing their
jobs,Tmining and development (57.4%) and
compensation and benefits (56.2%) canked the third
and four predicator of employee engagement.
Followed by on fifth and sixth rank were policies and

ocedure 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  SUONE impact on satisfaction
(68.1%) and performance (70.9%). Also it proves that
o satisfied employees are more productive with score

§0.7%.

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
yalues, proper training and developmient programs as
well as facilities.

T CONCLUSION

There is no generally accepted Jefinition for employee
engagement. However, there 15 growing consent
among the suthors that the construct is distinguishable
form related concepts in management = employee
satisfaction and organizational

15] Bass B.

(7] Cropanzano. R.(Ed)

profitability- Therefare. today organizations should
actively look forward 1o satisfy the expectations of
employees and create an impact o1l the performinee of
employees, which helps to umprove the organizational
performance in competitive business environment.
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CUSTOMER SATISFAETIDN AND RURAL CONSUMER: A STUDY
WITH FAST MOVING CONSUMER GOODS (FMCG)

s

pr. Sudhir Atwa dkar
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Abstract: From the heginmng of the "cusiomer service rovolution' almost 3 years agu. @

body of business research has focused on cusiomer satisfaction. Many marketers. hasiness

consultants and others have worked 10 identify the characteristics of arganizalions that

consistently give pleasure [0 their customers and ta build up appardius for monitoring

customer satisfaction (Customer satisfaction differs depending on the situaiion and the

product o7 service. A customer méay be satisfied with @ product or cervice, an experience, d

purchase decision, a salesperson, stare, Service provider, or an gitribure or any af these
Marketers 15 monitor custoner satisfuction in order 10 determing how 10 increase their

customer base, custamer Toyalty, revenue, profits, market sharé and takes the efforts ¥ maKe

their customers delight and see customer satisfaction as the key 0 qurvival and profit. The

right combination of marketing i meels the customer expectations anid provides customer
value, With a population of more than 1 billon people, India is an important market for
FMCG players. During 1930 to 1980"s, there was low investment i the sector as the
purchasing power was law, Post liheralization the scenario has changed with entry of the
MNCs into the country and the focus shifted from the urban to the yural aréas. With the
rapidly growing econon, rising disposable income, changing consumer expenditure patiern
and upper Shifting of class of number of families, the Indian consumer market is set 10 take o
big leap. The right sombination of marketing mix meets the customer expectations and
provides superior valie This article attempis 10 study the problems gecurring in cansumer

satisfaction velation {0 markeing mix, bn the basis of which required lavel of consumer

satisfaction being affected on £ MOG products in Sangli district.

Keywords: Congumer, Value, Satisfaction, Marketing mix, Strategy.

INTRODUCTI ON

With a population of more than | billon people, India is an important market for FMCG

players. During 1950's 1@ 198('s, there was low investment in th as the purchasing

g seclor
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power was low, The existing companies were purely focused en the urban areas. However,
post liberalization the scenario has changed with marking the entry of the MNCs into the
country and the focus shifted from the urban to the rural areas, Also, the government had put
a lot of efforts on the development of the small-scale sector. With the rapidly growing
sconemy, nsing disposable income, changing consumer expenditure pattern and upper
shifting of class of number of familics, the Indian consumer market is set to take a big leap.
The rising aspiration levels, increase in spending power has led to a change in the
consumption pattern. This would unleash a latent demand with more money and a new
mindset. With growing incomes, the consumer goods market potential is expected to expand
further. Fast Moving Consumer Goods (FMCG) goods are popularly named as consumer
packaged goods. ltems in this category include all consumables people buy at re'guinr
intervals. In India, FMCG sector consists of three product categories -Household Cr,-rre.

Personal Care and Food & Beverage, each with its awn hosts of products that have relatively
quick turnover and low costs

From the beginning of the “customer service revolution” almost 30 years ago, a body of
business research has focused on customer satisfaction. Many marketers, business consuliants
and others have worked to identify the characteristics of organizations that consistently give
pleasure to 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. The definition of customer satisfaction has been
widely debated as organizations increasingly attempt to measure it. It can be experienced in a
variety of situations and connected to both goods and services. It is a highly personal
assessment that is greatly affected by customer expectations. It is based on the customer’s
experience of both contacts with the organization and personal outcomes. Customer
satisfaction differs depending on the situation and the product or service. A customer may be
sntisfied with a product or service, an experience, a purchase decision, a salesperson, store,
service provider, or an attribute or any of these, Marketer takes the efforts to make their
customers delight and see customer satisfaction as the key to survival and profit. Marketers
monitor customer satisfaction in order to determine how to increase their customer base,
customer loyalty, revenue, profits, market share and survival. By providing superior value
require the organization 1w do a better job of anticipating and réaching to the customer needs
than the competitor, The right combination of marketing mix meets the customer

expectations and provides customer value,
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The basic helief of any FMCG oriented company is that he customer is whole and soul, and

95 ¢
usiness revolves. Therefore, understanding what makes customer

the hub around which the b

in general buy and what makes your customer in particular buy is a vital part of business
sucpess. [t means mn ever changing market epvironment, there i§ a growing concemm at

gwareness among marketers to go for careful study of the consumet around which all

marketing activities are made, Consumet’s reactions to the marketing strategy determine the

organization sUeeess aF failure. In the competitive enviranment organization cin survive only

by offering mare pustomer value.

This research study attempts 10 study the problems oeourring in consumer gatisfaction 0

relation to marketing mix, on the basis of which required level of consumer satisfaction bemg

affected on FMCEG praducts in Sangli district. The various problems are lack of product

flexibility and features, be deficient in price flexibility, lack of promotional activities and

' information, problem faced by consumer in availability of goods, conduct of retailer and sales

people towards customet and malpractices. This study is carried out with the following

objectives -

iy To study the factors influencing 10 consumer satisfaction.
ity Tostudy the impact of product in relation to consumer gatisfaction.

i) To study the price impact in relation to CONSUMET satisfaction:

iv) Ta study the impact of promational activities in relation to consumer satisfaction.

v) Tostudy the role of place in consumer satisfaction.

yi) To evaluate the impact of extended 3Ps consumer sansfaction.

REVIEW OF LITERATURE & THEORETICAL FRAMEWDRI{:

Review of Literature:

= A review of literature is jmportant and helpful as & background for the research work

undertaken. A summuarized literature review ig ag follows:-
i :

According National Council for Applied Economic Research (NCAER), the ingome of the

average villager i3 rising. Recession is hardly possible in rural India. Also, pural education

levels are rising because the efforts to the states. The rural markets remain untapped because

of three D's: distances diversity and dispersion. Rabaria & Dharod (2009) ohserved that

people are hecoming conseious about health and hygienic, There is-a change inthe mindset of

looking at

“Money for Valus” cather than “Value for Money"

the Consumer and now
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Consumers are switching from economy to premium product. Because of changing lifestyles,

rising disposable income and such factors, the willingness has been scen in consumers to

move 1o evolved products/bronds. The meost important thing to tap such markets is the
changing leve! of the consumer behaviar and their satisfaction ai every step. The satisfaction
15 typically measured as an overal) feeling or as satisfaction with elements of the transaction

in terms of its ability to meet customers' needs and expectations (Fornell & Bitner regzy,

Customer delight iz as the capacity 1o provide the satisfaction with experience that transcends
normal standards of quality service(Lynch 1993). Bur as point out by Anderson {1994),
edstumer satisfaction is an indicator to produet or service, offered during the purchase and

repeat purchase period. It is largely influenced by pergeived value of the product or service

that the customer experiences while purchasing and consuming product or service,

In recent days consumer in India is at the point where there is 3 multiplicative effect of
income growth aspiration to consume and change consumption friendly ideology. In the
view of the above Chairman, Federation of Indian Chamber of Commerce & Industry(FICCT)
has stated that the rural markets have been a vital source of growth for most companies, He
reveals that despite the hurdles that the rural BConmmy presents, corporate-rural partnership
can avercome these and bring about positive results for both the entities. Partnership needs to
extend beyond agribusiness (Tiwarjka, 2004). The Indian rural market with its changing
business environment and demand offers a huge opportunity for ivestment. Se the
companies modify their strategies with the structural change in organization. The Fast
moving consumer goods (FMCG) companies are implemented organizational structures
designed to integrate retailer-focused sales and brand-focused marketing departments,
(Dewsnap & lobber 2003).

lhearetical Framework (Model) of the Study:

ln the present situation of the marketing practices, the study of consumer pre and post
purchise behavior i.e. consumer satisfaction is an effective instrument to improve the success
and performance of any organization, As Henry Ford has rightly said, “If there is any secref
of suceess, it lies in the ability to get the other persons point of view and see things from his
angle.” Every marketer today is engaged in working towards satisfying every consumer for;
they have realized that, while marketing is a core element of manzgement philosophy, its

success lies in focusing more on satisfying the needs of their customer.
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To improve the level of satisfaction of consumer and develop the various strategies, 2
Model) has been designed based on the following variables - Product,
(Independent) and Satisfaction

thearetical framework (
Price, Place, Promotiof, Physical Evidence, Peaple, Process

(anendent}.

Consumer gatistaction & TPs:

The Firmsare using marketing mix i.e 7 pg in various ways 1o meet the need of customer.

These 7Ps added value to the final product which will lead 10 delight the customer.

i) product: Can be anything offered to markel for attention, acquisition, Use and

consumption that might satisty # need or want. Jt is key element in the overall market

offering. Marketing mix planmng begins with formulating an offer that brings value 10 the

customers. This offering become the bagis upon which the companies satisfy and builds

profitable relationship with custormer. Today. as products hegome more commoditized, many

organizations are moving toa new [evel in creating CustOMmEr value for their customers. To
differentiate their offers, beyond simply making products and delivering services, they are
creating value and m anaging customer experiences with their product

ii) Price: Price is the only element in the marketing mix that produges revenue. all other

elements represents costs. It is the amount of money charged for a product It is also consider

as the sum of the valugs that consumer exchange for the benefits of having of using the

product. Historically, price has been the major factor affecting

rs have gained increase importance. Seme af organizations view pricing as @

buyer choice. In recent days

non-price facto
t handle pricing well. Reducing price unnecessarily can jead to lost

big headache and do ne
icing as a key strategic tool

profit and damaging price war, The smart organizations treat pr

for creating and capturing customer value.
i) Place: A set of interdependent organizations that help make & product available for

use and consumption by eonsumner of user. Most of use intermediaries to bring their products

to market. From the gconomic Systems point of view. the rale of marketing ntermediaries 15

to transfoym the assortments of product made by producers into the assortments wanted by
A -

consumers, The making producls aveilable to consumers, channel members add value by

bridging the major time, place and possession gap that separate goods from those whao would
g channel decisions directly affect every other marketing decision, and

distribution system 10 gain a

use them. Marketin
increase cost. Many organizations have used imaginative

competitive advantage.
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iv) Promotion: Promotion is not a single too] but rather a mix of several tools. Under the
concept of integrated marketing communication, the company should caretully coordinate
these pramation elements to deliver a clear, consistent and compelling message about
organization and its product. It is crucial element in organizations” efforts to build profitable

customer relationship. Building good customer relationships not only cause developing a
good product, attractive pricing, making it available but also communicate their value
propositions 1o customers. Organgeations need 1o do more than Jjust create customer value,
Ihey must also use promotion to clearly and persvasively communicate that value,

v) People: It is considering all the members who participating in creation of product to
delivering it to consumer, including organizations employees,-intermediaries. sales persons
ele. The organizations members have play an important role to deliver satisfactory sewié.e; 1o
customer. The member of organization should be developed to deliver the quality dimensions
te reliability. assurance and responsiveness. People should be considered as most useful
manpower available 10 any organization and effective utilization can directly improve
organizations performance, in term of revenue, profitability and above all customer
satisfaction.

vi) Physical Evidence: Physical evidence in its many forms will help the potential
customer to evaluate the product offering: Often customer evaluates the product on physical
evidence before it purchase. The customer overall judgment of quality of product can be an
evaluation of both the process and the outcome compared with the customers own
expectations and desired benefits, Consumer impression of quality will abways be subjective
and based on their individual perception of the physical evidence and other elements of the
product offering. Physical evidence play important role in enhancing customer's perceplion.
vii)  Process: Process is the way of undertaking transactions, supplying information and
providing serves on a way which is acceptable to the consumer and effective to the
organization, In organizations, the system by which customer receive, delivery response
constitutes the process. Though the consumer remain the part of the product delivery
throughout, but his ar her involvement from pre to post consumption stage is not commenly
practiced. Intraducing a real beneficial process, which needs to be a systematic understanding
the customers wants and patterns of behavior. While designing a process, the designer has to
maintain a balance between functionality, security, aesthetics and ease of use by eustomer.

The process of adding value or utility to system input and to create outputs which are useful

for the customers

%
Page &
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Through the study of review of literature and theoretical framework the following research
hypothesis has emerges:

iy Thereis gignifieant relation betwesn product and consumer gptisfaction

i) There is significant relation betwean price and consumer satisfaction.

iti) The promotional activity influences the level of consumer satisfaction.

iv) The place influgnces the level of consumer satistaction.

v} There is significant relation between the physical evidence and consumer gatisfaction

vi) There is significant relation between people and consumer satisfaction.

vii) There is significant relation between process and consumer satisfaction.

MODEL OF THE STUDY

Perceptions
% Behavioral Attributes
% Marketer Attrioutes:

7Ps [Marketing i)
| Product Physical Evidence
Price Peopie
} Place Process
Fromation

consumer Satisfaction

RESEARCH ME‘THDD(}LDGY:

The nhjer:{ive of this is to explain various methods applied for the collection of data, analysis

and interpretation of the data relating to the present study.

Research Design: In this study, the Exploratory Research Method was adopted to ascertain

the impact of independent variables i.e. TPs on satisfaction of consumer in arder to achieve

required level of satisfaction towards FMCG products.
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Papulation of The Study: This study aimed to find out the problems of consumer due to

which their satisfaction level is being affected. In this study, the population consists of all the

custorners & consumers wha s purchasing and consuming the FMCG producis in Sangli
dhstrict,

Sample Technigues: For this research Probability Sampling technique has adopted in which
Multi-stage sampling method was used, On the basis of higher population, Fivetshsilswere

selected to choose the samples from the district. These tehsils are Miraj, Tasgaon, Palus,

Shirala. By using simple random sampling, 108 homes were selected as samplefrom each
tehsil, and fill-up the questionnaire.

Sample size:108 homes were selected from each tehsil, The maximum density of humes

located near to market. So the sample size of the study is consisting of 540 homes from
Sangli district.

Research Tools & Instruments: The research instrument for the present study was
Qquestionnaire and through the data was collected, A questionnaire consists of a set of
questions asked in questionnaire to the respondents and answers are recorded by researcher in

4 face to face situation. Efforts were made o construct structural questions as far as possible.
Questionnaire of this study was constructed in the light of 5 point LIKERT Scale strongly
agree to stronglv disagree with | interval, The LIKERT secale shows the intensity of feelings

of individuals 10wards objects.

RESULT AND DATA ANALYSIS

the collected primary data has besn analyzed detailed in term of presentation of results,
tabulation and analysis of descriptive statistics, weightage average.and correlation analysis
and testing of hypathesis,

Factors Influencing to Customer Satisfaction:

Talle Mu.1: Factors [nfluences £S5

,l No. | Fnctor [ Mean = [ Rank |
jiclmvmml
j_.r | Cultural | i
2 |‘\anI i
I_J Perstnal I
| Psychological | v
'UI ganizational
| | Product | [ H ]
2 | Price | [~ I
RS |

Promaotion | I
Page 8
)
]
Sk
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"6 | Process

The personal faciors —d the promaotional activities have more impact and influgnces more 10

the consumer satisfaction and both have First rank, With Second rank, Cultural and Product

attributes have mujor impact on satisfaction level af consutner.

The comparison of impact of behavioral and urgnnizsmonul attributes indicates that the

buying beliaviour is MOre influences by the hehavioral attributes. But it is also ghserved that

these consumers slowly change their preference.

Correlation and Regression Analysis:
Correlation and Regression analysis is carried out by the use of Microsoft Exeel and SPSS

(17.0). Through this analysis, Reliability of the data, development of relationship between
=\ independent and dependent variables (correlations), and validity of the model and testing of
Hypothesis has been found out. Reliability of data was found by 71.4 percent which Was

collected through independent and dependent variables.

Table No. 2: Reliability Statistics
Cronbach's Alpha N of [tems
714

Correlation analysis dictates following:

.3: Correlations

Table Mo

Satisfue
45111

Phyvsical
Evidence

Promo

5 Peopie | Process
tion P

Pearson
Correlation
Sl (2-tailed)
N

Pearsi
Comrclation
la {2-tailzd)
N
Prearson
Correlation

Product

Pearsoh

Promotion CPIW!&HD—“ .
Sig: (2-tailed)

N_-—

Pearson

Physical Carralation

Evidence | Sig. {2-tailed)
N
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: - =1
| T]L’.“‘”“.‘"I | 95" a2 e 68 sos !
arreination
| Peopi Sig. (2-tniled) 000 016 oud 00 000
! [N | 540 S40 840 340 540 540
Peasson 6827 661" 370 866" 699" 7Et
T Correlation
0S| Sig, (2-tailedt) L00 001 069 000 000 000
| N S40 340 540 540 540 540 340 _I
TR Ll [ JIOT 700 83T 92" a8 sw” gmt
Satistactio | Correlation
| il { SIg. € 2«tutled) 0k 210 000 0 Niliki] 66 00
; |N 340 540 540 540 544 540 540 540
[**. Correlation is siemificnnt ui the 01 leve| {2-tailed).
{*. Correlaticn is signifionnt at the 0.05 Jevel (2-tailed), _J
e There is bonding between satisfaction and promotion and impact of promotion

activities on consumer satisfaction which indicated by 73.2% which have proved to be
sighificant at | percent level of significance based on 2 tailed lests,

= There is ussociation between satisfaction and product and the impact of product on
consumer satisfaction indicated by 71% which have proved to be significant at | percent level
of significance based on 2 tailed tasts. '

> The association has been found between satislaction and price and the impact of price
on consumer satisfaction indicated 70% which have confirmed to be significant at 1 percent
level of significance based on 2 tailed rests,

» Satisfaction and people has relationship and people impacts on consumer satisfaction
by 64.4% which have proved to be significant at 1 percent leve] of significance based on 2
tailed tests,

- The association between satisfaction and physical evidence indicate by 62.9% which

have confirmed to he significant at | percent level of significance based on 2 tailed tests.

- The association has been observed between satisfaction and process by 62.2 % which

have proved to be significant at 1 percent level of significance based on 2 tailed lests,

b= There is average association of satisfaction and place by §2.3 % which have proved to

be significant at | percent leve] of significance based on 2 tailed tests

Table No. 3: Model Summary"

[ r Change Statistics '
Y [ Adjusted | Std, Errorof Durbiin-
e : i
Square | R Square | the E&ﬂmn:IRSqu"” . dn Sig. F Watson
L ] Change | Change Change
|
J_| | 827" |I T B 7 J 16,522 / 038 i 529§ r ] J 21 | 022 I 2,493
I l
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Predictoss! (Constant): Prodiel, Prics, Place, Promation, Physical Evidence, People, Process J
_.____,,_-_,-,.,-_-._ : R
Dependent Varisble: Satisfaction

ois it 15 observed that total 74.2 percent satisfaction of cNSUMER

es 1. product, price, place, promotion, physical

Through Regressiot analy
depends upon the independent variabl

svidance, people, process:

Testing of HY pothesis
Tahle Mo. & Coefficients”

[ Standardizcﬂ

Unstandardized Coclficients
Coeflicients

Produck

Price . : 070 |

b Place i :
Promolion \ A6l \
\ Physical . - 5 \
; 250 19 267 2,433 40
Fvidence \
People | A70 6% \I 1373 18 ||

Process

. Depenilent Variable: Satisfaction

Hypothesis 41:There is 2 significant relation betweel product and consumer

satisfaction..

Product has significant relation with consumer satisfaction by 39.4% if comprehensive

sigtent quality. freshness of product, replacement, convenent packaging

product range, con

are {0 be monitored. The analysis shows \hat Hypothesis # 1 stands true.

Hypothesis #2: There 18 gignificant relation between the price and consumer
satisfaction.

Price influences overall satisfaction of consumer DY 33.9% if offer cheapest price, 1O

variation i1 printed price and actual price, price 1§ reasonable calation 1o benefits and

f pranded and unbranded product are to be fa

cilitated by the

quality, difference in price O

supplier of FMCG. The result shows that Hypothesis # 2 holds true.
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Hypothesis #3: The promotional activity influences the level of consumer satisfaction.

Promotion has strong impact on satisfaction of consumer by 52.7% if an ads eampaign,
motivations, display, sales promotion toals, trustworthy in schemes is to be ensured by the

marketer. This result shows that Hypothesis # 4 stands true.

Hypothesis #4: The place influences the level of consumer satisfaction,
Place strongly influence the consumer satisfaction by 19.2% if convenient stores location and
hours, availability of product, storage facility, order processing & cycle, home delivery

conveniences are to be given by the marketer and seller of FMCG products, The result shows

that Hypothesis # 3 holds true. .
: Y

Hypothesis #5: There is significant relation between physical evidence and consumer

satisfaction, .

Physical evidences and consumer satisfaction have strong asscciation by 26,7% if suit for

changing preferences, improve standard of living, involvement in purchase and awareness

ensured, The result shows that Hypothesis # 5 holds true.
Hypothesis #6: There is significant relation between people and consumer satisfaction,

People and consumer satisfaction shows average correlation by 36.2% if customer interaction
with person, customer respect, service by retailer and outcome of complaint are to be
canstdered inFMCG products. The result shows that Hypothesis # 6 holds true.

Hypothesis # 7: There is significant relation between process and consumer satisfaction.

Process has strongly relation with consumer satisfaction by 24.1% if product modification,
pricing trends. availability and information of promotional schemes, enhance state of existing

lite and offering value to customer are to he given by the seller of EMCG products. The result

shows that Hypothesis # 7 holds true.

DISCUSSION AND FINDINGS

After collecting the data, getting interviews from respondents and analysis of data, the
following observations have been found -

- It has been generally found that product offer a bundle benefit which fulfil] the needs

and wants of the consumer, If the level of fulfillment is up to expectations they are satisfy and

it exceed the customers are delight. More than 60% of the respondents satisfied with the
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comprehensive range of products in FMCG. 30% of the respondents feel that there 18

tency in guality whereas 39% res ondents think there is no yvarigtion in quantity rinted
! P | ¥ P

and actual. 1t also reveals that the freshness of FMCG products 15 exceptional (59%6). 43%

od that there is convenient packaging for handling whereas 64%

consis

respondent has agre

respondents feel that these packaging attracts the attention. Only 25% of respondents are

strongly agreed and agree with the replacement facility in FMCG.
It is found that there are twa different segments that require different communication

aducated, ocoupying service

o3
approach, One who is stays in cities or ouch with cities, well

and use modermn technology. Another who are stays i small villages, uneducated, act as

furmer or labor, less use of technology and with traditional conceprual knowledgs.

» Most of the orpanizations today face fierce and fast changing pricing environment.

Price is only element that generates revenue. So pricing decisions can make or break the

sandents feel that supplier offers cheapest price. Very 23%
actual, 35% of respondents

organization. Only 24% res)

respondents think that there is no variation in printed price and

ecach were agree and disagree with the price is reasonable in relation with benefits. More than

half of the respondents Were agreeing that compare 10 quality the price is equitable, Half of

fhe respondents were feels the price ditference between branded and unbranded product is

justifiable in FMCG.
5+ It is found that 68% respondents Were

¢ areconvenient. The study shows there is regularity in the avai lability of the products.

agrecing with the FMCG stores location and

display

5% respondents think that the order processing and order eycle time is far. Only 27%
respondents were agreeing with the home delivery of the FMCG.

» Promotion is an important device fo the organization which provides oflers,

information and creates awareness. [t is found that 43% respondents were agreeing that an ad

provides the satistactory information whereas 38% respondents feel that ad campaigns are

veals that TV ads having more impact than the print, 47% respandents
product display. More than half of

excellent, It also re
have good experience with the attractive and fair

respondents think the sales promotion schemes are reliable while 47% respondents were

agreeing with availability of discounts, free geods, gifts ete. in FMCG.
» It is observed that near about half of respondents were thinks that the FMCG products

solving the problems, fulfilling the needs and improve the standard of living of respondents.
than 75% respondents

It also reveals that these products suit the changing preferences. More

were agreeing with their involvement in buyin
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aware with the various brands of FMCG. More than 60% respondents were feels that supplier
of FMOG have high standard of hygiene.

= The study revenls that sellers treat the respondents with respects and 33% respondents
were agreeing with this. 42% respondents were get wide and qualitative information by sales
persons and their response wis reliable. The interaction (38%) and prompt sarvice (49%) of
sales person inspired to buy product. 32 % respondents get the fair outcome of the

complaints.
- It is abserved that more than half of respondents were thinks that there are regular
produet modification activities in FMCG. The study shows the pricing systems were not
balanced by these companies, 43% respondents were happy with the promotional process.
I'here is positive response of respondents (45%) towards standard and qualitative distrihution
systent, Mare than half of respondents were feels that people provided excellent services. The
study indicates that 44% respondents were thinks that the FMCG companies serve
respondents by offering value and helps enhance state of existing life.

» The study reveals that of the respondents were happy with marketing mix in FMCG
products (63%). It indicates that most of FMCG companies focus on various attributes of

consumer and they develop the strategies with the view of consumer satisfaction.

LIMITATIONS & RECOMMENDATIONS

Limitations:
The present study carried out with regard to FMCG in Sangh district. While collecting data
number of limitations faced by the researcher. The major limitations were Jack of positive

response of respandents, inferiority complex in respondents and time limit.
Recommendations:

In view of the afforested scenario of region and the findings presented, an attempt is made to
put farth the constructive suggestions with a view to:

- These markets are slowly gaining the changes in term of preferences, taste, habits. So
the producer should keep constant focus on the distribution system. If the distribution process

will not be effective and efficient then the consumers divert him to substitute goods which

will causes to loss of consumer ultimate profit,
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r Companies should be design a different communication approaches and choice oF
media for such areas where consumers wheo have less receptive capabilities. They can process
linaar, Jogical, simplistie communication with beginning, ending and a sequence of events. I

case of message rendering there is a need to use vernacular language which is dialect specilic.

b The conswmers are more conscious about the packaging and identify the produets on

ihe basis of packaging. S0 the marketer should focus on the attention attractive & burly
handling packaging.

r Organization must take channel decision carefully, incorporating today's needs with
tomorrow’s likely selling environment, Village retailers play a vital tole in the movement of

products to remote areds. Village retailers are the most crucial channel members and

therefore, marketers have to focus on them to market their product effectively.

( > The brand names of the products sold in markets should be casy o pronounce and
i remember.
> The custmers are price CONScious. Therefore, the marketer should offer products

which are affordable to villagers, and at competitive prices. Mostly low priced products will

he more successful in these areas due to the mindset of the consumer.

» The companies take consumer research with some fime interval which helps to them

develop region wise specific consumer profiles, understand the consumer and thetr

characteristics 1o identify the target market.,

b The companies should be focus on explore the local markets such as weekly bazaars,

stalls, exhibitions etc. and improve them slawly with trust creating activities which helps 1o

create a value and buildup the relationship.

CONCLUSION

There is common perception that India is established in village. Most of area is covered by

' rural {Gr‘ﬁmin} part, which is still untapped. The study indicates that most of fhe consumers

are satisfied with the marketing mix strategies but there is more market which is untapped by

various marketers or unknown to others. Small villages are there where still consumers are

unaware with the various FMCG products, The changing life style, high literacy ete. shapes

and molds the desire and wanis of these consumers. These markets are slowly gaining

changes in preferences, taste, habits, spending and consumption patlems. Apart from rural
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day the consumer involvement is increase in purchasing. The technology

promotes the companies various promotional activities. Though the present study has focused

an the custamer satisfaction with context to FMCG , still there is exists and remuins some of

the

forms ik

ssiies which are untouched leaving seope for further research which may come-up in any

¢ consumption patterns, supply chain management, tuning promotional strategy.
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AN EVALUATION OF CONSUMER sA-rmFAc'rlnH WITH spemnc 'REFEREHCE T0
MOVING CBHSUMER GOODS [FMEG} IN KOLHAPUR AND BELGAUM

DISTRICT

|NTRODUCTION
in the modern fzst-changing enmpetitive market
grvironment, the sconomy of a nation, not confined to Inclia
but universally, has conformed 10 TWO major and far-reaching
__changes -8 thange from damastic 19 global and 3 ghange
d‘nm the glebal @
Covolutionary. FMCG seclor

rural econofy, goth these changes are
WerE witnessed mare than 60

percent growth in rural and semi-urban India in 2010, The

{ndian rural market with its changing business environment

and demand offers 3 huge opportunity for investment. Rural

india has a large consuming class with 41 percent of India's

rriddie-class and 58 percent of the total disposabile income.
The Corporate saptors have already realized the vast

nppurtuntﬂaa'. gisting in the rurai cector and &€ trying 12
their strategies speclally aimed at rural
Meving Consumer Gonds (FMCG)
the Indian FMICE

the fast fifty

harness these with
indian  Fast

ipdustry has @ long histomy. HOWEVED,

markets.

industry has began 1o take shape anly from

jndian FMCG sector
of domestic consumption capacity of

years. The is the fourth largest sector in

the economy with sum
nearly 20 biltion 1.5, Dollar and The rotal market size Was uss
ss 30 pillien 0

75 billlon as f 2008 and It wWas reached 10

2010. The sector generaies 59, of total factory employment in

the country and is oreating amployment for three miilion

peaple, especially in srmall towns and rural India.

The FMLG sectol consists of three product categorles,

each with its own hosts of products that have relatively guich
turnover and low costs: Household Care: personal Care and

Food and Beverage. indian customens for FMCGs ate shifting
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towards pigher lifestyle categories like skin care, haif care,

deodoranis, convenience foods, health foeds et In fact, skin

eare, halr Care deodorants, canveniance foods, and tealth

foods are emeu:ted tn experignce notably highet growth than

sthers in the pear term. pAnre than 2030 million panple Were

shifted rowards pru:essed and packaged foot at the and of

year 2010, Far persnnn'l care [Hestyle products COMSUMErS

are becaming ircreasingly willing to pay premium prices. This

grend has campelled some rgmpanias 10 ralse prices and

gyen create products simed at the premium gogment

ficcarding 10 fridustny agtimates, the arganized EMCG market

i expected to continug 10 BfoW at a faster pace i coming

yEars by replacing the rraditional goods market [especiakh,l in

the majar metropolitan areas), and it will o prowing at 15%

annually.

gyen today. the |ndian EMECG industry continues to i ffer

froma definitional dilemma a5 well as the gxacl €
hae reached

srjmmation ol

rrarker Size. The Indi@n Consumear market 5128

Uss 400 billicn i 2010 and Is prnie:'r.ed ro grow @t 73 per

cEnt per annum to reach 55 550 pillion by 2012, With mare

than T 43,000 cores (In arganized sectof
tne FRMCG industry 15 2 crucial

| fast moving

cansumer goods furHover
eomponent af the Indian pronomy. However, he factors such

as low rural penetratiun, gependence Of monsoon, Price

sensltivity of consdmers and inereased jevel of competition

could decreasé profit priargin in the Industry, The Indizn

EMEG sector o primariiy. @ o MAFEN pusineEss whare

SUCCass depands on fne volume



is g#éaﬁ‘.ﬁal’l’ectnd by’ CUSTOMIEr expectations. gatisfaction s

also based on the customer’s experience of both contacts

with the organisation snd personal outcomes. Some

researchers define a zatisfied customer within the private

cettor a5 Tone who feceives significant added wvatue.”

diffars on the
may be cat/sfled with 2

custamer satisfaction
praduct and service, A CUSTOMET
product Or service, an experiance, 3
calesperson, store, sarvice provider, of an attribute or any of

purchase decision, a

these. Customer catisfaction 15 hilghly personal assassment
that is greatly Influenced by individual expectations. ag the
recent survey By A €. Niglsen shows, ghout 71 per cent of
jndians toke notice of packaged goods labels cantaining
nutritional information compared to two years ngo which Wits
“\anly 59 per cent.
same definitions of customer saﬂsfﬂctl:;n are based on

the ohservation that satisfaction of dissatisfaction results

from either the confirmation er discanfirmation of individual
pypectations regarding service or @ product. To avoid
difficulties stemming fram the kaleldoscope of customer
prpectations and differences, some gxperts Urge companies

to "concentrate on @ goal that's more closely linked 10

customer eouity.” Instead of asking whether customers are
satisfied, they ancourage companies 10 determing how
customers hold them accountable. The main prablem of firms
is the diversion of consumer. The changing apvironment gives
new shapes to consumear, The changing life-style of consumer
changes their expectations ans preferences, From the
beginning of the customer sprvice revolution almost 20 years
ago, a body of business research has focused on custamer
satisfaction and custnmer-fncused grganisations. BUSINESS
consultants, corporations and othershave worked ta identfy
{he eharacteristics of arganisations that consistently please
4evelop tools for monitoring USTOMmEr

guality improvement

tneir custamens, to
satisfaction, and to build continuous,
gystems that respond to consumer feedback.

customer satisfaction is @ measure of how products ann

SorviCES supplied by 3 company ©an meet the customer's
expectations. Customer satizfaction Is still one of the single

strongest  predictors gf  customer retention, It 1S

tnmparath.new mare expensive 10 attract new CUSLOMETRS than

it is to keep ald ones happy. in a glimate of decreasing brand

[oyalties, understanding pustomer
sfackion are very crucial. Therd is obvipusly 2

servige and measu ring

pustomer sath

strong link betwesn customer satisfaction and customer

Vol, 4 No.A July —

basis of situation, the -

75

December 2015 lﬁﬂ_ﬂuﬁ&_ﬂﬁ_

rutention. Customer's parcaption of Service and Quality of
product wil determine the success af the product or service

iry the market

racommend focusing ©n the entire

mt is the totality of

BuUsingss experts
ghnsumer pxperience with each service.

the buying and cansumng sxperience that will keep IhE

Fistomers coming back for maore. ATl pMore than just the

basics of customer service croate @ favarable experience for

the customer. Cansumer |5 the end User af the product of

sarvices, He may of may not be custamer. Su reassful service

companies gitend to BVEFY detail to ensure that the
customers or COnsSumerns chould have physleal, social, and

PS‘,’Eh'D‘C}gl-I:.EI pleasant pxperience. Consumear expectaliont

are the bellaf or perceptions of eartain outcome frarm the
ar sardvice

purchase of consumption of 2 certain product

There are many reasons wiy consumer expectations 37
ity to change over time, Process improvements, gdvent of

new technology, chianges in customer's priorities, |mproved

quality of service provided by competitors, price negotialions

and the value added elements are just the few reasons.

Consumer expectations can exlst at four jevels, Expectation at
General level, Expectation at Category level, Expectation at
grand fevel and Expectation at the Transaction jevel, Mow @

day there Is 2 nead to understa nd the customer as well as the

I:ﬂl'liuﬂ'lfr.
The present study Is pertains 10 the area of COnSUMmer
gatisfaction. 1n arcer to have clpar idea about the responses

of customer rowards a particular product of services, iU 1s

guite sssential that company should attach due impariance

o customer/cansumer, product or sarvices, competitors,

snd marketing strategy and should  be studied

market
facusing customer/consumer.

Whh  the better ynderstanding af custamers’
perceptiens, companies can determing the actions required

o meet e customers' naeds. They an |dantify their Gwn

strengihs and weaknesses, where they gsrand in comparisan

to thelr competitors, chart out path of future progress and

irmprovement. Customer sgtisfaction measyrament hioips 1@

promote an increased focus on Fustomer DULLQMES and

stimulale jmprovements 0 fhe work practices and processes

used within the company. Custamer expectations are the

:ustnmr-deflnzd sttributes of product of garyvice and must

meet ar gvceed 10 achig
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Pracess of Family Decision Making

R

Earller research shows that the purchase decision
pracess s collective. Decision making is a joint process in the
family, The grand Parents act as Guide, Woman as Initiator, OBJECTIVES OF THE STUDY
Child as Influencer and man as financer, The following have been set as the objectives of the

In recent days corsumer in India |5 at the point where present study:
there is a multiplicative effect of Income growth (il To study the conceptual ideolo gy with reference ta -
aspiration to consume and change consumption friendly - Marketing of EMCG,

Ideclogy. In the view of the above, it is the need of time that
companies marketing the fast moving consumer product
(FMCG) must cama-up with u pdate marketing plan to cater to
the changing requirements of consumer and in turn attempt
ta Increase the level of concumer satisfaction tawards thelr

Moaving Consumer Goods (FMCG] In Kolhapur and Hefp::uni
District” has been undertaken for In-depth study.

- Consumer behavieur and

- Consumer Satisfaction,

(i} Tostudyand present briaf profile of -
- kaolhapur District,

fast moving constumer praducts, = Belgaum District and

Every manufacturer is producing the goads far sale, but < Consumer
the manufacturer wha is also marketing the prodicts, has to lifl) To analyse
take the efforts to attract the consumer and fulfill consumer’s () The cansumer proferences with W e b
requirements, expectations and satisfaction. This, In turn, category of FMCG. .

needs to conduct the consumer research studies {including
{b) The consumption patterns with regard to selsct

need, expectation, requirements, Influence and satisfaction), FE1d

which facilitates to understand the consumer and the leveal of SHERIY orFMCE.

cansumer satisfaction so that marketing strategies can be (] The purchasing patterns with regard to select
category of FMCEG,

framed accerdingly.
STATEMENT OF THE FPROBLEM

Within the broad framewerk of marketing, the mast
important and interesting area Is consumer behaviour, most
particularly consumer satisfaction, which are basically
rancerned with the understanding an individual consumer's

(v} To study and analyse the factars influencing —
{al Consumer’s buying decision to select category of
FMCG,
(b} Consumer satisfaction to selact category of FMCG,
{v] Toohsarve the Behavioura] ae pects of FMCG consumers,

A6 N certain consumption. Consumer's requirements, f¥il To make a comparative study of Kolhapur and Belgaum
expectations, satisfaction and complexities of behaviour have Consumers.

the top-most prioritles which are ro be taken care of, by any {vii) To understand and examine the past purchase behaviour
Kind of organisation for its survival and growth In the of cansumer eir levels of satistaction

competitive business environment
Hence the present study entitied- “An Evaluation of
Consumer Satisfoction With Specific Reference To The Fost

25
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theoretical apalysis has been gathered by the review of past
fiterature and the sragistical plarmation 1% collected DY

155N No. 22789316

LY POTHESES OF THE STUDY

The following null hypotheses have ween taken up for
tosting under the presant study.
Hypothesis 1: Place and type of shapping of FMCG are

personal wisit to -
. pssociated Charmbers af Commerce and. Indusiry,

independent. Kolhapur,

Hypothesis 2: Frequency ond type af shopping of FMCG are Gowt, offices, Kothapur and Belgaum.

independent. . Barr, Bal@s shebithardekar Library, Shivajl Liniversity
H\rp'uﬂ'le:is 3. While buying FMCG the consumers do p— golhapur,

verify: . latkar Library, University of Pung, Pung,

A} Label of product wariaus Management jnstitutes and various  other

) [Ingredients of product

Libraries

¢) Price printed on product . Different wehsitas,
primary Data:

o) Quantity printed on product
primary data Is callected through -

£} Packaging of product
~  Hypothesis & switch to anather aroduct due 1o and type of
ern ducts of FMCG to be purchased are indepandent.

(a} Discussion and Interview:
The rasearcher had 8 numoer ol detailed disciassnns

with the consumer, customer, company eyecutives, retailes

A) Family irfluences

g) Poor axperience towsa rds quality and other SiOE e membes: TS e

b SR i . .:::Tn._;::::ﬁl ::d open ended guestions wers asked 10 gather

e L ey

F) Lackol home delivery facility s e Y 'Es?mden-ts o
researcher has prepafEd the sprurtured guestionnaire in

Hypothesis 5: The jevel of satisfaction ard overall  thres parts: part | of the guestionnaire congerned with
brief Introduction o Profile of the CONSUMErs, part Il

performance of EMCG category are \ndependent.
af consumers and

Hypothesis 6 There is no difference between the
of FMCG. part 1 rontains the statem
ofaction with Eiye paint LikertScale ratings were psed a8
ee With maximum

gncompasses the Pre-purchase behaviour
influgnces of secompanies and product category ants refated 10 consumar

MFI"HGDULUG"I’ ADOPTED FOR THE STUDY
The present study is comprehensive In nature. Therefore,
methodology cansists of cammple SUTVEY of consumers of Fast
mMoving Consumer Goods (FMEG) In gathapur and Belgaum
district.
stressing the prime importance on survay method, the emphasized @0 profile, Preferance and Buylng habits,
required data is collected by personally visiting 3 cubstantial puwareness, Factors that influence purchase 2nd gatisfaction
number of CONSUMErs and customErs. The methodology Buying influencer and Buying Decision Process: i and
adopted comprises: Bata collection, Selection of study areas, product  attributes, price and DIstE ution,  Ads 217
. ; promaotion, pranding and packaging, fletailer _nd Sales Staff

sati
under strongly Agree i@ serongly Disagr
rating of 5 angd minimum fatinpofl with egual interval scale

of 1L,

aftar the pilat <tudy, the pasparcher e MOTE

sample Design. '
o while obtalning data from the recpondent.
SOURCES OF DATA COLLECTION
<AMPLE AREA

The methodology of data collection for present resenfrch : ] p—— :
i _ . pifferent places: regions; SLAES, nations differ in their
is planned In cijch @ manner 50 that every bil af information R ¢

geugraphlta'. iggational set-Uf. climatic eanditions, culture

pertaining: 10 different aspect af cansumer satisfaction In
cooial, gconomic conditions, educatinn qystam. industrial

indian FMCG industry has Deen rollected, The following
atmosphEre, popuiation ptc. Inesk regional yarkalices

echniques have peen used in 43ta coliection for the research ; :
influence the languaEe, festivils soclal funclions Clstoms

s and liviNG styles of the peOpIE that Im furm dirgctly o
6.1 Seconsary gt indirectly influgnces their day 1o day requirement of
The secondary data has been tapped 10 knoW insight  consumable, productic e pCoEpRaDIes, gemand and

n the "?EB nnsEquentw the

about the Indian FMCG  sector and various CONSUMEr sunply of these cons
ractices world-over. The secondary  dat@ puying pattert
h work gspedially for the <atisfaction.

satjsfaction P thi coOnsumer

necassary for the present researt

77
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district from Maharashtra State and Belgaum district from
Karnataka State. These two districts from two different
states, by virtue of thair geographical location, happen to be
very close nelghbor district, The study ares of the research s

shown in the above Map.

The researcher has taken into consideration  thesa
regional variances before procecding to the selection of
sample study area ond accordingly determined 1o select such
twa regions which represent aforestated varian Ces,

To study the research subject and the resaarcher
selected the fast growing boundary regions namely Kolhapur

Turnover of the store (Monthiy ¥ 1.00,000/-),

SAMPLE SIZE
> After determining the study area, the researcher has - Average number of visitars in week to store (Minimum
selected five sample talukas from each district on the 500,
basis of talukas, and nearest [ocation of taiukas te * By Tollawing the simple random sa mpling, the ressarchar
boundary, has selected 60 Customers (Consumers) as sample
= The researcher has adopted the purposive fluota respondents from each stors, Thece customers invariahly
sampling method far the selection of the stores and are considered consumer,
selected nine stores from each district. These stores were Thus the total 1080 respondents {540 from Kolhapur and
selected on the basis of - 340 from Belgaum) are surveyed. This is depicted in the table
Year of Establishmant (Minimiurm 5 years) shown below:
Sampling Plan
State Maharashtra |’ Karnataka |
No. of Sample District i I' 1
Mo, of Sample Talukas I 5 ‘| 5 . ?
MNo. of sample Dept. Store J 9 I g y
fldu. of Customer { 60 60
| Tetal Respondents [ 540 sac |
DATA ANALYSIS AND INTERPRETATION study the consumer satisfaction from the consumer and

The historiographic data was Interpreted through an  marketing perspectives. The overall nature of the present
research has been maintained at the ‘formulative.

exploratory’ level; with the scope that the findings returned
on anlaysing the emmpirical fata under this work would b
responsive enolgh to bring forth premising hypotheses far
ensying researchers,

Intellectual work-out prepared with the help of theoretical
material. The findings arrived at from this work-out are
presentod separataly

The primary data collected fram the Sample of 1080
respondents was processed With the aid of COmputer,
Similarly Statlstical analysis of the datz was dane with SCOPE OF THE STUDY
computer assistance., The geographical scope o
LEVEL OF RESEARCH to two Fast-growing, 2

Although the prima faeie hature of the present research Karnataka namely,

2ppears to be that of 3 'diagnastf:descriptiw' analysis and
INvestigation, it is tha malden venture in the research area te

present study s conlined

dustrialization.
I

o, . -
Hi
5
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The topical scope af the study is 35 depicted below, The
present study mainly €oNEerns with consumer and fast
maving consumer goods In Kolhapuf and felgaum district.
While consuming 3ny product consumer focuses on the

following -

1 Pre-purchase evaluation (need recognisation,

information search, and alternative solutions). This i
called "the buying hehaviour’.

3, Post-purchase pyaluation |satisfaction of dissatisfaction]
This in turn gives rise 10 two different approaches 10

management

i) satisfaction towards Product

i Satisfaction tawards the supported marketing activities.

There can be a long list of FMCG, however FMICG

“frequently used for consumption have been categorized

Household care personal care and Food and
Beverages, and are inchuded in the present study, with a view
to focus on the pre-purchase and post-purchase hehaviour,

unider

The analytical scope af the present study providas the

fuifilleent of the objectives of the study.
DPERATIONAL VALIDITY OF THE STUDY

The Phenomenon of FMCG expressed in the Introductory
paragraph of this chapter requires a0 in-depth study tawards

knowing the changes that come In the customer's

preferences, movement of market and the changing

catisfaction level of consumer

refors 1o the behaviour that
purthasing, USiNg:
services that they

The term ‘consumer’
consUmer display 0 cearching  for
evaluating and disposing of praducts and
enpect, Will <atisfy their needs. Consumers are Highly complex
individuals, subject to A variaty of psi,'chu'lagtrzal and
sociological needs, apart from their survival needs, Needs and
priorities of different consumerns segments differ drastically.
|n modern market consumers are more active and conscious.
Previously, company ‘anly manufactured the goods and sold
it. But, today the customer ©F cansumer demanded
sométhing meore and atcording. 0 that the company
manufactures the goods.

The most important thing is the changing leve! af the
CONFUMET pehaviour and their satisfaction at every step. The
griat help 10 eych companies from
perfarmancs and

of
of improving the

present study will be
the point of wlew

efficiency of the cormpany In market.

in the present study, with reference 1o COMSUMET

satisfaction rowards fast maving CONSUMET goods functioning

in the Kolhapur and Beigaum
made an attempt 10 gather all relevant and up-to-date

Oistrict, the researchers nas

ol 4 No,1 July - December 2015
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Information regarding the satisfaction toward the fast moving

copswmer goods, The resgarcher made an seternot to study

the factors changing the level of catisfaction in twe diffarent
districts, and collected

the

the opinion af the middiermen ant

=gles-force regarding problem experienced by them in

managing the consumet.

analysis of the intormation {s made
espechally with a wview 10 identify the sltuation and 1o know
which change the satisfactian lewel. The
FMCG companies

The presentation and

the consequences
study thus ronducted will prove
pperating In fothapur and Belgaum district and in boundary
ctate a5 well as othet manufacturing and

useful to

repion of the
sprvices oriented companies in general,

Taday's wotld 15 af Globallzaticf, At intetnational jewel,

the condition of |ndian economy I€ not very good, ! Is 1
developing s1882 There is a rapid growth In thie firms in india

The demand for gﬂﬂdifpmdut‘fﬁ in the post liberalization

pericd has gmerged as @ very powerful stimulant o Indian
peonamic development and the international capital flow.
The Indian economy 15 poisad 1o become the fourth fargest in

the warld in the pext W decades. The statistical record

shows 2 staady growth for Indian industry in the decades.

However, the plan will materialize only when all the

“aspects g0 propefly. For \ndian/Foreign Company, there iz 3

74

consUmer, their level of zatisfaction

If they proparly satisfy the
plsinessat global

need to understand the
and the market condition.
consutmer, they haye chance to spread the
this study will - prove significant 19 the companies

Furthéer, this study %

[evel.
ppergting in India as well a5 abroad.
helpful to the newly started and well extablisned

poually
y out 1o design marksting

companies. It will also find 2 wd
strategy and spgmentation of market in the light of consumer

tiehaviour and satisfaction;
LIMITATION OF THE STUDY

The following may be presented as the limitations of the

presenutudv

[y The present study has included urban and
is gengra-ph'n:.al scope. The patlo - temporal perceplio”
of the respondents {n each of these areax differs widely
and may have accordingly influenced their regponses o

rural areas in

the question falre.

Consumer <atisfaction In EMCE |5 raising peeurrance il
|ndia and its basic ntions are still Lo peach in Tural aress
while processing the data. The

w o guestions and statements

(if)

This becomeas evident

FERSOETCNET

4haut satisfact) fully understood by thee

respondent ydy may, tharefors

gy b milieu, pyat NECESSATY

- o
E|
=

have to ré

ARSI i

\. -ﬁ;\
" a S M'{r;}y‘/
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lil) Under the present study, the respondents include both
customer and consumer. This heterogeneity often
increases a dichotomy betwean the perceptions of &
particular aspect of satisfaction, creating negative or
positive  prejudice at the individual level The
questionnalre administered to the respondents was not
constructed to measure the influsnce of these prejudice
on the responses rendered,

CHAPTER SCHEME
This study is arrahged into Seven Chapters as under:

Chapter - | ; Introduction and Research Design:

In this chapter, & comprehensive discussion of the
research topic, objectives and methodolegy complied in the
present study, level of research, sources of data collection,
sempie design and operational validity of the study, ete, has
been included.

Chapter - Il : Review of Literature:

The researcher has evzluated varous Magazines and
Books ‘of |ndian and F oreign authors, Internet Articles,
Published  research papers of different Natlanal and
Internatienal conferences related to Cansumer behavigur,
Consumer Satisfactlon and FMCG, and Ph.D. Thesis an
markating,

Chapter - Il ; Marketing of FMCG ond Constimer Satisfoction

=An Overview:

In this chagter, the real thearetical greundwork has been
developed from different core books of well known authors,
eipecially from the Book of Indian and Forelgn authors; from
the websites related to consumer behaviour and satisfaction,
FMCG, Marketing and from the articies of the experts.on the
subject and thie sams had been presented in the summarized
farm.

Chapter - IV : EMCG Sectar in india =An Overlook:

The current scanaris of the EMCE sector fn Indla,
leading companlies, carper opportunities as well as the
growth prospects have been covered in this chapter.

Chapter - V : Profile af the Study Area:

A geographical, socio-cultural, industrial and educaticnal
profile and spedally profile of development of FMCGs in the
Kolnapur and Belgaum districts have been offered in present

the

chapter,

Chapter - VI : Data Analysis, and

Interpretation:

Presantation

techniques - 'Percentiie method, Mean, S0, Chi-square and 5-

PFaint Likert type Scale’

Chapter - VIl : Findings and Suggestions:

On the basis of chapter-Vl researcher has glven
suggestions that are useful to improve the |svel of
satisfaction of cansumer towards the FMCGs in Kolhapur and
Belgaum district,

*  Appandix

*  Bibliography

FINDINGS AND SUGGESTIONS

*  Findings: _

On the basis of analysis and Inreriuratarl‘on of the data,

the researcher would liks to put forth the few observations
with respect to the various aspects refated to:
* Socio-Economic Profile of Consumer,
*  Pre-Purchase Behaviour of Consumer,
*  Post Purchase Behaviour of Consumar.
*  Socio-Economic Profile of Consumer:
It is observed that most of the women are involved in
buying of FMCG, The females have dominance role in
buying of FMCG as eompared to other family members of
the family. This situation has been seen in both the
boundary level regions with a notable higher proportion
in Belgaum as compared to Kolhapur. (Table No. £.1)

# It Is found that mest of the respondenis who  are
involved propartionately high in shopping of FMCG for
thelr family are from the dge category 21 to 40 years,
This situation has been seen in both district with higher
percentage in Belgaum as compared Kaithapur, (Table Mo,
6.2} ]

#  Majority of respondents from both district are wem ©
educated with Post graduation, The higher propartian of .
well educated respondents js found in Kolhapur as
tompared to those in Belgaum, (Table No. 6.3)

that most of respondarit's QLcupation Is service

»

# It s seen
(employee) and they are employed In Public sector |n
bath district. However the higher partion of employees is
observed in Kolhapur distriet and the sector wise analysis
indicates that in Belgaum: district the percentage of
employees warking in public sectar is higher, (Table Mo
B.4and 6.5)

*  Pre Purchase Behaviour of Consumer:

Conceptun! Awareness towards FMCG:
Majority of respondents are regular buyer of all type of
FMEG and since last 3 years most of buyer consuming @

specific brand of FMOG except Food and Beverages
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prodoct (since ast 3 year)in both district {Table Mo. 611
and 6.12)

»  Further it s poticed that in path district snough they arg
regular buyers of EMECG, they 278 pnaware with the exact
nature and con cept of FMCS,

{Table No. 610 ard 6.10A]

& Convenience for Shapping of FMECG:
with regards to convenience for <honping the preference

like shopping frequency, PIRCE: day, time elot, mode of

payrment and transport has been anakysed in chapter & and
the conclusion drawn here are a3 follows -

% it found that i both district the frequency of sHappIng of
e Food and Beverages is weekly and personal care i

&? fortnightty while Household £are products purchase o1
S nanthiy in yolhapur and Formightly In Belgaum. [Takle
Mo, B.13)

% It seen that the most of respondents are purchase all
wpe of EMCG  products trom  Grocessary in hoth
houndany region. Wwhile testing o hypaothesls |t proves
that the shopping place and tYRE of FMCG are dependent
in both districts. [Tahle Mo §.14 and 5.88)
mMost of the respondents prefer weekend for the
<hopping of FMICG. (Table to. 6.15)
¥ IS exhibited in path the district that majority of buyer

prefer pyening time slat far chopping of FMCE except

"f

food and Beverages :wnvenlent] in Belgaum and they
spend 30 minutes to B0 minutes on shapping of each
category of £MCG, (Table No. £.16 and 6.17)

% it found that while buying all type of EMCG products
miajarity of buyers use wCash’ a5 mode of payment in

poth the districts. [Table Ne. 6.18)

W'

it revealed thats for the transpartation majerity of
respondants use two-wheeter i oth district white
shopping of FMCG- [Table Mo, 6.19)
& Verification of Information prior 1o pur:ha‘se'FMCE-.
Today the consumers are well educated ang are more
conscious while buying the products They search and assess
the Information apout the product, and while puying the
products, verify tne said jnformation with the product, The

gmpirical data ts analysed and tested through the hypothesis

s drawn the Following can clusiens =
5 |t seen that 3 large mumber of respondents B
sufficient information pastly of wranded F

compared 10 unbranded in both the districts.
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{he propertion i very high in gothapur districl. [Table Mo
634 and .35

¥ RIS ahserved that a most of the respondents warlfy and
gesass the informatich at proguct wiile  BuUyIng of
personal care and Food and Beverages products 3%
compared 10 Househald care products N hoth the
districts. (Tahle No g2l

% ltseenthatad Jarge number of respongents in all category
af FMECG yerify the Label and Price m'lmted ari produck N
both district. [Tabie NO. 65.27)

- faund that rnajority of the respondents verify the
packaging af tha FMCS while shopping of Personal care
and Feod and Beverages products 23 compared 10
chsehﬂld care products i hoth district, {Table No. g.:27)

v Whilz shopping of rood and Beverages and Persanal care

products mast of the responcdent’s smpnases of

|ngredient of the produth, sigle panal inform stion, date of
manufa:turing and exgiry apd smell of product. (Table

Mo. 6.27)

» Most of the respnn:ien':'s emphasis (5% an quantity

printed on product, flvagur, fresnness: and warranty and

Guaranteg of FMCG products. (Table Mo 5.27)

¥ It also revealed that the testing af hypotheses proves

that the respandents verify 1ne label, packaging:

ingredients and price printed on aroduct whereas they

do not yerify the quantity printed on EMCG product
(Table No £8810 690

. PpostPurchase gehaviour of Consumer

& Satisfaction towards products:

Customer penelits and buying motives are closely

connected with each other. value grientation and product

jevel wp-gradatian are Thils closely finked. Value gadition s

the end purpose. identifying the attributes o pe provide

\neorporating {hem in the product, and differentiating the

product In market. Thus 1§ statements {5r.No.19 10 13 and 25

to 38), 2 dimensions of significant varieties (5 Wo.24) and 12
attributes of products L5r.Nu.3—ﬁ'| are identified Jnd analysed

and following conclusions are drawn—
product

% Inothe fight of consumer satisfaction fowards

with repard 10 Househaold care category, It is ohserved

¢ the atisfaction el in Kolhapur district is at ‘aood’

mong 11 cratements, g dimensions of significant

jewy and 7 product antributes While in Belgaum

tn
Eﬁ:{ e lavel of gatisfaction 13 at ‘Good’ ceale amnng
O
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7 statements, § dimensions of significant varieties and 5

product attributes,

Fram the: shave discussion it is naticed that In both
district, not a single statement, dimension of significant
varieties and product attribute exhibited ‘Excellent’ spale,
Howeyer the overa|| satisfaction leve! towards Househaid

tare product Is-higher in Kalhapur district g5 compared to
Belgaum district, (Table No. 6.43)

With regard to Persanal care category, it is found that
the satisfaction lavel in Kelhapur district is at ‘Excellapt!
scale among 2 stataments and 2 dimensions of significant
vanetes whereas at 'Gong’ stale among 12 statements,
& dimensions and 10 product attributes, Contrary in
Belgaum districs, the level of satisfaction at 'Good'
scale among 7 dimensiong af significant varleties and g
Satements and produet attributes 2ach. There 5 no
single stateming product attributes or dimensions of
significant varieties exhibited Exeellant’ scale in Belgaum
district, Howeyar the ievel of satisfaction s towards the
Personal care prodycts is higher in Kolhapur, (Tabie Ng.
6.53)

As far as Food and Beverages Category, it is seen that the
Satisfaction level towards products in Kolhapur dis trict is
2t “Excellent’ scale dmang 3 dimensions of significant
varieties, and 1 statermone and product atfributes each,
‘Good’ sealm amang 14 statemants, g
Contrary in

whereas at
dimensions and g product  attrlbites,
Belgaum, among all statements, dimensions and product
attributes unger study no gny statement, dimension or
attributes exhibiteg ‘Excellent’ scale. o tlear that the
satisfaction leve| towards product in Food and Beverages
Category is higher |n Kothapur district as fompared tg
Belgaum district, (Table No, 6.63)
However the overall satisfaction
difmensians  of significant
broduct attributes with regard to FMCG s higher |
Kolhapur district 45 tompared to Belgaum district, (Tabje
No.6.73, 6,74 ang B.75) .

level towards the

statements, varietles, and

Satisfaction towards Prige-

Te svaluate the satisfaction laya| towards price, 11
statements {5r.No4% 1o 51 and Sr.Na.5a to 53], and 13
attributes  (5r.Ng.52 and 53 are determined  and
analysed and fallowing obse rvatiors are drawn-

With regard to Household care products, it is observeq
that the sarisfaction leyel towards price 5 gp Good’ segie

L

w

¥

among only 1 statement and § attributes In Kalhapu

whareas jn Balgaum, it is among 2 statements and £
attributes.
{Table No, 6.45)

With regard to Personal care products,
15 at 'Good' scale among 2

It revesled that
the satisfaction lovel
statements and 11 attributes in Kolhapur whereas i
Belgaum, it is among 1 statement and attribute each

[Table Na, 6.55)

With respect to Food and Beverages products, it Is seen
that the satisfaction feyel is at ‘Good’ scale amang 2
Statements and 10 attributes whereas amang 1
statement and § atlributes in Belgaum district. {Table No.
6.65)

There is no single statement or attribyte exhibigs
‘Excellent' scafe ameng all category of FMEG in buth"
district. {Table No. 6.45, 655 and 6.65)

With respect to consumer satisfaction towards price with
regard to FMCG, it i haticed that the satisfaction level
towards the reasonable price ¢ tompared to produyce
attributes is at ‘Good’ scdle in Kelhapur wherzas at
Aversge’ scale in Belgaum. While in statements related
to price is at ‘Average’ scala in both districts. (Table No

6.77 and 6.78)
Satisfaction towards Advertisement and Promotion
With view to Bvaluating the level of Satisfaction towards

Advertisement and Promation with regard to FMCG, total 11
statements (Sr.Mo.60 to 69 ang 71) and 9 saimg promation
tools (3r.No.70) aro identified and analysed and the followin

conclusions are drawn =

=

e

With regard ta Household cars Category, it s observad
that the satisfaction level towards ads andg promaotional
tools s at ‘Gong itale among 4 statements and 3
promational taols whersas in Belgaum district is
2Mong ¥ statemeite and 1 Fromotional ton), iTable No,
6.45)

As far as Personal RArE calegory B it seen that the
satisfaction fevel towards s and promotional tools {5 at
‘Goed" scale among only 9 statements wheraas not single
bromational toal exhibited “Excallent or good' scale;
While in Belgaum district, the satisfaction leviel s a2
‘Good' scale amang 4 statemente and only 1 prometional
toal, (Tag

AEvarages category in bath distriegs,
of satisfaction toWwards Ads ang

Lood' scale aMOng 9 stataments

.
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performance with

and 3 prornuﬂnnal. roals whereas jn Belgaum t-is
exhibited onlyin 3 statements. {Table Mo. 6.76)

There is no 3 single statement of promotional tool
exhibited “fxcellent’ scale In all category of FIMCG in both
district. However the levet of gatisfaction towards the
sdvertisement and promotional tools with regard 10
FMCG is ipyerage’ in heth districts. (Table NO. g.79 and
£.80)

satisfaction towards overall performance:
To measure the eonsdmer sgtisfaction rowards pverall

pegard 10 pMeG, 11 pammcters

{5n1‘~!a.1ﬂ5‘a 3rid 2 statements II,Sr.N-::.m‘I and 108) related 10
extisfaction and performance were (gantified. 4N the basis of

S

C

<@

yhese statements, the following opservations are drawn-

Wwith regard to Househald care category, the satisfaction
{pyel tawards the gverall performance i at ‘Good’ amang
10 parameters and 2 statements in Kolhaput district
where as It s amang B parameters and statements
whereas it s near 1o Good IR Beléaum district. {'fahle M.
6.50)

ps regard o personal care category, it s revealed that
the satisfaction \evel towards averall performance pf 10
parameters and 2 statements gach is al iGaod’ scale in
both districts. (Table No- §.60)

Wwith regard 12 food and peverages products,
satisfactian javel towards the cverall performance is at
‘Good’ ameng all parameters 4nd statements in Kolhapur
district whereas in Belgaum district it is among 9
paramelers and 2 statems nts, {Table No. 6.70)

the

However the eatisfaction 1owards overall performance of
FMECGis 8t ‘Good' scaien hoth districts. {Table No. 6.84)

gatisfaction towards FNICG:

satisfaction powards

The analysis af measuring the

EMCG, it s observed that =

s

s

Thz saticfaction level rowards the Hnusahuld care
category I poth districts s pear o ‘Good'

there s no much difference in the gatisfaction jevel of

seale, ant

respondents.

The satisfaction evel towards the personal care category
in Kolhapur district i at 'Good' scale whareas near to
'Good' scale in Belgadim dl;tri;.'.'l:. However the jevel of
satisfaction s petter in folhapur district a8 compared 10
gelgaum district.

The satisfaction jeye! toward food and Beverages in bath
the district 15 at ‘ood’ scale. However Ihe satisfaction
|eel ks greater | Kolnaput 23 compared 10 Belgaum.

vol. 4 Ne.1 July =

b
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The satisfaction leval towards FMCE {Ageregate af all
categony s at ‘Good' scale’n Kolhapur district whereas it
s near to "Gopd' scala in Belgaum district. (Table NO
6.85)

suggestions:
1n view of the sforestated econania of hoth regions, the

researcher i made an attempt 10 put farth the constructive

suggestions with a view 1o

e

different communication appro

who have |pes

prepare the prior purchase mid-setup of consumear.
frame the errategies towards how to retain COnSUMETs
on the basls of post purchase pehaviour af consumEers.
Commuuiﬂtinn and awareness programme:

profiles should PE
and thelr

Region wise specific consumer
developed 0 understand the CONSUMET

characteristics 10 |dentify the target market

Consumes shopping Eehaviour should not pe without

puidance. The consumers should insist @n information
with regarc 10 product, price; guality, guantity te. They
chould not purchase inferior guality poods.

A it is found that the awareness rowards the conceptual
knowledge of FMCG and its category it poor, I I
necessity that the FMCG pampanies should focus ©n
awareness companian an

Fwareness and fun the

different lawel wgwards 1he conceptual krowledge af

FMCG which 1o companies 10 cale the proguct eatily in
markel

There are tWo distinet sagments in both distrdis that
require different pammunication spproaches. Cne set of
villagers are less sducated when compared 10 thelr city
{urban} caunterparts. They can understand anly local

and they have their own method  of

[dentification of product and commuy
They do purchase branded packaged poods simply

languages,
picate Wwith retailer.

gomeans rewmmended the walue assaciated with

branded produdts. Contrary 10 this,
cegment of consuimens who are well aducated, who redd
gnd they &E

thare 15 olher

and pronounce gaslly the name gr brand
also brand CONSCIOWE and ask far brand

The Implicaticn to marketer s that, they have 8 design 3
aches for these CONSUMErs

The willagers ean

Jve capabilities,
fy. They can process fjnear,
with beginping eniing and
LSARE rendaring there I8 8

sl (s diatect speciiic.
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<= Product: dug permission of concerned owners of houses
# The product offered by the retaller should fit into the bulldings.
living standard of people. In respect of FMCG products “  Retailer:
guality, ingredients should to remain in product till the * The malpractices of the retailers are the great
last usage of the product constraints In the development of markets, Ratail
*  The product attributes like size, design, quality, smell etc. should try to Improve falr business practices. They shau
should be developed in such  way to suit the consumer be creating the reliance by providing value adde
perception and contributes to attain the retailing goals, services like ample parking, decorative atmasphen
»  The brand names of the praducts sold in markets should display of products, quick service etc. to eansumer. _
be easy 10 pronounce and remember Also assure the  »  The retailer being the ultimate person in the distributin;
customer by providing him quality product, good service channel, he should be Properly encouraged by the
ete. which will aid to survive and stand in competitive manufacturer by providing him henefits in the form of
market discount, free samples coupons; gifts ete. The mativated
®  The FMCG sold in these markets should be focusad on retailer helps a lot 1o increass turnover of the products.
pricing rather than brand bullaing and positloning. Price Similarly it Is also quite essential to BIve surprise yisivg ¢y
i5 the criteria for Purchase decislans, at it shoyld be retall shogs and take the cognizance af any malpr e -
competitive one. The consumers are not guided by ifany an the part of retailer.
brands that have low functionality and high image. The > The retaller should be focus an the complaints of
buyers are stjl| wmwilling to pay for value additions, consumer, lighting arrangement, display of product, and
* Low priced producte will be more successful in thess dispiay of promotional schemes on baard, the behaviour
areas because of mind set of the cansumer. and proper dress sence of the staff which develops the
#  Proper disclosure of the £redit terms and rebate on Image and motivated the consumar for buying in certain
Prices ensure the confidence of an the part of retailer as shop,
well as consumers, and ultimate! iead to buildup good . s
Customer-retaller relationship. ' 2 ' Other Marketing Aspects:
Fromotion: » The FMCG companies that analyse and understand the
= Thera is need 1o =xplare the tocal markats such as weskly NEEGS and peculiarities of consumers have tested
bazaars, stalls, exhibitions ete. ang imprave them slowly Suceess. In the coming years, most of untapped markets
with trust creating activities. will be accessible to MNC due to the information
# Most of the consumers are Unaware  with the rechnoiegy and this should open Up new “business
promational schemes, So the marketer should creste the Opportunities to new FMCG firms which Increase the
IWAENESS among consumers about the promotional tompetition in these markets, It indicates the incregep.
schemes and activities, and Insists to consumers that mall eulture and changing: consumer shapping treny.
they demand it fram the retailer, towards such types of stores.
# The tonsumer goods should be promoted through the ®  Forthe develapment of such markets a3 holistic approach
Product demaonstration and samples, alming at removing all weak links of the marketing chain
= Marketer should focus en the Jocsl media  of it estential, and alsg there is need 1o devalop the

advertisaments like cable TV, radia, newspaper, digital
banner, poster aiy wall painting wherevar possible with

84

marketing research programmes to develop an ordarly
and efficient marketing structure,

ek




indiitae o€ Managemeni «od !

m ' of [ i i
RMR  VWRDA

nagement Review

Rural Ma

~tiVolume-1: Hlssue=10 " Januany-June 201555

In This Issue

« An Evaluation of Manufacturing Technology management in selected
Manufacturing Engineering Units in Kolhapur District.
Prof. Sanjay A. Jadhav, Dr. P. P. Deshmukh

. = ATroubleshooting Framework for Crop Disease Diagnosis System with Special
Reference to Green Bell Pepper.
Prof. V. N. More, Dr. P. P. Jamsandekar

= ‘Challenges and Opportunities in Management Education in India.
Dr. Amardeep D. Jadhav, Dr. S. B. Sawant

" Knoﬁi&;ﬂgggmatiun using Nonaka's Model.
Prof. Sampada S. Gulavani (Toro), Dr. Milind Joshi.

« LINQ to SOL Overview for Beginner.
Prof. Shabnam 3. Mahat.

. Maricetfng _ﬁommunicaﬂuns for Effective Marketing.
Dr. AshwiniA. Rodrigues, Prof. Vrushali R; Kadam

' Pnstﬂii‘rn!i&gg- Behaviour & Gopsumer Goods :
An Emperical Study with Regard Food & Beverages.
Dr. Sudhir Atwadakar,

< 'Power Line Communicatin : A Green Computing.
Prof. Viarsha Mohite, Prof. Tejas Kandgaonkar.

= Problems And Prospects of Women Entrepreneurs in Sangli.
Prof. K. Venkatesh, Dr. M. M. Ali.

» Self Help Group and Sustainability.
Prof. Meenaxi Kamat.
= Study of Placement Activities of Selected Management Institute

in Kolhapur District.
Dr. C. S. Kale.

~ Bharati Vidyapeeth Deemed University, Pune
Institute of Management and Rural Development Administration, Sangli.




T S——

g (Rural Management Review ;
(INDEX

0 An Evaluation of Manufacturing Technology Management in
selected Manufacturing Engineering Units in Kolhapur District. ..o 2
Mr. Sanjay A. Jadhav
Dr. U .M .Deshmukh

O A Troubleshooting Framework for Crop Disease Dmgnusu S}fatem
ERTT R TR AT R L L L L LAl 9

with Special Reference to Green Bell Pepper ... v,
Prof. V. N. More
Dr. P.P. Jamsandekarm
O Challenges And Opportunities In "vlnnagement
Education In India - B e o= isasiie: 10
;. Dr. S. B. Sawant
h Dr. Amardeep D. Jadhav
00 Knowledge Creation using Nonaka’s Model c.ccoccvisiisiansnninniicsennas 23
Prof. Ms. Sampada S. Gulavani (Toro)
Dr. Milind Joshi
O LINQ to SQL Overview for Beginner ..o wee 28
Prof. Ms. Shabnam S. Mahat
0 Marketing Communications for Effective Marketing ..ocooeeeesimsssssmsreese: .30
Ms. Vrushali R. Kadam
Dr. Ms. Ashwini A. Rodrigues
\/J::I Post Purchase Behaviour & Consumer Goods :
An Emperical Study With Regard ... 38
e Food & Beverages
Dr. Sudhir Atwadakr
O Poweér Line Communication: A Green Computing ....cecsesssssssnins e |}
Prof. Miss. Varsha Mohite
Prof. Mr. Tejas Kandgaonkar
O Problems And Prospects Of Women Entrepreneurs In Sangli. e 53
K. Venkatesh
Dr. M. M. Ali
O Self Help Group And Sustainability ..o s I8
Meenaxi Kamat
O Study of Placement Activities of Selected _—.
e OB

Management Institutes in Kolhapur Dis v{_
Dr. C. S. Kale

Walum - 1'® Issue : 18 Jan/June 2015

(Rural Management Review )




highly persenal assessment thatis grea

s

[

POST PURCHASE BEHAVIOUR & CONSUMER GOODS :
. AN EMPERICAL STUDY WITH REGARD
FOOD & BEVERAGES

ABSTRACT:
With the rapidly growing economy,

expenditure pattern and upper shifting of class of number
is set to take a big leap. Rising per capita income, increase

caused rapid growth and change in demand paiterns of consumer.
d food. India needs more investment in the food-processing and

marketing strategy determine the organisation

has shift to processed and package

beverage industry. Consumer's reactions io the

success or failure. In the competitive environment, 0
lue the organisations require doing a better job of

ds than the competitor. The right combination of

value to customer. To provide superior va
anticipating and reaching to the customer nee

marketing mix meets the customer expectations and provides
paper is to carryout in depth study of post purchase

mix which influence the consumer satisfaction.

Key words: Consumer, Value, Satisfaction, Ma

1. INTRODUCTION:
From the beginning of the “customer

service revolution” almost 30 years ago, a body
of business research has focused on customer
gatisfaction. Many marketers, business
consultants and others have worked to identify
the characteristics of organizations that
consistently give pleasure to 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 histher experience with the
organization. The definition of customer
satisfaction has been widely debated as
organizations increasingly attempt to measure it.
It can be experienced in a variety of situations

and connected to both goods and services. Itis a
tly affected

Dr. Sudhir Atwadakr

Associate Professar,

Institute of Business Management &
Research, Pune

Sudhir.atwadkar @ gmail.com

M. 9860033688/08275001199,

rising disposable income, changing consumer

of families, the consumer products market
d literacy and rapid urbanization have
More than 300 million people

rganisation can survive only by offering more

superior value. The purpose of this

behavior i.e. satisfaction in relation to marketing

rketing mux, Straregy.

by customer expectations. It is based on the
customer’s experience of both contacts with the
organization and personal outcomes. Customer
satisfaction differs depending on the situation and
the product or service. A customer may be
satisfied with a product or se rvice, an experience,
a purchase decision, a salesperson, store, Service
provider, or an attribute or any of these.Marketer
takes the efforts to make their customers delight
and see customer satisfaction as the key to
survival and profit. Marketers monitor customer
satisfaction in order to determine how to increase
their customer base, customer loyalty, revenue

profits, market share and survival. By providing
uire the organisation 1o

superior value req
better job of anticipating and reac
customer needs than the competit

g s
combination of marketing mix mgets. he
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customer expectations and provides customer
value.

With a population of more than 1 billon
peaple, India is an important market for FMCG
players. During 1950's to 1980's, there was low
investment in the sector as the purchasing power
was low. The existing companies were purely
focused on the urban areas. However, post
liberalization the scenario has changed with
marking the entry of the MNCs into the country
and the focus shifted from the urban to the rural
areas. Also, the government had put a lot of
emphasis on the development of the small-scale
sector. With the rapidly growing economy, rising
disposable income, changing consumer
expenditure pattern and upper shifting of class
of number of families, the Indian consumer
market is set to take a big leap. The rising
aspiration levels, increase in spending power has
led to a change in the consumption pattern. This
would unleash a latent demand with more money
and a new mindset. With growing incomes, the
consumer goods market potential is expected to
expand further. Fast Moving Consumer Goods
(FMCG) goods are popularly named as
consumer packaged goods. Items in this category
include all consumables people buy at regular
itervals. In India, FMCG sector consists of three
product categories each with its own hosts of
products that have relatively quick turnover and
low costs: Household Care, Personal Care and
Food & Beverage.

Within the FMCG sector, the Indian
food processing industry represented tremendous
growth. According to the Ministry of Food
Processing, the size of the Indian food processing
industry 1s more than US$ 100 billion including
USS$ 30 billion of value added products, The size
of the semi-processed/ready to eat food segment
is over US$ 5 billion. Large biscuits &
confectionery units, processing units and glucose
producing units have also come up, catenng to
domestic and international markets. The Indian
beverage industry faces over supply in segments
like coffee and tea. Indian hot beverage market
15 4 lea dominant market, Consumers in different

parts of the country have heterogensous Lastes
The total soft drink market is at 400 million crates
a year. The market is highly seasonal in nature
with consumption of soft drink. The market is
predominantly urban with 25% contribution from |
rural areas. More than 300 million people were
shift to process and packaged food upto 2011.
India needs more investment in the food-
processing industry.

The basic belief of any FMCG oriented
company is that the customer is soul and the hub
around which the business revolves, Therefore,
understanding what makes customer in geneiai
buy and what makes your customer in particular
buy is a vital part of business success. It means
in ever changing market environment, there is a
growing concern or awareness among marketer:
to go for careful study of the consumer around
which all marketing activities are made.
Consumer’s reactions to the marketing strategy
determine the organisation success or failure. In
the competitive environment organisation can
survive only by offering more customer value.

This article attempts to study the
problemsoccurring in consumer satisfaction in
relation to marketing mix, on the basis of which
required level of consumer satisfaction being
affected in Food & Beverages products in
Kolhapur district. The various problems are lack
of product flexibility and features, be deficient
in price flexibility, lack of promotional activities
and information, problem faced by consumer in
availability of goods, conduct of retailer and sales
people towards customer and malpractices.
1.1.Research Objectives:

i) To study the impact role of product in
relation to consumer satisfaction.

ii)  To study the price sensitivity in relation to

consumer satisfaction.

To observe the promotional activities in

relation to consumer satisfaction.

To study the role of place in consumer

satisfaction.
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hﬁ Research Hypothesis:

Having decided the research objectives, the
following research hypothesis emerges:

i) There is significant relation between
product and consumer satisfaction.

iiy Thereis association between the price and

consumer satisfaction.

The promotional activity influences the

level of consumer satisfaction.

The place influences the level of consumer

satisfaction.

v) Thereis association between the physical
evidence and consumer satisfaction.

vi) There is correlation between people and

consumer satisfaction.

There is significant relation between

process and consumer satisfaction.

1.3. Theoretical Framework (Model)
of The Study: _

As Henry Ford has rightly said, “If there
is any secret of success, it lies in the ability to get
the other persons point of view and see things
from his angle.” Every marketer today is engaged
in working towards satisfying every consumer
for; they have realized that, while marketing is a
core element of management philosophy, its
success lies in focusing more o satisfying the
needs of their customer.

In the present situation of the marketing
practices, the study of consumer pre and post
purchase behavior e, consumer satisfaction is
an effective instrument 10 improve the SUCCESS
and performance of any organisation. To improve
the level of satisfaction of consumer and develop
the various strategies, & theoretical framework
(Model) has been designed based on the
following variables.

Tndependent Variables | Dependent Variables
Product N

Price

Place
Promotion
“Physical Evidence I
_Penple____ ___—

Process {
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iii)

iv)

vii)

Qatiefaction

Consumer Qatisfaction & s

The companies are using various
combinations of Seven Ps i.e, marketing mix 10
add value to the final product which will reach
the hands and satisfy to consumet:

i) Product :
Can be anything offered to market for

attention, acquisition, use and consumption that
might satisfy a need or want. Itis key element n
the overall market offering. Marketing mix
planning begins with formulating an offer that
brings value to the customers. This offering
become the basis upon which the companies
satisfy and builds profitable relationship with
customer. Today, as products become more
commoditized, many organisations are moving
{0 4 new level in creating customer value for their
customers. To differentiate their offers, beyond
simply making products and delivering services,
they are creating value and managing Customer
experiences with their product.

ii) Price :

It is the amount of money charged lor a
product. It is also consider as the sum of the
values that consumer exchange for the benefits
of having or using the product. Historically, price
has been the major factor affecting buyer choice.
In recent days non-price factors have gained
increase importance. Price is the only element
in the marketing mix that produces revenue, all
other elements represents costs. Some of
organisations view pricing asa big headache and
do not handle pricing well. The organisations arc
too quick to reduce prices in order to get @ sale
rather than convincing buyer that their products
greater value is worth a higher price. Reducing
price annecessarily can lead to lost profit and
damaging price War. The smart organisations
treat pricing as a key strategic tool for creating
and capturing customer value,

iii) Place :

A set of interdependent organisanons
that help make a product available for use and
consumption by consumer or user. Few
producers sell their goods directly 1© the final
most of use intermedianes 10 bring

user. Instead,
1w Jan/June W5

® Valum @ L® lssue




their products to market. From the economic
systems point of view, the role of marketing
intermediaries is to transform the assortments of
product made by producers into the assortments
wanted by consumers. The making products
available to consumers, channe] members add
value by bridging the major time, place and
possession gap that separate goods from those
who would use them. Marketing channel
decisions directly affect every other marketing
decision, and increase cost. An individual firm’s
success depends not only on how well it
performs, but also on well its entire supply chain
and marketing channel competes with
competitors’ channel. In contrast many
organisations have used imaginative distribution
system to gain a competitive advantage.

iv) Promotion :

Promotion is not a single tool but rather
a mix of several tools. Under the concept of
integrated marketing communication, the
company should carefully coordinate these
promotion elements to deliver a clear, consistent
and compelling message about organization and
its product. All of their communications must
be planned and blended into carefully integrated
marketing communication programs. Just as
good communication is important in building and
maintaining any kind of relationship. It is crucial
element in organizations’ efforts to build
profitable customer relationship.Building good
customer relationships not only cause developing
a good product, attractive pricing, making it
available but also communicate their value
propositions to customers. Organisations need
to do more than just create customer value. They
must also use promotion to clearly and
persuasively communicate that value.

v) People :

[t is considering all the members who
participating in creation of product to delivering
it to consumer, including organisalions
employees, intermeditories, sales persons etc.
The organisations members have play an

important role to deliver satisfactory servizis Lo
customer. The member of organisation should
be developed to deliver the quality dimensions
i.e. reliability, assurance and responsiveness.
People should be considered as most useful
manpower available to any organisation and
effective utilization can directly improve
organisations performance, in term of revenue,
profitability and above all customer satisfaction.
vi) Physical Evidence :

Physical evidence in its many forms will
help the potential customer to evaluate the
prodict offering. Often customer evaluates the
product on physical evidence before it purchase.
The customer overall judgment of quality of
product can be an evaluation of both the process
and the outcome compared with the customers
own expectations and desired benefits.

" Consumner impression of quality will always be
subjective and based on their individual
perception of the physical evidence and other
elements of the product offering. Physical
evidence play important role in enhanciay
customer’s perception.

vii) Process :

Process is the way of undertaking
transactions, supplying information and
providing serves on a way which is acceptable
to the consumer and effective to the organisation.
In organisations, the system by which customer
receive, delivery response constitutes the process.
Though the consumer remain the part of the
product delivery throughout, but his or her
involvement from pre to post consumption stage
is not commonly practiced. Introducing a real
beneficial process, which needs to be a
systematic understanding the customers wants
and patterns of behavior, While designing a
process, the designer has to maintain a balance
betwee :Nﬂﬂﬂity. security, aesthetics and

I, asé by Customer. The process of adding

aw}lﬁe l__}i"u"_ﬁ‘h g system input and to create

2 'tpu_g;s'jig?,}'lich | seful for the customers.
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" Model of The Study:

=

Perceptions
* Behavioral Attributes

b Marketer Attributes

B
i

7Ps (Marketing Mix)
Product physical Evidence
Price Peaple
Place Process
Fromolion

Consumer Satisfaction \1

OICH
e

2. LITERATURE REVIEW:

A Review of Literature is important and
helpful as a background for the research work
undertaken. A summarized literature review 18
as follows:-

In recent days consumer in India is at
the point where there is 8 multiplicative effect
of income growth aspiration 1o
change consumption friendly ideology. In the
view of the above Chairman, Federation of
[ndian Chamber of Commerce &
Industry(FICCI) bas stated that the rural markets
have been a vital source of growth for most
companies.-He reveals that despite the hurdles
that the rural economy presents, corporate-rural
partnership can overcome these and bring about
positive results for both the entities. Partnership
needs to extend beyond agribusiness (Jiwarjka,
2004). The Indian rural market with its changing
business environment and demand offers ahuge
opportunity for investment. So the companies
modify their strategies with the structural change
Fast moving consumer

in organisation. The
are implemented

goods (FMCG) companies

organisational Structures designed to integrate |
|

consume and

cetailer-focused sales and brand-focused
marketing departments.(Dewsnap & Jobber
2003).

According National Council for Applied
Economic Research (NCAER), the mcome of
the average villager is ising. Recession is hardly
possible in rural India. Also, rural education
levels are rising because the efforts to the states.
The rural markets remain untapped because of
three D's: distance, diversity and dispersion
Babaria & Dharod (2009) observed that people
are becoming CONSCious about health and
hygienic. There is a change in the mind set of
the Consumer and now looking at “Money for
Value” rather than “Value for Money'.
Consumers are switching from economy 0
premium product. Because of changing
lifestyles, rising disposable income and such
factors, the willingness has been seen in
consumers [0 moye 1o evolved products/brands.
The most important thing 1o tap such markets is
the changing level of the consumer behaviour
and their satisfaction al every step. The
satisfaction is typically measured as an overall
feeling or as qatisfaction with elements of the
transaction 1n terms of its ability to meel
customers’ needs and expectations (Fornell &
Bitner 1992). Customer delight is as the capac iy
to provide the satisfaction with experience that
¢sranscends normal standards of quality
service(Lynch 1993). Bul as point out by
Anderson (1994), customer satisfaction 1s an
indicator to product 01 service, offered during
the purchase and repeat purchase period. It 1s
largely influenced by perceived value of the
product or service that the customer expenences
while purchasing and consuming product or
service.

3, RESEARCH METHODOLOGY:

The objective of this is to explamn
Jethods applied for the collection of
iy “ﬁgd interpretation of the data

|| JanSlune L5
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3.1. Research Design:
in this study, the Exploratory Research

Method was adopted to ascertain the impact of
independent variables i.e. 7Ps on satisfaction of
consumer in order to achieve required level of
satisfaction in the Food & Beverages.

3.2.Population of The Study:
This study aimed to find out the

problems of consumer due to which their
satisfaction level is being affected in Food &

Beverages. In this study, the population consists:

of all the customers & consumers who 1s
purchasing and consuming the Food &
Beverages products in Kothapur district.

3.3.Sample Techniques :
For this research Probability Sampling

technique has adopted in which Multi-stage
sampling method was used. On the basis of
higher population, Five taluka places was
selected to choose the samples from the
district. These taluka places are Kagal, Karveer,
Ichalkarangi, Gadhinglaj and Jaysingpur. By
using simple random sampling, 108 homes were
selected as samplefrom each taluka place, and
fill-up the questionnaire.

3.4. Sample size :
Five taluka places and 108 homes from

each taluka place were considered as sample. 108
homes were selected from maximum density of
homes located near to market. So the sample size
of the study was consisting of 540 homes from
Kolhapur district.

3.5.Research Tools & Instruments :

The research instrument for the present
study was questionnaire and through the data was
collected. A questionnaire consists of a set of
questions asked in questionnaire to the
respondents and answers are recorded by
researcher in a face to face situation. Efforts were
made to construct structural questions as far as
possible. Questionnaire of this research was
constructed in the light of 5 point LIKERT Scale
strongly agree to strongly disagree with |

interval. The LIKERT scale shows the intensity
of feelings of individuals towards objects.
4. RESULTS ON DATA ANALYSIS:

The main purpose of this is to carry out
the statistical analysis of primary data which was
collected with the help of questionnaire form by
the researcher himself in a face to face situation,
All respondents were interviewed personally. The
data was collected from various areas of different
Five talukas of the Kolhapur district. 540
respondents were taken as a sampled from Five
different talukas of Kolhapur district whom
questionnaires were distributed and interviewed
accordingly. Responses to each question ranges
from 1to5i.e. 1=strongly disagree, 2= Disagree,
3 = neither agree nor disagree, 4 = Agree and 5
= strongly agree indicating consumer
involvement and participation in buying
activities. The collected primary data has been
analyzed detailed in term of presentation of

results, tabulation and analysis of J-
statistics and correlation analysis and testing of
hypothesis.

4.1.Correlation and Regression Analysis:
Correlation and Regression analysis is
carried out by the use of Microsoft Excel and
SPSS (17.0). Through this analysis, Reliability
of the data, development of relationship between
independent and dependent variables
(carrelations), and validity of the model and
testing of Hypothesis has been found out.
Reliability of data was found by 93.5 percent
which was collected through independent and

dependent variables.

Reliability Statistics
Cronbach's Alpha N of Items
.35 53

F AL
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Correlation analysis dictates following:

= n Correlations =
Product | Price | Place Promotion FhgEll people | Process | Satislact |
| Evidence | fon |
ﬁﬂm ] an i - |
Curru]:ﬂun ; 350 | St 139 64l 565 | 692" T
Produet _S'-___“H-_- ._—————-—"___.___.——-———-—'_'___—--
ig, (2-tailed) 086 | 004 000 000 000 000 0k
([ | 540 __-‘*E_”___ii'iﬁ__iﬂ__-__jﬂ._-—___._f“ﬂ T L
Pearson - s - e
At 350 1 | o2 | 636 523 410 631 512
Corretation | | ——t——T— [ el oo (=
Price  [gjo (2-ailed)| 086 991 | 001 007 042 001 228
I —sap | 540 | 340 0| 4 540 540) 5401
Pearson = A =—adl B T ;
el Correlation _-._Slll po2 | ! se” | 74 | 642" LB 7007
ace | sig, (2-tailed) 004 | 991 001 001 000 059 000
r -—'——-—'—"'—-—-—-—'———-—' e | = e e
> |IN sa0 | sen | 540 540 540 540 540 sa0__|
PE.HJ.'S[E]. - s an e i = -._1
S ralaiti 39" | 636 | 562 1 862 628 788 742”
Pro Ty ____._.___________________._,______._________ =
motion [gjy, 2-tailed) | 000 D01 | 001 000 000 o0 | 000
h N 540 | 540 | 590 540 540 sa0 | 540 [ S40
Pﬂmﬂ e - an e wa ar e
_r s s | 5237 | 574 862 1 595 799 620
y | Correlation | il faslas®! MisceBE —= g g 5l f|
Evidence | Sig. (2-tailed) | 000 o007 | 001 000 0o o0 | 000
. [N a0 | 540 | 540 540 540 540 540 540
Pearson an . - e w L e
Coraliiion 565 | 4107 | 642 628 595 1 738 643
~ [sig @-talled) | 000 042 | 000 000 000 000 000
I.l' L .—-—-—-_-——-—"'___.———-—'_ ] e ————— [ s
N — 1 5en | 5% 540 540 540 540 540 540
Pearson | eon” | 6317 | M 788" 609" 738" ! 0T
"1 P ; i t iy 3 R
- | Correlation B T JAEE ) et
Sig, @-tailed) | 000 | 097 059 000 000 000 000
B, '___.—-—-—'_____.—-—-— .___._-.-—-—______.—-—-_ R e e
N sa0 | sS40 | 540 540 540 540 540 540
I'Eﬂ.‘l.‘sﬂn - Chd (1] T - (1]
: Coarrelalton 701 512 | 700 742 620 643 207 1
Satisfaction [gio (2 tailed) | 000 | 228 oo | 000 000 000 000
L IN a0 | 540 | 340 s40 | W 540 a0 | 540
——siaion s igoificant at the 0.01 level (LEEEE. |
+ Correlation is significant at The 0,05 level (2-tailed). L1 ==
9  Satisfaction and process has very strong significance based on 2 tailed tests.
relationship as indicated by $0.7% which 7 Satisfaction and people have relationship
have proved to be significant at 1 percent by 64.3% which have confirmed 1o be
levelof significance hased on 2 tailed (ests. significant al 1 percent {evel of significance
7 'There is Strong association of satisfaction based on 2 tailed tests.
and promotion by 74.2 % which have 7 The association has been observed beiwech
proved to be significant at 1 percent level satisfaction and physical evidence by 62 %
of significance based on 2 tailed tests. which have proved 10 be significant at ]
2 Strong association has been found between percent level of significance based on 2
satisfaction and product by 70.1% which (ailed tests.
7 Thereis average association of satisfaction

have confirmed to be significant at | percent
level of significance based on 2 lailed tests.
Satisfaction and place has strong
relationship by 70% which have proved 1o

be significant at

| percent level of

and price by 51 9 g, which have proved 10
.onificant at 1 percent level of
= based on 2 tailed (estS
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Model Summary’

1. | | _ Change Siatisties ,
I R | Adjusted | Std, Error of s = T Durbin-
Model | R Square Sig. .
' R Square | the Estimate df | df2 Watsun
Square i Change | Change Change |
1| o3| 879 862 1752223 | 036 6208 | 1 | 21 | 020 | 2393
‘3. Predictors: (Constant): Product, Price, Place, Promotion, Physical Evidence, People, Process
b, Dependent Yariable; Satisfaction

Through Regression analysis total 86.2 percent Satisfaction of consumer depends upon the

independent variables i.e. product, price, place, promotion, physical evidence, people, process.

4.2.Testing of Hypothesis:
Coefficients*

i v Unstandardized Coefficients sundar_;umi* " Sy ;

B | Std. Error CoelTicients 3
Product REL 103 Fesl 300 288 777
Price 323 163 =1t 268 1.984 2064
FPlace 406 d27 it 522 3.194 005
Promotion 336 190 ' 330 1.773 094
A iymont 270 114 pae 365 2375 | 030
Evidence
People 220 8 i ent 196 1.278 218
Process 992 | .51 [is 901 6.551 000
a. Dependent Variable: Satisfaction

Hypothesis # 1: There is a significant
relation between product and consumer
satisfaction.

Product has significant relation with
consumer satisfaction by 39% if comprehensive
product range, consistent quality, freshness of
product, replacement, convenient packaging are
to be monitored. The analysis shows that
Hypothesis # | stands true.

Hypothesis # 2: There is association
between the price and consumer satisfaction.

Price influences overall satisfaction of
consumer by 26.9% if offer cheapest price, no
variation in printed price and actual price, price
is reasonable in relation to benefits and quality,
difference in price of branded and unbranded
product are to be facilitated by the supplier of
FMCG. The result shows that Hypothesis # 2

holds true.
Hypaothesis # 3: The place influences the
level of consumer satisfaction.
Place strongly influence the consumer

satisfaction by 52.2% if conveiicin vwuics
location and hours, availability of product,
storage facility, order processing & cycle, home
delivery conveniences are to be given by the
marketer and seller of Food & Beverages
products. The result shows that Hypothesis # 3
holds true.

Hypothesis # 4: The promotional
activity influences the level of consumer
satisfaction.

Promotion has strong impact on
satisfaction of consumer by 33% if an ads
campaign, motivations, display, sales promotion
tools, trustworthy in schemes is to be ensured by
the marketer. This result shows that Hypothesis
it 4 stands true.

Hypothesis # 5: There is no
association between phvsical evidence and

consumer satisfaction.
vidences and consumer
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of living, involvement in purchase and awareness

ensured. The result shows that Hypothesis # 5

holds true.

Hypothesis # 6: There is correlation
between people and consumer satisfaction.

People and consumer satisfaction shows
average correlation by 19.62% if customer
interaction with person, Customer respect, service
by retailer and outcome of complaint are 1o be
considered in Food & Beverages products. The
result shows that H ypothesis # 6 holds true.

Hypothesis # 7: There is significant
relation between process and consumer
satisfaction.

Process has strongly relation with
consumer satisfaction bY 90.1% if product
modification, pricing trends, availability and
information of promotional schemes, enhance
state of existing life and offering value 10
customer are to be given by the seller of Food &
Beverages products. The result shows that
Hypothesis # 7 holds true.

5. DISCUSSION AND FINDINGS:

After collecting the data, getting
interviews from respondents and analysis of data,
the following observations have been found -

o It is found that there arc two different
segments  that require different
communication approach. One who 18 stays
.1 cities or touch with cities, well educated,
occupying service and use modern
technology. Another who are stays in small
villages, uneducated, act as farmer or labor,
less uise of technology and with traditional
conceptual knowledge. -

o It has been generally found that product
offer a bundle benefit which fulfill the needs
and wants of the consumer. 1f the level of
fulfillment is up 1O expectations they arc
satisfy and it exceed the customers are
delight. More than 60% of the respondents
satisfied with the comprehensive range of
products in Food & Beverages. 30% of the

respondents feel
in quality whereas

there s no variation in quantity printed and
actual. It also reveals that the freshness ol
Food and Beverages products is exceptional
(59%). 43 o respondent has agreed thal
there is convenient packaging for handling
whereas 64% respondents feel that these
packaging altracts the attention. Only 25%
of respondents are strongly agreed and
agree with the replacement facility in Food
& Beverages.

Most of the organisations
and fast changing pricing
Price is only element that generates revenue.
So pricing decisions can make or break the
organisation. Only 24% respondents feel
that supplicr offers cheapest price. Very few
respondents (25%) think that there 1s no
variation in printed price and actual, 35%
of respondents each were agree and
disagree with the price 1§ reasonable 1n
relation with benefits. More than half of
the respondents Were agreeing that compare
to quality the price is equitable. Half of the
respondents were feels the price difference
hetween branded and unbranded product
is justifiable.

It is found that 68% respondents were
agreeing with the Food & Beverages SLOres
located conveniently and the hours of these¢
stores are convenient. The study shows
there is regularity in the availability of the
products. 359 respondents think that the
order processing and order cycle time 15 fair.
More than half of the respondents are happy
with the slorage facility. Only 27%
respondents wWere agreeing with the home
delivery of the Food & Beverages.
Promotion is an important to device to the
organisation which provides offers,
information and creates awareness. 1118
found that 43% respondents Were agreeing
that an ad provides the satisfaciory
i seq whereas 38% respondents feel

today face fierce
epvironment
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than the print. 47% respondents have good
experience with the attractive and fair
product display. More than half of
respondents think the sales promotion
schemes are reliable while 47%
respondents were agreeing with availability
of discounts, free goods, gifts etc. in Food
& Beverages.

[t is observed that near about half of
respondents were thinks that the Food &
Beverages products solving the problems,
fulfilling the needs and improve the
standard of living of respondents. It also
reveals that these products suit the changing
preferences. More than 75% respondents
were agreeing with their involvement in
buying Food & Beverage. 46% respondents
were aware with the various brands of Food
& Beverages. More than 60% respondents
were feels that supplier of Food &
Beverages have high standard of hy giene.
The study reveals that sellers treat the
respondents with respects and 53%
respondents were agreeing with this. 42%
respondents were get wide and qualitative
information by sales persons and their
response was reliable. The interaction
(38%) and prompt service (49%) of sales
person inspired to buy product. 32 %
respondents get the fair outcome of the
complaints,

It is observed that more than half of
respondents were thinks that Food &
Beverages manufactures made regular
product modification activities. The study
shows the pricing systems were not
balanced by these companies. 43%
respondents were happy with the
promotional process. There is positive
response of respondents (45%) towards
standard and qualitative distribution system.
More than half of respondents were feels
that people provided excellent services. The
study indicates that 44% respondents were
thinks that the Food & Beverages

companies serve respondents by oifering
value and helps enhance staie of existing
life.

The study reveals that of the respondents
were happy with the Food & Beverages
products (63%). It indicates thal most of
Food & Beverages companies focus on the
product and its various attributes like the
comprehensive range of product,
consistency in quality and weight,
freshness, attention on packaging. The
satisfaction level towards the price (32%)

. is average. There is need to proper attention

on the pricing strategies.
The study also indicates 61% respondents
were satisfied with the distribution system.
It indicates that Food & Beverages stores
were convenient in term of location and
shopping hour, regular availability of
product, good storage facilities, and fair
order processing cycle and time. 43%
respondents were happy with the promotion
which indicates the excellent ad campaigns,
proper display of products and get the sales
promotion schemes - discount, free goods,
pifts etc.
It is found that 49% respondents were
satisfied with the people; it indicates
respondents get the wide and qualitative
information, motivating response and
interaction, prompt services, fair outcome
of complaint and respect to the respondents.
44% respondents were satisfied with the
physical evidence, it shows that Foed &
Beverages products were solving the
problems and fulfilling the needs, suit to
changing preference, standard of hygiene,
enhance standard of living and consumer
involvement of the respondents. 51%
respondents were satisfied with the process
which represents the regular product
modification, promotional activities,
stang;;d..di*uibutinn system, courteous &
gieeativedihyyior of personnel, offering
- Ny which will them helps
iting life,
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¥ 6. LIMITATIONS &
RECOMMENDATIONS:
6.1. Limitations :

The present study carried out with
regard to Food & Beverages in Kolhapur district.
While collecting data numr of limitations faced
by the rescarcher. The major limitations were lack
of positive response of respondents, inferiority
complex in respondents and time limit.

6.2. Recommendations

In view of the aforestated scenario of
region and the findings presented, an attempt is
made to put forth the constructive suggestions

with a view 1o:

¢ The companies take consumer research
with some time interval which helps to them
develop region wise specific consumer
profiles, understand the consumer and their
characteristics to identify the target market.

+ Companies should be design a different
communication approaches and choice of
media for such areas where COnsumers who
have less receptive capabilities. They can
process linear, logical, simplistic
communication with beginning, ending and
a sequence of events. In case of message
rendering there is a need to use vernacular
Janguage which is dialect specific.

¢ The brand names of the products sold in
markets should be easy to pronounce and
remember.

¢ The consumers aré more conscious aboul
the packaging and identify the products on
the basis of packaging. S0 the marketer
should focus on the attention attractive &

burly handling packaging.

¢ The customers are price conscious.
Therefore, the marketer should offer
products which are affordable to villagers,
and at competitive prices. Mostly low
priced products will be more successful in
these areas due to the mindset of the
CONSUMET.

¢  Organisation must tuke channel decision
carefully, incorporating today’s needs with

tomorrow’s likely selling environment
Village retailers play a vital role n the
movement of products to remote arcas
Village retailers are the most crucial channel
members and therefore, marketers have 10
focus on them to market their producl
effectively.

¢ These markets are slowly gaming the
changes in term of preferences, taste, habils.
So the producer should keep constant watch
on the physical distribution of product. If
the distribution process will not be effective
and efficient then the cONSUINETS divert him
to another product which will causes to loss
of consumer ultimate profit.

o  The companies should be focus on explore
the local markets such as weekly bazaars,
stalls, exhibitions etc. and improve them
slowly with trust creating activities which
helps to creale a value and buildup the

relationship.

7. CONCLUSION:
There is common perception that India

{s set in village. Most of area is covered by rural
(Gramin) part, which is still untapped. The
changing life style, high literacy etc. shape and
mould the desire and wants of these consumers.
These markets are slowly gaining changes i
preferences, faste, habits, spending and
consumption patlems. Though the present study
has focused on the evaluation of post purchase
behavior of Food & Beverages, still there 18 ex18L8
and remains some of the issues which are
untouched leaving scope for further research
which may come-up in any forms like
consumption patterns, supply chain
management, tuning promotional stralegy.
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EMPLOYEE INVOLVEMENT IN ORGANISATION DEVELOPMENT: AN EMPIRICAL
STUDY WITH CO-OPERATIVE SUGAR INDUSTRY.

sudhir Atwadkar’
Reshma T. Nathani’

ABSTRACT

The purpose of this paper Is to carry-out

participation in the cooperative sugar arganisation. The factars related to

communication and policies have been taken for the study and discussed comprehen
rformance of the arganisation. A detailed questionnaire was develo

loyees with the help of Likert scale. Analysis was carried out an the basis of mean,

employees for improving the operational pe
was collected from different categories of emp.

standard deviation, frequency distribution, correlation and regression onolysis

on data analysis were found throughout the study which indicates
Several findinas have also been drawn on different factars

. performance of cooperative sugar organisation.

are perceivedtobe beneficial inimproving the performance of orgenisation and appropria

in depth study of different factors which influence employee’s invalvement and

troining, career gdvancements, mativation,

sively in order to know the perception of
ped and data

for testing of Hypothesis. Volugble results bosed

the effects of employees' involvement and participation in
of the study which

te recommendotions have been mage

L‘_’ ; in the light of primary data analysis and Interaction with various employees.

KEY WORDS - Participation and Invelvement, Performance, Training, Mativation, Policies

INTRODUCTION
Every organisation irrespective of its nature Is made up of
people. Organisation’s make use of every employee's
knowledge, developing their proficiency, motivating them
to achieve their individual and organizational goals,
inspiring to reach higher levels of performance and
ensuring that they continue to maintain their
commitments towards the organisation which are
essential In attaining organizational objectives.
= Organizations' which are able to acquire, develop,
stimulate and retain outstanding employees are effective
and efficiant, HR practices thus play a vital role gither inthe
suecess or failure of an organisation.
At present ".;I.Bn sugar'factaries are registered In
Maharashtra state, out of that most of the co-operative
sugar factories are situated in Western Maharashtra. The
cooperative sugar fa ctories in our country have been doing
2 commendable job for all these years in terms of uplifting
the socio-economic conditions of its stakeholder's and

rural region, The co-operative sugar factories are not only

iricome generating or sugar producing establishment, but

they are amongst the biggest employers. During the |ast
decade we have witnessed a paradigm shift in
management of enterprises from production based 1o
productive and efficiency based. In modern times
‘Management' s treated as a technology and 2

fundamental factor of production.
In today's competitive husiness environment, quality and

productivity are the two Important factors for the survival

and growth of any organisation. jnvalving employees It

designing work systems and their participation in decision

making generated commitment to find solutions for the

problems ancountered by them on their |obs. The 23"
certury has brought revolutionary concepts 1o transform

the conventional practices |n cammercial and

manufacturing enterprise in arder to enhance efficiency,

control and productivity. Management by Objective {MBO)

ie fast changing the existing mindset of top and middle

management so as 1o set short-term and long-term goals

and devote all energies in the achievement of required
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goals. This is done by adopting modern tools and

tachniques and innovative experimentation on which

varlous modelsare developed, which notenly convince the
employees to become active participants but steerthemto

bring creativity in the work practices as empowered

specialists and expertsin theirrespective domains.

gmploye
the success of
significant extent by the contribution of its employeas.

& involvement is based upon the recognition that
any organisation 15 determined to a

Employee involvement programs therefore seek to

facilitate the involvement of participation of employees in

the organisation. Through active participation

ppportunities are provided for employees to learn or gain

information through participative involvernent, Now a day,

the co-operative industries are suffering from many

preblems and most of the problems are relateid to

management practices. This study attempts to investigate

various problems, on the basis of which required level of

performance is being affected in cooperative sugar

organisation. The various problems are-

» Lacknftraininganddevelepmentupportunities.

» Provision of various financial and non financial
motivations for employees.

» Bedeficientin career advancement program.

» Problem faced by employeesin communication.

»  Rulesand regulationsimpressed by higher authorities.

OBJEECTIVES

1. To study the impact of training on performance of
employees in organisation.

2. Tostudy prospects of career advanceme nt provided by
organisation for employees.

3. To study the motivation given by organisation for
employees.

4. To study the communication gap among employees
and hierarchy of the organisation.

5. To study the effect of policies and Instructions

16

THEORETICAL FRAM EWORK AND

RESEARCH HYPOTHESES
In this era of globalization there is
empowermentin arganisation so that employees will be in

need for employee’

a position to make quick decision and respond quickly to
any changes in the environment. Organisation that are
committed to employee empowerment they are in a
position to motivate and retain their employees, although
it's a complex management tool which needs to be
nurtured and handled with a lot of care {Nick et al., 1994).

.Ih recent years, employees management participation

agenda is retained in place. The miain objective of El by
employeas of 2 management commitment to increased
understanding and a high level of organisation and
contributions reflect safety related agenda. While s~me
types of El through new channels that have increased trieir
influence can provide employees with, or force employees
joined (Marchington et al 1:92) in a share not included in
de jure is. The production process initiated service delivery
issues or direct employees o cover up the involvement of
the £l and very busy staff who one more try ‘after contract’
is likely to include the right products tended to do this.
Managers who hold Human relation theory of participation
belief simply in involvement for the sake of invelvement,
arguing that as long as subordinates feel that they are
participating and are consulted, their ego needs will be
satisfied and they will be more cooperative (Richie and
Miles, 1370). Trainingis anim portant factor in economice®™
(This increased productivity and quality of life {all right i’
Tergeist, 2002} is a major source). Workers who perform
complex tasks and higher levels of farmal education of this
high-efficiency, higher wages, more training opportunities,
now far more social status (Gershuny, 2005). In cnntrésq
workers who have less education In the process of
backward training workers for their ckill at a dangerous
cycle inducing, mare unemployment and increase the risk
of social exclusion could be expected to achieve (Keep et al,
2002).

Davis (1999) studied and explored the relation between
current management tthkiné in a broad sense and the
particularities of managing a cooperative enterprise. In the

I
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author's words "managers ma naging cooperative
organizations should have access to not only the best and
|atest management technigues, methodologies and
strategies but they should also understand how to apply
them inthe context of the cooperative valuesand purposes
that their organizations cerve”. Kamat (1966] in his PhD.
thesis titled “Management of Cooperative Sugar Factories
in Maharashtra” studied 12 cooperative sUgar factories in
\Maharashtra and concluded that farge gap remains inwhat
ic being accomplished and what would ba dene with higher
standards of cooperative business management practices.
Focus group research {Murgolo Poore- et al), after creating
intranet effectiveness inductively Checklist, which causes
most questions center an changes of cooperation between
employees, Business press, many business and
management consulting profession opinion s that a
company's corporate :ulture-and strong policy option for
economic performance isa difference. However, empirical
literature in economics and finance Is still littie attention
paid to the potential role that corporate culture is extended

tg companies, most MEasuring and guantifying carporate
culture plays because of the difficulties, but the economic
ideas clearly due to tack of strong policies thatcertainly isa
miodel corporate culture. BUT, as pointed out by Kreps
{1990) and Hermalin (2001), corporate culture need 10
understand if we ‘nolicy option companies want 1o
understand ahd ultimately their performance. This paper
contributed SO strongly @ formal empirical analysis of
policies and performance In the corporate culture from
idealogy:

s Torblorn, Pettersen, and Arvonen (1396] suggested that
management of the organisation is required to provide the
right circumstances or conditions so that employees can be
and feel empowered and willing and able to exert upward
influence. HRM has emerged as a major function In

enterprises and organisations. It IS the focus for a wide

ranging debate concerning the nature of the contemporary

employment relationship in many market econamies. In

order for an employee invalvement
five factors need to be present.

processtobe effective,

e

Independznt Variable
Training

Motivation
Commumication

Policy

Career Advancement '

i

Dependent Vanable

Performance

. Figure 1: Conceptual wModel For Employee Involvement and
: Organizational Development

Training: The importance of HRD to a large extent depend
on training, Job and organizational requirements are not
static. They are changed from time to time in the view of
technological advancement and change in the awareness
of the TQM. Trained employees are valuable asset 1o an
organisation. Organizational efficiency, productivity,
progress and development to 2 greater extent depend on
training. If the required training is not provided, it |eads to
performance failure of employees. Training |z|!'|1':=.r-n:{r

competence, commitment, creativity and contribution for

the organisation.

Motivation: Motivation in simple terms may be

understood astheset of forcesthat cause people to behave

in certain ways. Ability refers to the skill and campetence of

the person tocompletea given task. However, ability alone

is not enough. The person's desireto accomplish the task s
necessary. Organisation becomes successful when
5 have abilities and desire to accomplish given
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tasks. People are said to be motivated positively when they
are shown a reward and way to.achieve it. Such a reward
may be financial or non financial, Motivated employees are
always looking for better way to do jobs and performance.

raraer Advancement: Careeris a sequence of separate but
r=lated work activities that provides continuity, order and
meaning in personal life of employees. Individual career
planning assumed greater significance with the unparallel
growth and speed of knowledge. Career planning Is
modern tool to retain the employees in organisation. It
wills nat anly provided multiple alternatives, but also
snhance the knowledge, skill of employees and
serformance of organdsation,

communication; All organisation need communication
systems to function, whether these are overtly recognized
or subconsciously taken for granted. Communication is
Important in the organisation for three reasons — all the
functions of management involve the act of
communication without which they cannot be performed
at all, authorities devote a major portion of their time to
the acidity of communication and interpersonal relations
are maintained and developed only through the system of
communication. Communication Is also essential to
integrate and coordinate the activities of the peaple in the
arganisation. Employes involvement communication
systems are processes that enable the workforee to have a
greater say in declslon-making to varying degrees, with the
cencomitant loss of managerial prerogatives - anissue that
can create conflict, as well as attempting toallayit.

Policy: Policy refers to those set of perspective
management proposals and measures taken with a view to
ensuing the survival and long term success of an
organisation in a competitive enviranment. HR policies
constitute guidelines to the course of action intended to
accomplish personnel objectives. HR programmes are
-omplex sets of goals, rules, steps to be taken, resources to
o employed and other elements necessary to carry out
e given course of action. It can be said that rules and
programmesare aids to policy.

Ml the present situation of the management pr

employee Involvement and participation Is an effective
tool to improve the performance of any organisation. To
develop the employee involvement and participation in
decision making, a theoretical framework (Model) has
been designed based on the variables- tralning, career,
advancement, motivation, communication policies and
performance. 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 employee participation .and organizational
development context. The hyrpnth"eses for the present

studyare-

Hl: There is a significant relation between training and

performance.

HZ: Career advancement influences overall performance
ofemployees.

H3: There is association between motivation programs
and performance,

Ha: Communication channel affects the performance of
employees,

H5: Pelicies and instruction have impact on performance
of employees.

RESEARCH METHODOLOGY:

The major objective of this is to explain various tools and
technigues employed for the data collection, data analysis
and interpretation of the data relating to the present stuc
Research Design - In this study, Expluratnr'-:r Research
Method was adopted to ascertain the involvement and
participation of employees in order to achieve required
levelof performance in the strategle organisation.
Population of the Study - This study aimed to find gut the
prablems of employees due to which their involvement
and participation is being affected in performance of
Cooperative Sugar industry. In this study, the population
cansists of all the employees working In the Cooperative
Sugarindustry.

pling Technique - For this research Non Probability
technique has adopted in which Convenience
Method was chosen for obtaining the opinion of
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the employees.

sample Size - Five Cooperative Sugar Industries are
considered and Sample sizé consisting of 200 personnel
employed at various levels in thesa organisations. The
{avels of employees {sampled) have been divided intothree
different management categories namely Senior, Middle
and JuniorManagers of different departments,

Research Tools and instruments - The data was collected
with the help of an interviewing schedule. An interviewing
schedule consists of a set of questions asked In
guestionnaire o the respondents and answers are
recorded by interviewer ina face to face situation. Efforts
were made to construct structurd questions as far as
possible. Questionnaire of this research was constructed in
thelight of 5 point Li KERT Scale. The LIKERT scale showsthe
intensity of feelings of indivi duals towards objects.

RESULTS ON DATA ANALYSIS:

The main purpose of this is to carry out the statistical
analysis of primary data which was collected with the help
of quéstjnnnaire form by the resed rcher himsalfina faceto
face situation. All respondents were interviewed
personally.

The data was collected from three different level categories
of different departments of the arganisation. These
management categories are senior management, middle
management and ju nlar management. senior level
category consists of Managing Director, General Manager
and Head nf,_departments. Middle management category
consists of Assistant Marager, Supervisors, Elerk'gnd Lab.
Acsistants. The Juniar level category includes skilled and
sami skilled machine operators, packaging maintenance

staff and drivers.

200 respondents Were taken as @ sample from three
different management categories. 15 respondents Were
taken from senier managers who are having experience of
15 to 20 years, 75 respondents were taken from middle
level categories who all having experience of 10to 15years
and 110 respondents were taken from juniof level
categories who havaing experience of 5 to 10 years, 1o
whom questionnalires were distributed and Lr::cerl.rleweﬂ

accordingly. Qut of 200 individuals, all respondents actually

filled in and returned the guestionnaire to re sgarcher for
gvaluation, Responses 10 each guestion ranges from1tas
i e 1= strongly disagree, 1= Disagree, 3 = Neutral, 4 = Agree
and 5 = strongly agree, indicating employees invalverment
and participation in nrgamalinn's activities. The caliected
primary data has been divided into three parts for detailec
analysis. The results were prese nted In, tabulation ant

analysis of descriptive statistics and correlation analysis

and testing of hypothesis.

'_-——-—_'_-_._—f'_'_'_'
| Reliability Statistics
ronbach's Alpha '

¢ Nofltems. |
30 |
Correlation and Regression Analysis -

Carrelation and Regression analysis s carried out by the

yse of Microsoft gxcel and SPS5 {17.0). Through this
analysis, Reliability of the data, development of
relationship between independent and dependent
validity of the model and
ability of data

variables {:urrelationﬁ}, and
testing of Hypothesis has been found out. Reli
was found by 72.2 percent which was collected through

independent and dependent varia bles.

Carrelation analysis dictates following:
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Correlations
=T Training Career Motivation | Communication | Policy |Performance
| ' Advancement | !
" Training Pearson Correlation 1 A68** | .502*° 355 002 201
Sig. (2-talled) .000 000 000 8976 .000
M 200 200 200 200 200 200
| Career Pearson Correlation | 468** 1 54g%* Jg7ne 196%* | .320%*
| Advancement 5ig. (2-tailed) .000 000 .EE 005 000
| | N 200 260 200 200 200 200
| Motivation Pearson Correlation | .S02** 549%* 1 .650** J53* Ale**
| = Sig. (2-tailed) 000 1000 000 031 000
N 200 200 200 200 200 200
" rommunication| Pearson Correlation | .355™* J97** B50** 1 238%| 43
Sig. [2-tailed) .000 005 .000 001 000
N 200 200 200 200 200 200
" Policy | Pearson Correlation | 002 196** S53~ | .238%* 1 239**
Sig. (2-talled) | 976 005 031 001 001
[ M 200 200 200 200 200 200
'_F'erfunnam:e Pearson Correlation | (271%° 320"* A16** 435** 233%* 1 |
Sig. {2-tailed) .000 | 000 000 000 001
; N 200 | 200 | 200 200 200 200
*=_Correlation is significant at the 0.01 level {2-talled).
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* Correlation is significant at the 0.05 level {2-tailed).

Performance and communication has strong
relationship as indicated by 43.5 percent which have
proved to be significant at 1 percent level of
significance based on 2 tailed tests.

There |s strong assoclation of performance and
motivation by 41.6 percent which have proved to be
significant at 1 percent level of significance based on 2
tailed tests.

Strang associatien has been found between

performance and career advancement by 32 percent
which have confirmed to be significant at 1 percent
level of significance based on 2 tailed tests.
Perfarmance and training have relationship by 27.1
percent which have proved to be significant at 1
percent level of significance based on 2 talled tests,

Perfarmance and policies have relationship by 23.9 |
percent which have confirmed to be significant 2* * -ﬂ
percent level of significance based on 2 tailed tests.

Model Summary ®

b. Dependent Varfable: Performance

[ Model | R R Adjusted | 5td.Errorof Change Statistics Durbin-
Square | RSquare | theEstimate | RSquare | FChange gfl df2 Sig.F |® Watson
‘ Change Change
5533 306 292 | 5.97100 016 4,609 1 135 £33 | 8%
a Predictors: (Constant), Training, Communication, Career Advancement, Policy, Matlvation

)

training, career advancement, motivation, communication and policies.

20

Through Regression analysis only total 29.2 percent perfarmance of arganisation depends upon the independent variablesi.e.




JOMAT vol. 3 Ne.1 July — December 2014 ISSN No. 2278-9316

Testing of Hypotheses -

-

Coefficlents * B

Model Unstandardized Coefficients Standardized

lisg B td Error | Coefficients | T Sig.
Training 044 065 079 0677 | 499
Career Advancement 22 054 234 2.256 025
Mativation 138 058 225 1.408 61
Communication 207 095 316 2.193 029
Policy 200 073 255 2718 .oo7

a, Depende nt Variable: performance

Hypothesis # 1 - There is a significant relation between training and pe rformance.

erformance of policies and instructions of organisation have strong

Training has significant relation with p
erformance by 25.5 percent If rigid and fixed

employees by 7.9 percent if adequate on the job training, impact on p
prepare the employees for changing requirements, role policies made #|exible, opinion of emplayees without fear
and responsibilitiesare o ba monitored by the hierarchy of be ensured on the need of time through the employees’
the organisation. The analysis shows that Hypothesis # 1 involvement and participation. The result shows that
stands true. Hypothesis# 5 holds true.
Hypothesis # 2 - Career advancement influences overall
e 1

performance of employees DISCUSSION AND FINDINGS:
Career advancement infl ;

l ment influences overall performance of After getting interviews from respendents and analysis of
employees by 23.4 i

ployees by 23 percent if counseling of career data. thefollowing obse rvations have been foind -
development services and internal career advancements.
Training -

of the employees are to be facilitated by the management

authoritles of the organisation. The result shows that 1. Training Need Assessment @ Before the training,

assassment 15 important 10 design proper tralming

Hypotheslis# 2 holds true
program. It is observed that there is lack of need

Hypothesis #3-Th ere is association between motivation
assessment before the tra ining. Most of respondents

programs and performance.
strangly disagreed and disagreed with the need

Motivation programs has association with performance by
' sssessment before thetraining:

22.5 percent in“an arganisation if educational benefits,
ntrolein

ecreational faclities, healtheare facilities are to be given 2. Training Methods: Training piays an importa
enhancing the knowledge, skill and abilities of

employees. The study denotes that 70 percent
respondents have BONE through the on the job

by the management authorities of the organisation. The
result shows that Hypothesis # 3 holds true.

Hypothesis # 4 - Communication channel affects the
tralning method.

performance of employees.
: iston: Ti '
Communication has strong impact on p erformance of the 3. Guidelines and Suruwns on: Time to time counseling
; . delines helps to Improve the performance of
organisation by 31,6 percent if accurate, regular and timely and Guidelin P g P
employees. Half of the respondents agreed that they

communication is to be ensured by the organ isatian.
were gefting the guidelinesfrom their supervisor time

result shows that Hypothesis #4512 ndstrue.
Hypothesis # 5 - Policies and instruction have impact on i |
' it equate Training: [tis observed that there s lack of

performance of employees. - B ;
; N, 5 eguatetrainin g for the respondentsto perform well



-

3|

T v

R

JOMAT

J

Vol 3 No.1 July — December 2014

ISSN No. 2278-9316

pecause of short peried training on various grades of
employees. |t was found that half of the respondents
were not satisfied with the provision of adeguate
training to perform their task well.

Training Program Well and Suitable: It is observed
that 35 percent the respondents agreed that the
training programs are designed well and suitable
whersas 30 percent respondents were neutral. 5o

there is need to focus on designing training strategies.

Career Advancement -

6

Career Development Services: It has been ohserved
that in cooperative sugar organisation provided the
career development services. 35 percent respondents
were strongly agreed and agreed with the
organisation offers career development services.

Career Counseling: The career counseling helps
employees to achieve the individual goals and
enhance the performance which directiy affected to
the arganizational performance. 45 percent of
respondents were satisfied with the career
counsaling. It means that the cooperative sugar

organisations provided the career counseling to the

employees.

Internal Career Advancement: Internal career
advancement helps employees to motivate and
maintain their performance towards the goal
achievement. It is observed that 34 percent
respondents are satisfled with the internal career
advancement.

Design of Career Development Program: The proper
design of career development program motivated to
do well to employees and enhance the performance,
From the study it is found that 39 percent of
respondents were satisfied with the design of career
development program and 37 percent respondents
thinks that career development programs are goal

achisvemeant ariented.

/iotivation -

10. Reward System: Monetary and non monetary

rewards always motivated employees for better

11,

12.

performance. [t s ohserved that only non monitory

rewards were given to the employees, Also the study
alicit that 46 percent respondents were agreed and
strongly agreed that the organisation offers merit
raises reward system. It means that the organisation
provided the rewards for the better work and
performance which act as boost to motivate to
employee.

Welfare and Recreational: It has found that 45
percent respondents were agreed and strongly
agreed that organisation encourage employees by
offering welfare and recreational programs such as
Child 5cholarship, family healthcars, canteen,
transportation etc, It has been also observed ** °t
child scholarships are not sufficient which are being
provided to the employees. Only specific education
program the scholarship is provided to the children of
employees who are st. dying In engineering diploma
ordegree,

Safety and Security: The attention on Safety and
security of employees reduces the sickness and
accidental percentage which Increase the
productivity and minimize the cost. Most of
respondents are satisfied with the safety and security
provided by organisation. 48 percent respondents
were agreed and strongly agreed with the

organisation pays an attention on employee saf¢ -:1

health and security. It means the cooperative sugar
industry provided the attention on employees' safety
and security.

Adequate Time Off: The adequate time off provided
the space to the employees for their personal work
and also to keep them fresh. The study elicits that
leave facility including the vacation time, sick time
whenever employees require that is provided
regularly by the organisation which definitely
enhance the better performance. 36 percent

loyees,
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14. Transparency in Motivation: Transparency in any

program or activity keeps the clarity in employees
which help to develop the team and motivated to
better performance. It is found that the majority of
respondents were satisfied with the transparency in
motivation. 42 percent respondents were agreed with
the organisation keeps the transparency In

metivation programs.

Communication-

15,

16.

17.

13.

Clear and Consistent Comm unication:
Communication process hasa greatimportance Inany
organisation in order to perform duties more
effectively. Clear and consistent communication
enhances the pa'rfurmam:e of employees. It is
observed that 44 percent respondents agreed that
the organisation communicates a clear, conslstent
vision and mission to employees.

Regular Communication: It has been observed that a
there is ambiguity in employees regarding the regular
communication, 38 percent respondents were
disagreeing where as 37 percent respondents were
agreed with the regular communication done by the
management authorities in order to get the job done
from the employees.

Willingness to Listen from Employees: [t has been
found that in cooperative sugar industry, willing to
listen fram thelr subordinates is poor. The study elicits
that 39 percent respondents were disagree, 37
mspcndeﬁ;s are agreed and 24 percent respondents
were neutral. ‘
Accurate Timely Communication: The message must
be communicated in accurate shape tothe e mployees
g0 that output is received accordingly accurate and
timely communication enhances the performance of
the employees if it is conveyed properly. It is found
that 41 percent respondents were agreeing that the
organisation communicate information accurate and
timely.

proper Channel of Communication: Channel of
communication In organisation is easy due to which

43

most of the messages réceived in time especially at
middle management level. Majority (46 percent) of
respondents were satisfied with proper channel of

communication

Policies-

20.

21

22,

Feedback Policy: Feedback Is an input to any
organisation in order 10 IMprove the performance of
employees. Regular monitoring of feedback policy
provides satisfaction to the employees. The study
indicates 45 percent respondents were agreed that

the organisation provides the opportun ity provide the
feedback.

Opinion without Fear: it has been observed that
employees are not inspired to give ppinion ah the
lower floor which may be harmful to the organisation
in future.

Policy Design and Administrated Well: The proper
design and administration of employee related

policies create smooth and regular working condition

which improves the overall performance of the
organisation. Most of the respondents were happy
with the proper design and administration of the

employee refated policies.

Performance-

23,

24,

Training: Every organisation wants and tries 1o ger
from their employees. To get @
different types of

maximum output
maximum output they arrange

training programs. Training has a great impact of

performance of the workers if it is given 10 them with
modern training methads, on equal interval according
to need, requirement and as per their desigration
which helps enhance the performance.

career Advancement: Every employee thinks abou!

their career. The career advancement has a greal

influence on employees. If the organisation assign the

outsider person for career counseling, show the

d realize the strength of employee,
ncourage and improving e

hemselves the organisation.
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44 percent respondents think that organisation offers
career advancement program helps to improve and
retain the performance.

The monetary and non monetary

Motivation:
tion play vital rofe in showing good

motiva
performance. If the organisation offers the proper
combination of financial and non financial motivation
techniques to employees, they will prove better and
chow active participation in their work.

Communication: Accurate, clear and consistent
communication from different authorities gives boost
ta the employees for showing good performance. If
the organisation will be remove the gap and establish
the proper link at each stage of employees will
perform well and in time of the job which they have

heen tasked.

policies: It has been found that half of the
respondents were agreed with that policies and
instructions have an effect on the performance of the
employees. In organisation pol icles are being made at
top level management and transferred to down level
where the involvement and participation of
employees is very less. If the management consider
the senior employees view or representation of

LIMITATIONS and RECOMMENDATIONS:

Limitations -

The present study carried out in cooperative sugar industry.
While carrying study number of restrictions faced including
time limit, various standard procedures issued authaorities

and negative of support of respondents etc,

Recommendations-

1.

Modarn training methods and techniques play an
important role in performing the tasks of employees.
Due to variety of technology and changing
environment of organisation, the combo application
of on the job and off the job training should be
conducted on regular basis to make the employee's
involvement and participation more effective and
better output.

Before the training there should be requirement of
need analysis. There must be make a need analysis
and adequate training as per grade should be
provided to employees in order to enhance their
technical ability.

There must be provision of career develapment
services in different grade which are helpful for the
promotion of employees. The management
authorities should clear the Internal career
advancementwhich providesthe goals to employees.
Motivation act as boost to perform well. There should
be need of proper amalg:amatio.n of monetary and
non-monetary mativation technigues which wrap |
most of employees. |
There is provision of scholarship to only engineering
students. There should be need to think about w.@
talent of all type of category students and especially
different scholarshi « for the Girls which will
encourage 2ll employees and coat the social
responsibility.

Regular communication should be ensured by the
authorities in order to make the employees more
active and participative. The authorities should be
listening the genuine problems of the employees and-
take care. Communication channels should not be too
lengthy and keep the proper bridge.

There should be focus of feedback policy. Higher
autharities should encourage the employees for
epinion without fear. The management authori*' =
should take the regular feedback of employeesintne |
organisation.

Proper training system has a great impact on the
performanice of employees which ultimately leads to
active involvement and participation of employees in
an organisation. " b
Comprehensive incentives and reward systems act as
boost and play the crucial role in showing good
performance, so more will be the incentives, best will
be the performance.

icies should be flexible, as policies and

-l
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EMPLOYEE INVOLVEMENT IN ORGANISATION DEVELOPMENT: AN EMPIRICAI
STUDY WITH CO-OPERATIVE SUGAR INDUSTRY.

sudhir Atwadkar
Reshma T. Nathani

ABSTRACT

The purpose of this paper is to carry-out in
participation in the cooperative sugar organisa
communication and policies have been taken for the stu

employees for improving the pperational performance of the organisation. A getol

was collected from different categories of employees with the help
eorrelotion and regressian analysis for testing of Hypothesis.

dy which indicates the effects of employees' involvement and participation |
Several findings have also been drawn on different factors of the study whic
nce of organisation and approprigle recomm endations have bagn mad

standard devigtion, frequen cy distribution,
on data analysis were found throughout the stu
performance of cooperative sugor organisation.
are perceived to be beneficial inimproving the performa

depth study of different factars which influence employee’s involvement an:
tion. The factors related to tralning, coreer advancements, motivatior
dy and discussed comprehensively In order to know the perception ¢

led questionnoire wos developed and dat

of Likert scale. Analysis was carried outon the basis of meor

Valuable results base

in thelight of primary data analysis and interaction with varlous employees.

KEY WORDS :- Porticipation and Invelvement, Performance, Training, Mativation, Policles.

INTRODUCTION

Every organisation irrespective of its nature is made up of
people, Organisation’s make use of every employee's
knowledge, developing their proficiency, motivating them
to achieve their individual and organizational goals,
inspiring to reach higher levels of performance and

ensuring that they continue to maintain their

commitments towards the organisation which are
sssential in attaining orga nizational objectives,
Organizations’ which are sble to acquire, develop,
stimulate and retain outstanding employees are effective
and efficient. HR practices thus play vital role either inthe
success or failure of an organisation.

At present 180 sugar factories are reg istered in
Maharashtra state, out of that mast of the co-operative
sugar factories are situated in Western Maharashtra. The
cunperaﬁie sugar factories inour country have been doing
a commendable job for all these years in terrn:; of uplifting
the socio-economic conditions of its stakeholder's and
rural region. The co-operative sugar factories are not only

income generating or sugar producing establishment, bt
they are amongst the biggest employers, During the la:
decade we have witnessed a paradigm shift 1
management of enterprises fram production based t
productive and efficiency based. In modern time
‘Management' is treated as @ technology and
fundamental factor of productian.

In today's competitive business environment, guallty ar
productivity are the two impartant factors for the surviv
and growth of any organisation. Invalving employeas
designing work systems and their participation in decisit
making generated commitment to find solutions for ti
problems ereauntered by them on their jobs. The &
eaptury has brought revolutionary concepts to transfor
the conventional practices in commerclal ar
manufacturing enterprise in order to enhance efficien:
control and productivity. Mana gement by Objective (MEB
is fast changing the pxisting mindset of top and mids
management so as o set short-term and long-term £0

and devote all energies in the achievement of requir
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done by adopting modern tools and
exparimentation on which
which not enly convince the

goals. This is
rechnigues and innovative
various modets are developed,

employees to become active participants but steer themto

bring creativity in the work practices as empowered
specialists and experts intheir respective domains.
Employee involvement is based upon the recognition that
the success of any organisation is determined to a
significant extent by the contribution of its employees.
Employee invalvement programs therefare seek to
f5eilitate the involvement oF participation of employees in
the organisation. Through active pa rticlpatien
opportunities are provided for employees to jearn or gain
information through participative involvement. Now a day,
the co-aperative Industries are suffering from Tarw
problems and most of the problems are related to
management practices. This study attempts to investigate
various problems, on the basis of which required level of
performance is being affected In cooperative sugar
organisation. The various problemsare -

»  Lackoftraining and development oppartunities,
Brovision of various financial and non financial
motivationsfor employees.

Be deficient in career advancemeant program.

problem faced by employees in communication.

=

3

% Rules and regulations impressed by higher authorities.
"

OBJEECTIVES

1. To study the impact of training on performance of
employees In organisatien.

7. Tostudy prospects of career advancement provided by
arganisation foremployees.

3. To study the metivation given by organisation for
amployees.

4. To study the communication gap among employees
and hierarchy of the organisation,

§. To study the effect of policies and Instructions
compelled by authorities on the performance of

employees.

THEORETICAL FRAMEWORK AND

RESEARCH HYPOTHESES

in this era of globalization there is need for employee’
empowerment in arganisation so that employees will be in
a position to make quick decision and respond quickly to
any changes in the environment. Organisation that are
committed to employee empowerment they are in a
position to motivate and retain their employees, although
it's a complex management tool which needs to be
riurtured and handled with a lot of care {Nick et al,, 1994).
In recent years, employees management participation
agenda Is retained in place. The main objective of El by
employees of a management commitment to increased
dml:lerstandlng and a high level af ‘organisation and
contributions reflect safety related agenda. While some
types of El through new channels that have increased their
influence can provide employees with, or force employees
joined (Marchington et al 1,92)ina share not included
de jureis. The production process initiated service delivery
issues or direct employees to cover up the involvement of
the £l and very busy staff who one more try 'after contract’
is likely to include the right products tended to do this,
Managers who hold Human relation theory of participation
belief simply in involvement for the sake of involvement,
arguing that as lang as subordinates feel that they are
participating and are consulted, their ego needs will be
satisfied and they will be more cooperative (Richie and

Miles, 1970). Training is an important factor in economics.

{This Increased productivity and quality of life {all rightand

Tergeist, 2002) is a major source). Workers who perform

complex tasks and higher levels of formal education of khis ﬁ
high-efficiency, higher wages, more training opportunitic e,

now far more social status (Gershuny, 2005). In contrast, .
workers who have less education in the process 6f
backward training workers for their skill at a dangerous
cycle inducing, more unemployment and increase the risk
of social exclusion could be expected to achieve (Keep et al,
2002).

Davis (1999) studied and explored the relation between
current managemsent thinkingl in & broad sense and the
particularities of managing a cnaperam-e' enterprise, Inthe
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author's words “managers managing coo perative
grganizations chould have access to not only the best and
|stest management technloues, methodologies and
strategies but they should also understand how to apply
them inthe context of the coo perative values and purposes
that their organizations cerve". Kamat {1966) in his PhD.
thesis titled “Management of Cooperative Sugar Factories
in Maharashtra” studied 12 cooperative sugar factories in
Maharashtra and concluded thatlarge g2p remains inwhat
is being accomplished and what would be done with higher
standards of cooperative business management practices.
Focus group research {Murgolo Poore - et al), after creating
intranet effectiveness inductively Checklist, which causes
mast questions center on changes of cooperation between
employees. BU siness press, many pusiness and
mranagement consulting profession opinion is that a
company's corporate pulture and strong policy option for
economic performance is-3 difference. HOWEVEL, empirical
literature in aconomics and finance is still little attention

paid tothe potential role that corporate culture is extended

1o companies, most measuring and quantifying corparate
culture plays because of the difficuities, but the econgrmi
ideas clearly due tolack of strong policies that certainly is
model corporate culture. But, as pointed out by Krep!
(1590} and Hermalin {2001}, corporate culture need i
understand if we 'policy gption companias want tr
understand ahd ultimately their performance. This pape
contributed 5o strongly @ farmal empirical analysis @

policies and performance in the corporate culture fror

ideclogy,

As Torblorn, Pettarson, and Arvanen (1996) suggested the
management of the organisation is required to provide th
right circumstances or conditions so that employeescanhb
and feel empowered and willing and able 10 pxert upwar
influence. HRM has emerged as @ major function |
enterprises and organisations. It Is
ranging debate concerning the nature of the contempara

the focus for 2 wid

employment relationship in many market econormies.
order for an employee involvement processto be effectiv

five factars need to be present.

Independent Yanable
Training

Career Advancement
Motivation
Communication
Policy

1

Pependenl Variable

Performance

Figure 13 Conceptual Model For Employee Involvement and
Organizational Develppment

Tmlnlng:':'l'ht jmportance of HRDto 3 large extent depend
on tralniﬁg. Job and nrganuatiunal requirements are not
static. They are changed from time 10 time in the view of
technological advancement and change in the awareness
of the TQM. Trained employees are valuable asset to an
prganisation. Organizational efficlency, productivity,
progress and development to a greater extent depend on

training. if the required tralning is not provided, It eads 10

performance. failure of employees. Traiping enhances

17

competence, commitment, creativity and comtribution

the organisation.
pMotivation: Motivation in simple terms may
understood astheset of forces that cause people ta ben

in certain ways. ability refersto the skill and competent

the person o complete a given 1as k. However, ability al

e not enough. The person’s desire ta agcomiplish the1a:
also mecessary. Orga nisation becomes SUCEE sful w

gmployees have abilities and desire to accomplish B
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tasks. People are said to be motivated positively when they
are shown 2 reward and way to achleve it, Such a reward
may be financial or non financial. Motivated employees are

always looking for betterway to do jobs and performance.

Career Advancement: Career is a sequence of separate but
related work activities that provides continuity, order and
meaning In personal life of employees. Individual career
planning assumed greater significance with the unparallel
growth and speed of knowledge. Career planning Is
maodern tool to retain the employess in organisation. It
wills not only provided muitiple alternatives, but also
enhance the knowledge, skill of employess and
perfarmance of grganisation.

Communication: All organisation need communication
systems to function, whether these are overtly recognized
or subconsciously taken for granted. Communication is
important in the organisation for three reasons — all the
functions of management [nvelve the act of
communication without which they cannot be performed
at all, authorities devote a major portion of thelr time to
the acidity of communication and Interpersonal relations
are maintained and developed only through the system of
communication. Communication Is also essentlal to
integrate and coordinate the activities of the people In the
organisation. Employee involvement communication
systems are processes that enable the workforce to have a
greater say in declsion-making to varying degrees, with the
concomitant loss of managerial prerogatives - an issue that
can create conflict, as well asattempting toallay It.

Poliey: Policy refers to those set of perspective
management proposals and measures taken with a view to
ensuing the survival and long term success of an
organisation in a competitive environment. HR policles
constitute guidelines to the course of action intended to
accomplish personnel objectives, HR programmes are
complex sets of goals, rules, steps to be taken, resources to
be employed and aother elements necessary to carry out
the given course of action. It can be said that rules and
Programmes are alds to policy. *

In the present situation of the management practices,
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employee involvement and participation is an effective
tool to improve the performance of any organisation. To
develop the employee involvement and particlpation in
decision making, a theoretical framework (Model] has
been designed based on the varlables- training, career,
advancement, motivation, communication palicies and
performance. 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 employee participation and organizational
development context. The hypotheses for the present

study are- 5
H1: There is a significant relation between training and
performance,

H2: Career advancement influences overall perfformance
of employees. _

H3: There is association between motivation programs
and performance.

H4: Communication channel affects the performance of
employees,

H5: Policies and instruction have impact on performance
of employees.

RESEARCH METHODOLOGY:

The majer objective of this is to explain various tools and
technigues employed for the data collection, data analysis
and interpretation of the data relating to the present study.
Research Design - In this study, Explamtur?r Research
Method was adopted to ascertain the involvement and
participation of employees in order to achleve require..
level of performance in the strategic organisation.
Population of the Study - This study aimed to find out the
problems of employees due to which their  Involvement
and participation i5 being affected in performance of
Cooperative Sugar industry. In this study, the population
consists of all the employees working in the Cooperative
Sugar Industry.

Sampling Technique - For this research Non Probability
Sampling technigue ha_s_ adopted in which Convenience

e

ﬁiﬂis‘tﬁﬁ;pn for obtaining the opinion of

2NN




gample Siie - Five Caoperative Sugafr Industries are
considered and sample size consisting of 200 persnnnel
employed at various levels in these organisations. The
javels of employees (sampled) have been divided into threes
different management categories namely senior, Middle
and Junior Managers ofdifferent de partments.

Research Tools and Instruments = The data was collected
with the helpofan interviewing schedule. AR interviewing
schedule consists of a set of guestions askaed In
guestion naire 1o the respondents and answers are
racorded by Interviewer in a face to face jtuation, Efforts
werg made to construct ctructurd guestions as far as
possible. questionnaire of this research Wwas constructed in
the light of 5 point LIKERT Scale. The LIKERT scale shows the
intensity of feelings ofindividuals towards objects.

RESULTS ON DATA ANALYSIS:

The main purpose of this Is to carmy gut the statistical
analysis of primary data which was collected with the help
of questionnaire form by the researcher himse!finafaceto
face situation. All respondents WEerTe Interuiewed

per.'-ﬂna!h,r.

The data was collected from three different jevel categories
of different departments of the grganisation. These
management categories are seniof management, middie
management and junior management. genlor level
category consists of Managing pirecter, General mManager
and Head of departments. middle management category
consists of Assistant fanager, Supervisers, Clerk and Lab.
Assistants. The Juniof level category includes skilled and
semi skilled machine operatars, packaging, maintenance

B

staffand drivers.
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the employees. 200 respondents WETE taken @5 3 sample from three

differant management categories. 15 respondents Were
raken from senicr managers who are having experience of
15 to 20 years, 75 respondents were taken from middle
jevel categories who all having experience of 1010 15 years
and 110 respondents Were taken from junior lavel
categories who havelng experience of 5 to 10 years, 10
whom questionnaires were distributed and inte rviewed
accordingly: put of 200 individuals, 5l respondents actually
filled in and returned the questiennaire ta researcher for
syaluation. Responses to each guestion ranges from 110 5
i.e. 1=strongly disagree, 2= Disagree, 3= peutral, 4= Agrae
and 5= etrongly agres, indicating employees involvement
and participation in trrgamz,atiun‘s activities. The collected
primary data has been divided intd three parts for detailed
analysis. The results WErE presented in, tabulation and
analysis of descriptive statistics and correlation analysis

andtestingof hypothesis.

correlation and Regression Analysis -

Correlation and Regression analysis s carried out by th
use of Microsoft Excel and spss (17.0). Through th
analysis, Reliabllity aof the data, deyelopment €
relationship patwesn independant and depender
variables {cnrrel.atiene], and validity of the model ar
resting of HyP sthesis has been foundout. pellabilityof da
was found by 749.2 percent which was eollected throu|

independenta nd dependentva riables.

correlation analysis dictates fallowing:
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[ Correlations
| | Training Career | Motivation | Communication | Policy |Performance
Advancement
Tralning Pearson Correlation 1 A6E** 502" 355" 002 Pl bk
Sig. (2-talled) 000 000 000 976 000
N 200 200 200 200 200 200
e Pearson Correlation | 468~ 1 549" 157%*  |.196%% 330%*
Advancement Sig. (2-tailed) 000 000 .005 -005 .000
| M 200 280 200 200 200 200
| Mativation Pearson Correlation | .502** S49** 1 B50™ A53* Al5**
e Sig. [2-tailed) 000 000 000 031 000
| N 200 200 200 200 200 200
| Communication| Pearson Correlation | .355%* 197 B50%* 1 .238%*| 435+
| Sig. (2-tailed) 000 005 . .000 001 .000
| N 200 200 200 200 200 200
[ Palicy Pearson Correlation | .002 .19g** 153* L38%" 1 2394
i Sig. (Z-tailed) 976 | 005 031 001 1001
| N 200 200 200 200 200 200
| Performance Pearson Correlation | ,271** 320 Al6** 435" .239%* 1
| Sig. (2-tailed) ,000 .000 000 .000 .001 y
' N 200 200 200 200 200 200
| **. Correlation is significant at the 0.01 level (2-tailed).

*. Correlation is significant at the 0.05 level (2-tailed),

Performance and communication has strong
relationship as indicated by 43.5 percent which have
proved to be significant at 1 percent level of

performance and career advancement by 22 percent
which have confirmed to be significant at 1 percent
level of significance based on 2 tailed tests,

0
il:“ significance based on 2 talled tests. # Performance and training have relationship by 27.1
w = There is strang assoclation of performance and percent which have proved to be significant at 1
B motivation by 41.6 percent which have proved to be percent level of significance based on 2 tailed tests,
Ei significant at 1 percent level of significance based on 2 ¥ Performance and policies have relationship by 23.9
g tailed tests. percent which have confirmed to be significant at 1
é‘ # Strong association has been found between percentlevel of significance based on 2 tailed taste,
2
g Model Summary ®
? | Model { R | R [ Adjusted | Std.Errorof | Change Statistics Durbin-
;E Square | RSquare | theEstimate | RSquare | FChange | dfi | of2 J Sig.F |* Watson
| | . Change | Change
553a | 308 282 | 597100 016 | 4609 | 1 [ 135 | 033 876

a Pmd:cturs {Cnnstant_!. Training, Cemmunication Career Advancement, Policy, Motivation
l; b, Dependent Variable: Performanee \
&
i
4 Thraugh Regression analysis only totaf

SR Er R Y L
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29.2 percent performance of erganisation de pends upon the independent variables i.e.
career advancement, motivation, communication and policies.




ble: performance

Training has significant relation with performance of
employees by 7.9 percent if adequ ate on the job training,
prepare the employees for changing requirements, role
and responsibilitiesareto ke monitored by the hierarchy of
the organisation, The analysis shows that Hypothesis #1
stands true.

Hypothesis # 2 - Career advancement influences gverall
perfnrmnneuf employees.

Career advancement influences overall performance of
employees by 23.4 percent if counseling of career
development services and internal career advancements
of the employees are to be facilitated by the management
authorities of the grganisation. The result shows that
Hypothesis #2 holdstrue.

Hypothesis # 3 —There Is association between motivation
programs and performance.

Motivatian programs has association with performance by
225 percent in an arganisation if educational benefits,
recreational facilities, healthcare facilities are to be g-hren
by the management authorities of the organisation. The
result shows that Hypothesis # 3 holds true. '

Hypothesis # 4 - Communication channel affects the
performance of employees.

Communication has strong jmpact on pe formance of the
arganisation by 31.6 percent if accurate, regularand timely
communication Is 10 be ensured by the prganisation. This

result shows that Hypothesis# 4 standstrue,

Hypothesis # 5 - Policies and instruction have impact on

performance of employees.

a.pependenwarla
Hypothesis # 1-Thereisa significant relation betw

© i
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Testing of Hypotheses -
Coefficients * -
Model Unstandardized Coefficients srandardized
B Std. Error _Cuefﬁﬂents | Sie. |
Training 044 079 0.677 493 |
Career Advancement Jdx2 234 2.256 .025
Mativation 138 225 1408 | .161
Communication ' 207 316 2.193 029
Policy 200 073 255 2719 | 007 |

een training and performance.

Policies and instructions of organisation have "stran
impact an performance by 25.5 percent if rigid and fixe
policies made flexible, apinion of employees without fes
be ensured on the need of time through the employee
involvement and participation. The result shows th

Hypothesis#5 holdstrue.

DISCUSSION AND FINDINGS:

After getting interviews from respon dents and analysis

data, the following ahsarvations have been found -

Training-

1, Training Need Assessment : gefore the trainif
assessment 1S important 10 design proper trairl
program. It Is observed that there is lack of ne
Lscessment before the rraining. Most of responde
strongly disagreed and disagreed with the ne
asgessment before the training.

2. Training Methods: Training plays an jmportant rol
snhancing the knowledge, skill and abilities
gmployeaes. The study denoles that 70 perc
respondents have gone through the on the
training methaod.

3, Guidefines and Supervision: Time 10 time counse
and Guldelines helps 0 improve the performant
amployees. Halt of the respondents agreed that

were getting the guidelines from their supervisor
to time.
4. Adequate Training: 1t is ohserved that there lsla

adequatetfainlngfﬂrthemspundents to perform
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because of short period training on various grades of
emplayeas. [twas found that half of the re spondents

were not satisfled with the provision of adequate

training to perform their task well.

Training Program Well and Suitable: It is abserved

that 35 percent the respondents agreed that the

training programs are designed well and suitable
whereas 30 percent respondents were neutral. So

there s need to focuson designing training strategies.

Careerhdvancement -

6.

Career Development services: It has been abserved

that in cooperative Sugar organisation provided the
career development services. 35 percent respondents
were strongly agreed and agreed with the
organisation offers career developmentservices.
Career Counseling: The career counseling helps
smployees to achieve the individual goals and
enhance the performance which directly affected to
the organizational performance. 45 percent of
respondents were satisfied with the career
counseling, It means that the cooperative sugar
arganisations provided the career counseling to the
employees,

internal Career Advancement: Internal career
advancement helps employees to motivate and
maintain their performance towards the goal
schisvement. it is observed that 34 percent
respondents are satisfied with the internal career
advancement.

Design of Career Development Program: The proper
design of career development program motivated to
do well to emplayees and enhance the performance.
From the study it is found that 39 percent of
respondents were satisfied with the design of career
development program and 37 percent respondents
thinks that career development programs are goal

achievement oriented.

Motivation -

10. Reward System: Monetary and non mongetary

rewards always motivated employees for better

N R AT

11.

12,

performance. Itis obsarved that only non monitory
rewards were given to the employees. Also the study
elicit that 46 percent respondents were agreed and
strongly agreed that the organisation offers merit
raises reward system. It means that the organisation
provided the rewards for the better work and
performance which act as boost to motivate to
employee.

Welfare and Recreational: It has found that 45
percent respondents were agreed and strongly
agreed that organisation encourage employees by
‘affering welfare and recreational programs such as
Child Scholarship, family healthcare, canteen,
transportation efc. It has been also observed that
child scholarships are not sufficient which are being
provided to the em ployees. Only specific education
program the scholarship is provided to the children ¢
employees who are st.dying in engineering diploma
ordegree.

Safety and Security: The attention on Safety and
Security of employees reduces the sickness and
accidental percentage which increase the
productivity and minimize the cost. Most of
respondents are satisfied with the safety and security
provided by organisation. 48 percent respondents
were agreed and strongly agreed with the
organisation pays an attention on employea safety,
health and security. 1t means the cooperative sugar
industry provided the attention on employees’ safety
and security.

Adequate Time Off: The adequate time off provide.
the space to the employees for their personal work
and also to keep them fresh. The study elicits that
|eave facility including the vacation time, sick time
whenever employees require that is provided
regularly by the organisation which definitely
enhance the better performance. 36 percent
respondents ware agreed with organisation provides
adeguate time off for employees. It means the
Cooperative Sugar Industry provides the adequate
time off to their employees,

—
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Transparency in Motivation: Transparency in any
program or activity keeps the clarity in employees
which help to develop the team and motivated to
better performance. It is found that the majority of
respondents were satl sfied with the transparency in
motivation, 42 percent respondents were agreed with
the organisation keeps the transparency in

motivation programs,

Communication -

Clear and Consiste nt Communication:
Cammunication process has agreat importance inany
organisation in order to pe rform duties more
effectively. Clear and consistent communication
enhances the performance of employees. It is
observed that 44 percent respondents agreed that
the organisation communicates a clear, consistent
vision and mission to employees.

Regular Communication: It has been observed that a
thera is ambiguity in employees regarding the regular
communication. 38 percent respondents were
disagreeing where as 37 percent respondents were
agreed with the regular communication dene by the
management authorities in order to get the job done
from the employees.

Willingness to Listen from Employees: It has been
found that in cooperative sugar industry, willing to
fisten from thelr subordinatesis poor. The study elicits
that 39 percent respondents Were disagree, 37
respondents are agreed and 24 percent respondents
were neutral.

Accurate Timely Communication: The message must
be communicated in accurate shape to the employees
<o that output is received accordingly accurate and
timely communication enhances the performance of
the employees if it is corveyed properly, it is found
that 41 percent respondents Were agreeing that the
organisation communicate information accurate and
timely. |

proper Channel of Communication: Channel of

communication in organisation is easy due to which

most of the messages received in time especially
middle management level, Majority (46 percent] C
respondents were eatisfied with proper channe ¢

communication.

Policies-

20.

21.

i

Feedback Policy: Feedback Is an input to an
organisation in order te iImprove the performance
employees. Regular monitoring of feedback poli
provides caticfaction to the employees. The stuc
indicates 45 percent respondents were agreed thi
the organisation providesthe opportu nity provide th
feedback.

Opinion without Fear: It has been pbsarved thi
employees are not inspired to give opinion on t
lower fioar which may be harmful to the arganisatic
i future.

policy Design and Administrated Well: The prog
design and administration of employee relate
policies create smiaoth and regular working conditic
which improves the overall performance of t
mrganisation. Most of the respondents were hap|
with the proper design and administration of 1

employee related policies

performance-

23.

24.

Training: Every organisation wants and tries to &
maximum output frem their employees. To get
maximum output they arrange different types

training programs. Training has a great impact 1
performance of the workers if it is given 1o them wi
maodern training methods, an equal intervalaccordi
ro need, requirement and as per their designath

which helpsenhance the performance,

Career Advancement: Every employee thinks abc
their career. The career advancement has a pre
influence on employees. If the arganisation assignt
outsider person for career counseling, shaw 1
proper vislon and realize the strength of amployi
the employees will encourage and improving 1

performance and retain themselves the organisati
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id percent respondents think that arganisation offers

career advancement program helps to improve and

retaln the performance,

Motivation: The monetary and non monetary

motivation play vital rale in showing
performance. If the organisation offers the proper

combination of financial and non financial motivation
v will prove better and

good

technigues to employees, the
show active participationin their work.
Communication: Accurate, clear and consistent
communitation from different autherities gives boast
to the employees for showing good performance. |f
the organisation will be remove the gap and establish
the proper link at each stage of employees will

perform well and in time of the job which they have
been tasked.

policies: It has been found that half of the
respondents were agreed with that policles and
instructions have an effect on the performance of the
employees. In organisation policies are belng made at
top level management and transferred to down level
where the invelvement and participation of
employees is very less. If the management consider
the senior employees view or representation of

LIMITATIONS and RECOMMENDATIONS:

Limitations -

The present study carried out in cooperative sugar industry.
While carrying study number of restrictions faced including
time limit, various standard procedures issued authorities

and negative of support of respondents etc,

Recommendations-

2

Modern training methods and techniques play an
important role in performing the tasks of employees.
Due to variety of technology and changing
environment of organisation, the combo application
of on the job and off the job training should be
conducted on regular basis to make the employee's
involvement and participation more effective and
betteroutput.

10.

Before the training there should be requirement of
need analysis. Thers must be make a need analysis
and adequate training as per grade should be
provided to employees in order to enhance their
technical ability.

There must be provision of career development
services In different grade which are helpful for the
proemotion of employees. The management
authoritles should clear the internal career
advancement which provides the goals to employees.

Motivation act as boost to perform well, There should

_ be need of proper amalgamation of monetary and

non-monetary motivation te:l:gn'iques which wrap
mast of employees.

There is provision of schelarship to only engineering
students. There should be need to think about the
talent of all type of category students and especi:
different scholarshi « for the Girls which will
encourage all employees and coat the social
responsibility.

Regular communication should be ensured by the
authorities in order to make the employees more
active and participative. The authorities should be
listening the genuine problems of the employees and
take care, Communication channels should not be too
lengthy and keep the proper bridge.

There should be focus of feedback policy. Higher
authorities should a-nr.uurage the employees for
opinion without fear. The management authorities
should take the regular feedback of employees inthe
organisation.

Proper training system has a great impact an t.
performance of employees which ultimately leads to
active invalvement and participation of employeesin

b -

an organisation.

Comprehensive incentives and reward systems actas
boost and play the cruclal role in showing good
performance, so more will be the incentives, best will

be the performance.

Policies should be flexible, as palic@%ﬂf
performance of employees have close relationship ;|

with each ather.
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CONCLUSION

Cooperative arganisations play an important role in the
growth and development of the rustic area. They are the
main bone in economic development of rural region.
Cooperative sugar arganisations have not become very
prnfeﬁslnnal in their management approach as compared
to private organisatians. Apart from this many
grganisations have excellent performance track records
and have managed to achieve desired rosults. However
modern HR practices are neglected snd management of
cooperative SUEar arganisations failed to understand the
strategic role of employee invelvement and its iImportance
in global business environment, Thus HR functions needs a
fresh restoring sO that employees inefficiencies and
redundancy if any can be removed and improve the
efficiencies of the grganisations 19 the fullest extent. To
maintaln the performance and survive in the era of
globalization cooperative grganisation must involve and
participate their empioyees in various tasks which create

the genuineness and build up strong relationship with the

prganisation.
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- ABSTRACT
Over the past several decadss, ihe globalization of the manufacturing ecosystem has driven more change and
impucwd.r-mb-pm;;rcrit}' of more companies, nations and people than at any time since the dawn of the Industrial
Revolution. Nations arounid the world have taken part in- and benefited from the rapid globalization of indusry and
axpnn's:n,n of manufacturing. Globalization of manufacturing has been a key driver of higher-value job creation and
: sing standard of living for the growing middle class in emerging nation economies, The Government of India has
‘taken a number pf steps (o further encourage investment and improve business climate. “Make in India’ fnission 15 ome
ch long term initiative which will help to realize the dream of transforming India into 4 manufacrurng hub, An
e bitious Make in India campaign by the government of Iudia can not only change the image of the country ds @ hub
for manufacturing but also as a destination to do business. This paper allempls 10 identify the opportunities and the
challenges waiting for the Make in India campaign.
Keywords: Make in India, Mamufacturing, Skill, Opportunities.
INTRODUCTION:
fh Il The ‘Make In India’ initiative was launched on September 23, 20314 with an amm of providing global recognition
'y fo the Tndian economy. The program includes major new iniiatives designed to facilitate investmenl, foster
' innovation, protect intellectual property, and build best-in class manufacturing infrastructure. Besides focus on
enabling manufacture, major initiatives have been taken in 2014 for improving the ‘Ease of Doing Business” in India
through simplification ond rationalization of existing rules and the introduction of information technology to make
govermance more afficient and effective. ‘Qkill India’ — 2 multi-skill development programiie has been imtiated with a
d entrepreneurship for all socio-economic classes. ‘Digital India" 15 another injtiative of
and the people of India and to ensure cffective
ally by reducing

mission for job creation an
Government of India to integrate the government's departments
ZOVEIMance. 1t also aims al ensuring govermnment services made available to citizens electronic

I- - wpﬂwmlé...ﬁ.ﬂ these iniiatives open up NUMErCUS opportunities for investments ACTOSS VaIious SEclors, including

in mcture. The “Investment Opportunities In India” publication includes various opportunities in roads and
highways, ports and shipping, civil aviation, pOwer and other major infrastructure development projects.

Key thrust of the programine would be on cutting down in delays in mannfacturing projects clearance. develop
adequate infrastructure and make it easier for companies to do business 10 India. The 25 key sectors identified under
the programme include automohiles, auto components, bio-technology, chemicals, defence manufactunng, electronic

sysiems, food prn::ésshu g, leather, mining, oil and gas, ports, railways, ports and extle.

The national progamme aims af time-bound project clearances through a single onlinc portal which will be
further supported by the eight-member team dedicated to answering investar queries within 48 hours and addressing
laws, skill development and infrastrocture. The objective of the mega programme is 10
| ensufe that manufacturing sector which contributes around 15% of the country”s Gross Domestic Products is increased
| o 25% in next few years. Speaking to more than 500 top global CEOs along with captains of Indian industry at the
! ayent in Vigyan Bhawan, New Delhi on September 25% Prime Minister termed Make in India initiative a lion step 1o

ushet in increased manufacturing in the counlry, which will ultimately generate more employment opparu nities for

the peor 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 took at India merely
ot just offering 4

as @ market, but instead sce it as an opportunity. “When Wwe walk of Make in India, we are 0
cﬂmﬂ&ﬂﬁﬂ sifuation and we give you i opportunity 1o create a huge market for you frer all, handsome

I
L

| key issues including labor

(23)
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it as cost effective manufacturing,” Modi told packed audience. With the launch of “Make

buyer is equally imporT: : . ¢
i India™, a ray of hope for the upliftment of the performance of this saclor 18 slowly emerging The campaign has
sturted Showing 185 positive colours with various steps taken 10 encourage the mvesiment in this sector but there are

ﬁ
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varions challenges that hinder the growth of this sector. |
The present paper investigates the challenges posed to the ‘Make in India’ campaign by the manufacturing sector
fferent sources like journals, books, magazines, Census India, Government IEpoTts,
curveys and websiles have been taken to support the points. The ohjective is to present the present enar éfﬂ;gl |
manufacturing sector uf India, various challenges faced by it and the emerging trends after the launch ﬂf‘.__ _E_F, fake n
fndia’ campaign. ' {1 "R
REVIEW OF LITERATURE: _'

Since the year 2009, manufacturing sector of India s showing reverse trend with ifs share of GDP falling from
23 1o 2.0 (Bhatacharya, Bruce, and Mukherjee, 20143, It is undoubtedly true that, if India aspires to be a powerful
nation by 2030, it needs 0 STONE sustainable growth which_can only be achieved if India ates 4 strong
manufacturing base (Shah. 2013).The existing labour laws are less employment friendly &nd_htusad';uwuﬂs the
organized labour force; they protect employment and do not encourage employment o employability; they give scope
for illegitimate demands of the Trade Unions and are @ 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 | |
254, of graduates arc estimated 1o be employable in manufacturing (“The Manufacturing  Plan,”™). .;i
anderdeveloped infrastructure is the top most issue faced by Japanese mamfacturers (Make In India: Dppmmnit" :,
and Challenges,” 201 5).Senior Managers of manufacturing companies consistently rank difficulties in ficquiring land
4s one of the top priority areas fo be tackled by the government (Bhattacharya, Bruce, and Mukherjee, 2014). The
chare of manufactured goods in Lotal merchandise exports fell from 776 in 2003 to 65% in 2013 (Joumard, Sila, and
Morgavi, 2015). "What counts :c ot 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 durng ‘Iu‘n'v.l’l:pﬁ'dih
\War T said, the might of the army ic 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 launched by the Prime Minister of India to hoost this sector
o that India can present its candidaure for becoming he Global Leader (Chattopadhyay, 2015). i i 3 t i
MAKE IN INDIA CAMPAIGN — NEW PROCESSES: L
>  Doing husiness in India just got easicr - nEW de-licensing and deregulation measures are reducing <o
and significantly increasing speed and transparency. L £
Process of applying for Industrial License and Industrial Entreprencur Memorandum made onling o
through e-Biz portal. it
Validity of Industrial license extended to three years.
Siates asked to introduce self-certification and third party certification under Boilers Act.
Major components of Defence products’ list excluded from industrial licensing.

i
Dual use items having military as well as civilian applications deregulated. ' j
the e-Biz a single window T
1i|. I
Aty

in India. Secondary data from di

‘:

b, (A R S

Services of all Central Govt. Departments and Ministries will be integrated with

platform for services by 31 Dec. 2014,

%  Process of obtaining en vironmental clearances made online.

CHALLENGES FOR MANUFACTURING SECTOR: .
There are many hurdles that delay the smooth progress of the manufacturing sector which in tum adversely affect

the *Make in India’ campaign. Some of them have been listed below: I 4

|

»  Skill: Education and skill are the key forces for the growth and development of a country. The countrics with |
high skilled labour can do much better than others. But the situation in India 15 very gloomy with huge <kill gapsi |
Although India has improved a lot in education but its competitors are much ahead in this area. As per the report |
named “Higher Education in India: Vision 2030" by FICCL, 75% of IT graduates are deemed | D
559 in manufacturing, 55% in healthcare and 50% in banking and insurance graduates W
unemployable. Purther in India only 3.5 million workers are undergoing skills courses a year, The i
higher education 15 also low. As per NAAC report “the quality of educatign.
of the colleges is below par™.

(94)
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ig Business: Euse of doing business is the major obstacle to the growth of the manufacturing sector.
ks “Ease of doing Business 2015” report has ranked India at 142 out of 189 countrics for its
husiness. The “ease of doing husiness” covers ease in starting a business, enforcing contracts,
erty. gaining access fo electricity, paying, taxes, efc. The easier and simple process gives a
unfry 4 good rank. The mare the complex and time consuming process the poorer 1s the rank given. Itis a
~ matter of great concern that more than two decades have passed since the commencement of economic reforms
i-. and still India lags behind in providing business encouraging environment and the other facilities as are provided
. by ather countries of the world. In the exports section also, getting approvals require long time and huge cost. All
these obstacles discournge the growth of manufacturing sector.

% Environment Clearance: Slogan of “Go Green™ in the present day requires the busingsses 0 be

b

%  Labour Laws: India’s Jabour regulations are among the world’

__for capital intensive methods in the organized sector. This adversely affects the expanst

{,l

environmentally sustainable. ‘Being green’ should be the main focus of the businesses and should be taken as a

 duty by the manufacturing sector o preserve the environment. But the situation is challenging for MSMEs who

.-;pﬁ-’t'absclcte and inefficient technologies. There is an urgent need to develop new techniques that help in

| protecting the environment. As many as 17 highly polluting industries have been identified by the Central

q
1

Pollution Control Board, the majority of which are manufacturing industries. MSMESs, in patticular, can

_gnificantly affect the environment as the technology used by them is generally obsolete and inefficient. About

0% of the total industrial pollution load of India is atibuted to MSMEs.

pifrastructure; The growth of manufacturing sector is highly dependent on its quality of infrastructure. The

vorld Ecenomic Forum's Global Competitiveness Report hias given &1 strank 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
]nﬂiav-r-wﬁ underdeveloped infrastructure is the top most issue faced by Japanese manufacturers. Roadways
in Iml.mgns;a big challenge for the growth of the country and successive governments are continuously failing
to implement their electoral promises. The projects of railways department sufler from even longer delays as
‘compared 10 road sector. Also, rail transport i 709 more expensive in India as compared o the United States

~ which makes it inefficient, There is a nationwide scarcity in terms of power generition. About 48% of firms

!

‘suffer from power cuts for more than 5 hours in a week and around 60% of firms are ready o pay more for
\gontinuous and religble supply. In order to promote the foreign trade, poris play a very important role. There is a
‘searcity of modemized ports and those that exist, are using 90% of their capacity as against an average of 70%
international nsage,
< most stringent and complex, and over time have
Jimited the growth of the formal manufacturing sector. The present labour laws favour the employees and protect
_-ajﬁfnphyment and also a big tool i the hands of trade unions 1o raise their bargaining power giving a way o go
ion of employment and
_generating jobs, There are more Jsan 200 laws regarding conditions of employment, sockal security, health,
afety, welfare, trade unions, indusirial and labour disputes, etc. Another problem i lost relevance of most of the
labour regulations in the present day. As per the survey of CI-KPMG 2014 in India, about 47% of the
respondents stated moderaie 10 major difficulty in complying with labour laws.
Research and Development: The expenditure on Research and Development

Moreover around 75% the chare comes from public sector and just 25% is investe
gevere contrast to thé trends followed in US and China, The credit of the faded growth of manufactuning goes 1o

the 1nwj;mr;ﬁnn1_ogk;al depth of the sector. Indian RandD sector is still under explored as India lags behind her
i_:um#tiﬂtﬂ.!iin infrastructural and technological development. Therefore it poses a big challenge to the inveslors
 improve further in skill and srandardization of the issues.

o India is just 0.9 of GDP.
d by privale sector showmg

» lei Acquisition: Land acquisition is another major issue involving lengthy and cumbersoms process. It is one

{i

| takes 14 months on &n average 1o acquire land. Another difficulty

* compensated which again leads 10 dispute

ects. About 709 of the infrastructure projects got delayed due to it. It
is to establish the land title due to incomplere

Jand records which becomes 2 cause of ligation later. Also the owners of the land are oftet inadequately
5 and delays. As per the survey conducted by CI-KPMG among the

uiring lands, the unsecured land title is the major p
o obtaining land for industrial development.
~ds and restrictions on usage of land, ete.

of the main reasons for delay of the proj

various canses of difficulty in acq
critical issues that pose challenges 1
holdings, inaccurate, outdated land reco
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B
rises: The Micro. Small and Medium Enterprises (MSME) of India j:ﬁ_ljr m‘s
pating considerably 11 manufacturing output. Their
_ They are the ancillary units to the

pearly 45% of

‘World Feonomit Turmoil: Chaflenges and Opportunities for India

¥  DMicro §mall and Medium Enterp
jmportant role in providing huge employment and contr

a1 areas checks the migration of workforce (o urban areds

presence in the rur

large industres providing

manufactuing putput and 40% of total exports of the country and employs around

million umts ihroughout the countty:

qaill suffered DY them in the arcas of skill, credit, infrastructure, technology, €16
accounts for 3% of advances for the last three years. Even the process _
od of intensive field work and high levels of serutiny’

defmilters which
these enterprises s costly as there is a ne
of each application.

5 LExports Exports play & major Tole in the growth of the manufacuring gector. But the sharé of India in global
merchandise exports has been very low a3 compared to ofher countries, Whereas he developing countries’ share
in global merchandise EXports rose from 249 in 1990 10 38% in 2006 4nd 45% in 2013. Of India"s export basket.
2% comprise of manufacturing exports (as of 2013} which i the lowest among most Asian m‘.:qnqi'ﬂiqq_‘wid'l
China having 949, Japan 88%. Philippines 71%. Singapore 70% and Thailand ha ing 4%, The major [easons
behind the declining munufacturing exports are the slow rate of growth of the sector, the small share of tﬁgﬁ fech
EXRPOTLS, jnadeguate infrastructure, e1c.

CONCLUSION: -
In conclasion, WE have to accept the fact that advincing manufacturing growth will be essential if Indig wapt” " *

high-income scopomy. We cannot rely on services alone to fulfill this ambition. AU g jwe

ransform jraelf into @
lation. Many governmenis in the past have Tofty

ime, we will also have to focus on ghilling our youth popu
policies 10 wransform India’s manufacturing but few things have changed on the ground.
programme may have the potential 1© transform India into & “sanufacturing hub but if we are 10 chieve
the govemment would have 10 MOVE beyond rhetoric to actual jmplementation of the ann ' jes. AR
has been taken by the present Government and yet has 10 need few fmportant changes 1@ imprave man'u'fs:mdng
this vear is crucial 10 jmplementing (he “nnouncement well and seizing the opportunity t

gector. In my point of view ¥
make the oght inyestments at a COmpAny level.
i

i
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U A e | STRACT
Curp;u"lljﬂm#mjs a mix of cash and cashless transactions happening across the country, while many enablers are
working mﬁm#b'mmmg the cashless economy dream into a reality, We have taken big strides towards becoming @
cashless econamys however it will take more than @ generation 10 change the habit from cash to no cash transaction.
ing the economy into & cashless state without proper planning and infrastructure will be disasuous and its
aquences will be everlasting. A gradual move towards less-cash society as gaid by the Prime Ministet is the right

o things extremely difficult for people to adopt o-transaction route. Also, important to note that if people start
floe 28 to alternate CUCTENCLES, governments could wind up losing much of their power 10 influence ECONOMIC ISSUES

suchi-tis inflation and unemployment. The govemnment can't sel an interest rate for institutions lending in a currency it

dos control.
Words: Cash, Cisliless, Economy, Security, Transactions.
15 REQUIRED?

| Cash is like water 3 basic necessity without which curvival is a challenge. Nevertheless, cach use doesn't seem 10
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 govemment might not be present physically with its
pamph::ma]iu._it;jnjumﬁun pms in the form of legal tender that public uses for business on an everyday basis. A large
informal economy that suppors 3 major purt of Indian population and their livelihoods also runs i cash. This is why

u realsty revesls, 4 majority of transactions in Kirand stores, the go-to shop for daily purchases in India
sed transactions, because these are generally small ticket transactions. The cusLOmELs, a5 well as Karana
feel more comfortable in dealing with cash for small ransactions, while these merchants alse provide

credit facility o customers. However, the goVernments drive to incentivize consumers and merchants alike to move 10

electronic It of paymicas has not found many takers because our cash driven economy is fuclled through rampant

corruption i 5C ety and black money. The modus operations for corruption are cash 50 unless we rid our society of

T¢.|;:.1'aL',l:;|liu:m at all levels this will be a huge task. Imagine paying a corrupl official through your a-wallet it will never
~npen.

i f aver 1.2 billion peopie-

| Also another point 1o pon der on is why India has srich less tax payers in a population O
oo below 2.5 lakhs a year. This is one of the issues that needs to be addressed und
i i rds of the same being made available many more

+ple should fall under the tax net be it small merchants, professionals etc. Will this segment of society adapt 0
that the nation can benefit from a higher tax collection leading to better benefits 1o
whole isometrics of moving from cash-driven economy 0 cashless economy has
1 at was aimed to extract Tiquidity from the syslem (0 anearth black
radio programme, Mann Ki Baat' on
rged the public Lo move 1o less-

I Prime Minister, Narendra Modi acknowledged the fact in his monthly
Sunday that making the transition to cashless economy is challenging, and hence has 1

‘fn & courageous move 1o combat black money and counterfeit currency, Narendra Modi's governiment scrapped
currency notes of INK 500 and INR 1000 denominations, which is seen as an unprecedented measure, though a giant
Teap towards curbing corruption and forged currency. The declaration created confusion across the spectrum, as these
high-value notes farm around 860 of total legal tender. OF course, the digital eru is something t© embrace, and new
methods of payments will continue to be - stroduced. But Indians need to recognize the ricks and bencfits of dilferent
| 1o with electronic payment instruments are far more diverse and severe.

, [ ARIOUS EXPERT OPINIONS: ] _
XA re]_mql by Boston Consulting Group (BCG) and Google India revedled that last year around 75% of
! transactions in India were cagh-based, while in developed nations such a5 the US, Japan, France, Germany €ic- i1 was

m:@-ﬁ% The depletion in cash due to demonetisation has pushed digital and e-transactions o he forefront;

4 \..:,'EJE f.lf#r{:: 2
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e axd The low literacy rates in rural India, along with the lack of infrastructure like inlernet 4628 and power
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1o these, the

five per cent of the currency is rith the

o

ncies through ATMs alone, the
ar. However, the interchange

ils,

cost of printing and disbursing cumrency co

costs are much lower than Rs.70 per person. As of January 2010 estimates, therc are around 60,000 ATMs in India. It
costs around T 7 lakh o install an ATM machine and an equivalent amount 10 maintain it for & yeu:,_ﬁiwﬁ:‘-. t we
plan to add 10,000 ATMs per year, the total cost of printing and distributing currency (through ATMs along) Ammeunts
i % 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, 8 moderate growth of cashless transactions by five per cent a year will save more than Rs.500
crore annually. Therefore, there is a direct benefit (in terms of cost savings) of moving towards cashless transactions

irect bencfits that
th.

in India, However, it is the ind
's objective of inclusive grow

country |

A 2010 study by Moody's showed that global GDP registered an additional 0.2 percentage points in ﬂm awth
rite because of electromic payment instruments. For 51 countries in their sample that, together, accounted for 93 pe
cent of the world’s gross domestic product, electronic card usage added 1.1 trillion in real dollars to private

003 10 2008. With &

consumption and GDP from 2
to go cashless? How

But how ready up are we
Our contention here is th
t for a user, and affords

are perhaps much more important

very low cashless base, clearly, there arc
affordable is it for people to go cashless? 4078 1 E 0
een Cash and Digital Money: a tupee paid by cash is
less costs, as compared (o a cashiess system: , S Es

at there is no parity betw

for India. especially given the

convenien

INFRASTRUCTURE ISSUES: 18 | !

%  Number of citizens on mobile: Not all Indians are mobile, leave alone connecled. The lates ptires fr '.1
Indian telecom regulator TRAI show that, as of 31st July 2016 - India had a teledensity o 830, W ar,
Assam, Madhya Pradesh and Uttar Pradesh with teledensity of less than 70%. While state-wise data for wireless
ieledensity is not available, it won't be very differeat, since most connections in India are Wi less, Note that
these are number of connections, not uSers, 0 you will have to discount this significantly, bwmw many users
have multiple SIM cards. i

% Number of mobile users who are connected to the Internet: There were 142 .65 million Internet conneclions
by the end of March 2016, of which 20.44 million were wired connections. In total, 149.75 million Wwere on
hroadband (3G + 40 + wireline broadband) and 192.9 million on “Narrowband”. Narrowband Intemnet s riber
hase was 192,90 million (2G and wireline broadband). For the top four telecom operators, the number of mohile
connections that are data enabled in a manner that is more than lmb or more than 10 mb per month s around
0%, So do we have enough people with mobile connections in India who have an Internet connection? Not
close 10 & billion. How. many people are online daily or monthly? According to Facebook India MD Umang Bedi,
165 millien log on 1o Facebook on a8 monthly basis, How many go online daily? Only the telecom Operators
k—ﬂﬂw- il .| Jll

% Availability of reliable connectivity: “When we were doing Aadhaar,”" TRAI Chairman BS Sharma sid at an
event WiFi in India, “and we said it will be an online infrastructure apd.dentity, People said you are Afing an
onling identity in a situation where connectivity doesn't exist. S amount of pmssumﬁt"l us 1o

ooy, -

T4
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make gwq[k offline as well. Our view was (hat we are creating a fumre-proof \dentity infrastructure. We don't
‘want an igfras which becomes useless (OMOTTOW. The future is online, The future is a connected world.”
But the future isn't now, and RS Sharma knows that: “Today with Aadhaar,” he added, ] keep getting

io apthenticate. Therefore,

'complaints that there isn't a tower in a place and therefore we weren't able

connectivity is & very senous problem.”
vailability of user devices: According o Idea Cellular CEO Himanshu Kapania, there are currently over 3

bitlion mpbile phones in Indin: around 850 million feature/smartphones, and 150 million LTE enabled phones.
Ai:rtellndi_n_hgp:and CEO Gopal Viual recently said that: “What we have found is that people with smart phones.
not all of i em use data. That number of people with a smart phone using data is probably around 60% to 70%.
This is 1 0 | because the most payments business don't support feature phones (do any?), and while wie will
ane penetration grow, and we need fedture phone sUpport for now.
. Merchant acgeptance: India bad 712.5 million debit cards, and 130,53 million wansactions, s of August 2016.
aﬁ's,ammd._lﬂ wansactions for every 100 cards. Credit Cards- Only 2638 million in India as of August 2016,
aﬂ‘mlli HOg for §3.95 million runsactions. Demonetization might lend itself to greater tilization of cards, but
there were only 1,461,672 point of sales machines in India, a5 of August 2016, according to the RBI in the entire

| country. In all likelihood, concentrated in major cities, with some merchants with have more than one machineg,

| as backup.
l yment and mobile network capacity: What we've seen with Demonetization and the increase in usage of
eurds and online payments is that samewhere in the value chain, banks and/or payment gatewlys were not in &
Jnsition handle the load. Transactions failed. What we welt told was that Visa wasn't 2ble 1o handle the load. Al
ent, there isn't sufficient capacity for the escalation in usage if everyone sarts transacting digitally, More
ortantly, do we have the nelwork capacity o deal with this? What happens in an emergency sitnation, when
;;_;@;}waﬂs'mﬂum because everyone is trying to call everyone, as we've el previously in Tndia? If you don’t
i-". v cash, and there is insufficient connectivity, how will you be able {o buy anything, use pubhic transportation

-

]

B ﬂ;ﬁtn:u: taken for a transaction: If you've driven ghrough a toll booth, or paid for parking, you know that

operators keep exact change hecause they expect notes 1o come in with a specific denomination. The time taken
1sn't usually to tender change for notes, but for printing a receipt. Watch & small shop selling high frequency
purchases like mobile recharge cards, candies or cigareties, and you'll see that the pace at which they close 4

jon with a customer ie critical for them: they don't typically give a bill far cach transaction, and that's a

n it comes to taxaton, But from @ user's perspective, think of the additional ime it takes:

ird, you need fo place it in a PoS machine, get a user nput a PIN, and if there is connectivity,

~ wait for the merchant to geta confirmation before you can leave. -

. E‘pg‘éqigital transactions, you need 1o get @ user 1o scan a merchant QR sode. authenticate with & PIN

'i |’ %mg) Or, you need the merchant 1o send a payment link to a GuUSLOMET, for the customer 10 receive it
[ FRIN

‘2 page, lype in details and complete & transaction. Then wait for the merchant 1o receive 4 confirmation
k. of the wansaction before you can leave.

> Security issues: The weakest gecurity link in any transactiop is not the wechnology system, but the user, and their
| (e tack of understanding of security issues. To get a sense of this, to withdraw money from ATH's, some people

]' —~ere giving others their card and PIN numbers.
»| Mo privacy with cashless: a swilch to cashless means
-~  documented. This is great for ZOVErnDNCs, with taxation, but there is no pro
- that data, whom they can share it with, and how it will be utilized. India doesn't b
tection law, and shamefully enough, the Indian govemment has gone 10 court arguing that there isn't @
If .-.;m_,ﬁmmm right o privacy in the country. To quots the Anomey General of India, representing the Union of
/India, in August last year: “Violation of privacy doesn’t mean anything because privacy is not a guaranteed
,'1';'_,Epigh » _Cash offers that relative privacy and anonymity, which the Government of India is rying {0 deny its

 citizens. The only cashless currency that affords anonymity is bitcoin.

¥  Languuge compatibility: Paym has recently updated their application with some featutes enabled in Indian
languages. However, most mobile handsets don’t have an Indian language interface, as don't most applications

and services. Apart from,
pupql_a.}iiiﬁ.lfin Tndia which still isn'1 able 1o read and write, leave alone being able o read and write English, while
we dm‘_i],ﬁvc phones that are in Indian languages and apps that aren’t in {ndian languages. The digital divide
here :.ﬁmsw: Physical notes are a visual medium of exchange. .
serability issues (between pavment systems): cash is interchangeable: you don't need & connection, in
) situation where State Bank of India doespckadaW

't allowed. Thets

that each and every ransaction is tracked and
tection for citizens, as 1o who owns

ave a privacy and daia

™

ation of an account 9 exchange cash. Here, you have & :
' '_iﬁilu g Paytm wallet via nethanking, or wallet 10 wallet transfer isit
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ao E-commerce compay tried going the Indian lanzuage way. There's a part of the
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Payments Interface, set up by the bank owned group NPCI, where the Reserve Bank of India has nelﬁ]]ﬂw::d
wallet to wallet transfers, Cuslomers arc locked-in whether it is to their bank account (becanse you need banking
systems functional (o transfer money) or to their wallets.

» Cost of transaction: : : o
«  Merchant costs: Merchants need a working Internet connection to accept digital payments. They Mdtﬂ?
e or a smartphone with an application 10 accept payments, On Credit

monthly rental for @ machin
discount rate (MDR), an inter-bank exchange fee, of 2.5-1.7% per tran it i
‘For

Wirld Economic Turmoil; Challenges and Opportunities for India

pay a

L

merchants are charged a merchant =1 HEEEN
On debit cards, they need to pay 0.75% per transaction below Rs 2000 and 1%for transactions above T 2,000:

UPI, merchants are charged 0.75% per transaction plus other costs (on par as debit cards.)
«  Customer costs: You need a smartphone, an Internet connection andfor have to pay USSD
session) and data charges when applicable. | Al I E. el
Cost are applicable when cashless is converted into cash: From an RBI paper on proce 0sts an cheques
and ATMs: “The feedback received from different banks revealed the {ollowing — a total © %:f Rs.1.95 per
F 1000/- which excluded the cost of insurance and dispensing cash at ATMs; the cost of dispensi e cash through
ATMs alone is approximately Rs.17 per transaction; the opportunity loss for holding i{ﬂgs;j_a,sa would be
approximately 9%; the cost per transaction #t ATMs ranges from Rs.6.60 to Rs.15.88 in case of fully sutsourced
operations depending upon the service provider and area of operation,” e L
Cash isn't the same as cashless (digital payments) because - Not enough people havé mobile ¢onnections, an
Internet connection (which can survive massive usage in times of emergency), or use it regularly, on & smartphone,
which supports all Indian languages, with an application that supports all Indian languages. Internet connectivity isn't
relinhle or available or as cheap for users as cash. The process of making digital payments in India is not easy, and is
time consuming. Making digital payments is costlier either for the merchant or the customer, or bu_lﬁ.':’%
payments can lead to major security risks, with adequate processes not in place for easy redressal, for either %,
or Cuslomer. il ]

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

Here's the thing: Cash might be more expensive for the government, becatise of tax evasion, corruption
newd 1o keep recirculating old, spoilt, currency, and enabling transfers, but digital is very expensive for citizens.
is happening here are a transfer of cost of money from government to citizens, and a massive eollection of data? | 1

But does that mean that there shouldn’t be any cashless transactions? - Certainly not. The point is 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 imﬁutgﬁﬂ.jgﬁﬁtpﬁana
prices will come down, but the idea to force people into adopting cashless payments is foolish and unnecessary, when
vou don’t have the wherewithal 1o meet the demand at that scale, this quickly. People are hurting, and (here are 1o
means of meeting that demand in the near term, The important thing is to give people choice, mﬂswmh people

cashless gradually. By creating an incentive structure for that switch, and that involves making cai.r}.lltmm'e expensive
b -I,rl |

H

than cashless and better enforcement, : i
itk !

CONCLUSION: B
A major obstacle for the guick adoption of alternate mode of payments is mobile intemet pénetration, which is

crucial because point-of-sale terminal works over mohile intemet connections, while banks have been charging money
on ciard-hased transactions, which is seen as a hurdle. The low literacy rates in rural India, along with the I
infrastmicture like internet access and Power make things extremely difficult for people to adept e-transaction rou
Here are ways in which cashless can be fortified by giving an indirect tax rebate for using cashless methods of
payment, which brings parity between cash and cashless. Even online, merchants can be incentivized to charge less for
digital payments, and more for cash on delivery. Digital Payments businesses have tried their hand with it baki
and lower rates for digital purchases have already encouraged digital payments. Incentives could g ;-
husinesees, which they can transfer o customers, ik o s
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i RURAL EDUCATION: NEED TO RETHINKING
' ﬁ .: Uineshwari 1% Patil, Sudhir A, Atwadkar
bl SNBP College of Arts Commerce Science & Management Studics, Pine
E-mail: sudhir arwadkar@umail. com
~ Abstract:
F-'g' After 70 years of independence, “The real India live in villages®, this saying is as true
“today. As more than half of the population of the country lives in villages, rural development
crucial motivating factor for

v an eminent fictor for the development of our economy. The
the development of the cconomy in today’s time is Education.
being liver is responsibie for the proper functioning of the body,
acts & backbone for the cconomy. To explore this significant role of education
f ﬁpﬂ#ﬂﬂlﬁ in tural India, this article explicates present situation of rural education, and

c.’pmbm#mg faced by the rural education.
Key 'ord: Rural, Education, Economy, Development.

1) Intro luction:
_ The Workl Bank has defined Rural Development “as a stralegy designed to improve
f people- the rural poor.” Half of the

f rural India towards the economic
le used to correlate rural

Like in the body of human

in the same way education
in India

‘i  the economic and social life of a specific group ©
|' . population in India lives in the villages. The contribution 0
" | development is not hidden from any of us. Earlier the peop
development with agricultural development and thus focus wus only on the increased
agricultural production. But with the changing time, this misbelieve has also changed. Today
. the coneept of rural development is fundamentally different that it was used to be 2 or 3
'{"!ﬂﬁenndcs ago. The continuous growth of the Indian economy forces the Indian government 10
accelerate the process of developing all the branches of the Indian education system. As more
than half of the population in India lives in villages, therefore the education system in rural
e also plays a significant contribution in the growth of the economy. Fducation has a
(& dﬁir_ablg-'i_:mrmlling influence over development of the rural individual, family, community

and . that leads to reduced poverty and controlled unemployment. Functions of

education iaclude imparting socisl change, making rural people aware Gbou their rights,
t and income opportunities to

mgprncmg individual standard of living, providing employmen
system. of education in India was introduced by the

rural people and so on. The present
British'in the 20th century. The central government through the Ministry of Human Resource

. Development’s Department of Educatio the states formulated the

N.i_i:du:.aﬁm policy and planning,

" 12) Present Scenario:

4 Right to Education is the primary right of every citizen of India, whether a child
resides in a high profile society or in a far away not so developed secluded village. In India,
condition of rural education is still improving, the conditions of these ural schools is still

L::ij:ry poor. There are very fow schools in the rural areas and children have to travel far away

f"‘;hsmncas to avail these facilities and most schools in these locations do not provide drinkj
water Schools in rural areas are promoted to raise the level of education and literacy Jefis
[ndia. The main aim of running these types of schools in India is to increase the at

n and the governments at
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1 is illiterate and cannos reid

literacy in rural areas. More than 40 percent of India's populatio
or write: And schools in rural areas are inadequate and often equivalent to being non-existent
Thus, government's initiative to set up schools in rutal areas came into picture. According 1
Just Indian Schools the conditions of rural e ing steadily and rac
providing full support and
low so that eve
I Rural schools pay special attention
tant uppn'rtunit}'. They promole
also provide study material

Ui!ll'l-!!\'.‘ ‘:I.::i.l.u"l:'\

ducation in India, 18 Improy
providing with many injtiatives. [he dec
ry child can study and afford it. Children
to children In

government is also
structure in these schools is also very

have to walk miles to reach their schoo
these locations so that each child gets an equal and impoy
reading and writing and enthanced basic education. These schools
to every student apart from, meals during school hours, uniforms ete. Rural
also have implemented library system, which provide books, newspapers and magazine
children. They not only provide science kits and equipment for hands-on-learning, but also
notebooks, textbooks and pencils to poor children. Apart from that they also. give
scholarships to deserving students regularly, who wish 1@ study shead. They crealc
community awarcness, about the need for education and world literacy. Many indirect
benefits of u basic rural education include poverty reduction, disease control. enhanced
employment opportunities and increasing rate of literacy ndividunl's special lalenis are
recognized. The teaching methodology ensures that each and every student 15 exposed 10
educational experience in an active and dynamic learning enviranment, SO that they can
achieve excellence, Teachers also encourage every student 10 express their

‘.'51_"-.\ -
observations and experiences. The main objectives of rural school’s are 10 ensure that every

1 e

child in rural India receives quality education which prepares them 1o compele
competitive global environment. The objectives of Rural education is facilitate frise
rting children for higher education, guiding and

standard education to rural children, suppo
supporting research scholars in Educational Deve teaching
methodologies and assessment system, promoting all

The comparison of rural education with urban indicates that
cities and towns whereas; there are very few schools in villages

transportation facilities like bus pick in urban schools where as child
walk miles to reach their schools. Basic amenities like no drinking water in provided in some

of the schools in villages. Level of education in urban schools is far advanced as co mpared 1o
the basic level taught in rural schools. Modern technologies like Computer is given high
[importence in urban areas where as very few schools in villages give computer rining.
School education in urban areas is more advanced especially since there is a lot of computer
aided teaching
Apart from the course curriculum rural scho
other activities like sports, co-curricular activities and competitions.
activities tend help in the overall development of the children
3) Problems In Rural Education:
India is developing rapidly and many initiatives had been raken for the development
of rural India, still much more have 1o be done. There are several prﬁmﬂml by the
in rural India. Some of these problems are stated b G = '_h"".:\
ope inﬁrﬁggf_lﬁl}.:ﬁt_r& thellities,
s cv@;ili-adc to sit on Lhe

lopment, awareness wit hinew

schools to stress free environme
there are many schools in

and the rural areas. The
ren in rural areas have 10

nt.

ols are not able 10 involve children 1@

SUCII EVETILS aud

schools running
o Lack of Infrastructure:
There are no proper facilities for sitting as some

Many schools in villages lack pi;
times childreg
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Lﬂ competitions. Such events and activities tend help in the overall

! 4} Need based ICT Education in Rural Areas:
partiment, rural schicols have

L]

L]

~
f

! )

;{- || pities or towns, there are

nar On lu Surategles Iu:::hanmg Procuess, 2016

(AN Snmredﬂaﬁmau.mtsm

a-availability of furniture. The school building lacks doors and windows,

nter unimpeded.

llages also get very Jess income
teachers are not satistied with their

floor due to no
and so the wind and animals e

« Low Income: Teachers in the vi
5 that teach in urban schools. As

in comparison to the
income, they

(&3

‘gererally do not give proper attention to the students.

o La k of Transportation Facilities: This is one of the biggest problems heing faced
by the! children going (o village schools. As there are no proper transport facilities
" miles to come to school,

children don't like 10 1ﬂraw:l

o Less in Number: In comparison
very fiew schools in villages or

o Lack of Basic Amenities: Even the basic amenities hike drinking water,
et are also not available in many of the schools at villages.

« Lack of Extra-Curricular Activities: Apart from the course
are not able to involve children in other activities like sports, €0

to the number of schools present in urban area e,

rural areas.
clean toilets

curriculum rural schools
-curricular activities and
development of the

children.

Due to various developmental activities in education de

improving its infrastructure facilities, But the development is not
gtill many reas are neglected from even basic infrastructure faciliti
are praviding CT facilities to rural schools. Many of them are not work
reasons such as, lack of accessibilities of the

Fagilities by the bene ficiaries, beyond th

uniformly in all rural areas;
es. Though, governmenis
ing properly. The

¢ level knowledge of users and not full fill

their nf:ed; or beyond their level of needs. Thus, whenever implement the 1CTs related
ahould be assess local conditions and prioritics needs of rural

i:mg‘i-aﬁimers in the rural areas,
students. Before provide knowledge through computer related technologies, should have 1o
create knowledge on Coeducation and its usage to the rural school students. Due 10 their lnck
o awareness in the field of [CTs, rural students are not paid interest in the computer based
education, some of them initially paid their interest later they are not follow, this because
majority of rural ICT related programmer failure even in initial period. s

FT) [nitiative Taken By Government:

| For promoting the importance of education in India, Ministry of Law and Justice had e
introduced *The Right of Children to Free and Compulsory Education Act, 2009". It is an Act g i
introduced to provide free and compulsory education to all children between the ages of six

to fourteen years.
. 'Lq? Jumbish Project: The Lok Jumbish (LJI) proj
approximately 12 million of population. LJ works hand in hand with government agencies,
temhﬂi GOs, elected representatives and the people in an interactive group effort 10
pmmnﬁg niversalization of primary education. It works on seven guiding principles. 1hese
are:

1 1 Aprocess rather than & product approach.

v’ Partnerships.
v Decentralized functioning.

ect has 75 blocks covering
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Leariing Proce s
e

H" .

yative Strategies in Teachin
e

vel Seminar On Inno

v Participatory leurning.

. Shiksha Karmi Project: The Shiksha Karmi Project (SKP) is being i
since 1987, with qssistance from the Swedish nternational Development Cooperation
Agency (SIDA). I aims universalisation and gualitative improvement o
the packward and remote villages of Rajasthat, with special focus on airls, SKP has set up
the Village Educal ion Commitiees (VECs) in 2000 villages 10 promote community
:'é:lnvnlvcmm in primary cducation and encourage village level planning.

'ﬂﬁngun Pathshalas are peing run 10 three blocks. The programme at present COVETS
150,000 students in 1,783 schools and 3.250 Prebar Pathshalas , invo 271 Shiksha
Karmis.

«  Sarva Siksha Abhiyan (SSA): The main g0
6-11 years of age should complete primary education b
14 years of age should complete eight years of schooling by 2010, This plan cOVES the whole
country with gpecial emphasis on girl education and education of gehedule Caste (SC) and
Schedule Tribe (ST) children and children with special needs. The SSA centers are manty
upun:d in those areas, which do not have any sehool or where echools are Very far ol
Special girl ariented programs include: Girl education at ¢lementary 1evel, National Program
for Education of Girls at Elementary Level

hed in 1994 with the

« District Primary Fducation Program: This program Was launc
main features aie U

objective of universalization of primary education. Its

Universal Retention and Universal Achievement. it aims that the primary education should be
accessible L0 each and every child of school going age-

k v Opening of non-formal schooling centers

Idhood education centers.

n'l]ﬂcnr.f.-r.nul

f primar’y education in

! For gitl’s education.
| OVET
jving oVer 4.

¢t all children af

ol of this program i3 tha
children of -

y the year 2007 and all

niversal Access:

i v Setting up early chi
v Appointment of teachers.

v Providing education to disabled children.

The program has been successful 10 the large extent as 1.60,000 cehools and 84 000
alternative schools have been opencd under this program And work 15 going on fiar the
construction of neW buildings of 52,758 schools. 4.20.203 disabled students have becn

successfully enrolled into the schools.

 National Programme of Nutritional Support 1o primary Edu

Pl;ogrlmmc}: This programme was launched on 15th August 1995 with & view 1o fhorense

enrolment, retention and attendance in primary schools by augmenting nutritional weal W
il

children. Under this scheme children attending the school are BIYER free cooked el
100gms every day and positive results have gained with this scheme
6) Proposed Maodel For {CT Education:

¢ and for techmical

In the proposed model we have considered all these point
{| provide physical

(Rural Kiosk Machine) which Wi
Department) and Rural

cation {'H:himl Meal

connection we arc using
communication between the ICT - RDD (Rural Development

Community
+ Rural Commun

consists of Rural Kiosk
| puilding will act as @ Rural Community Centre W

Centre is the gentral companert which

E;ﬂli}i_'_*'tfgi;l'f}. Rural school
vt hnd facilitate e

ity Center: Rural Community

Machine (RKM) and 1CT ~Training,
hich ¥/

—— e ——
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novative Strategles In Teaching, Led
bl e e

people for 24 hours. The same building will also work a8 |CT-TC for discussion and trainings
in the evening timings for the rural community.

« Rural Kiosk Machine: Rural Kiosk Machine will contain the information in local
;m-Mnnt of the Indian peoples speak Hindi (Devnagari) language as an official
‘f.'Enin'sh is rarely been spoken in rural areas. That's why there is @ need for such a
gl W Cecant information 1 Hindi as well s in Regional languages:

. 1CT- Training Centers (1CT STCY: ICT _RDD department will réspo
providing basic education for use of RKM for each faction of rural ared by establishing ICT-
Training Centre at each school in every village even though it is very small. IT school is not
available ixﬁﬁ!i{*-villngn: then RKM should be placed at well known secured central place of

| the village. | |
- 7) Forlmp "'h_élanml'“Edumtium
)T adopted for improving

| 14 §o:m jons that can be
ryrak:

o

the education sysiem in

o the suggest
ion can be updated and should accompany education

to farming, gardening ete.
tents and creating enthusiasm in them for learning,
ducational

television €1c. can be used to show some e

hat by teaching in the

movies.
hey should be made to feel proud 1
the development of

v To motivate the teachers |
~yural or remote area they &€ acting as & helping hand in

I%“'. ~ economy-
I ¢ classes can be - conducted for the parents

v Sonie special sessions 0
realizethe significance of education for their children.

1o make them

ds fully on the education of its people. Basic
“The Right of Children to Free
onal innovations require
jon’ can be

country depen

worldwide as human right, For this reason
Act, 2009 came into picture. All educati
ple's acceptance and participat

munity support and participation. ‘Peo
progress of the various pro grammes.

The development of any

i :[ !i ]
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| © Abstract:

<«
8 wth in Asia. There are

thriving and poised for robust gro

The E-Commerce markel is
success depends on their understa

who made a ‘good beginning. Their
types of features. There

players nding of the
f E-

market and offering various is need to understand the future o

;:I'Eﬂml'ﬂﬂfl:hﬂ in India and discusses the future growth segments in India’s E-Commerce. Also
|d essential for future growth of Indian E-commerce. It is

ities for retailers, whaolesalers, pro
ally in coming years

study various factors that wou
fial to study the various opportun

ducers and for

gssen
people. This paper foeus on Overall E-Commerce will increase exponenti

in the emerging market of India.

Key Wﬁ'fié: E-Commerce. Online retail, [nternet users, Electro nic fund transfer
TSR | i
> 8. 1 ..I'
‘“(ntroduction:
ommerce Tndustey mn India has come a long Wiz since its early days. The

The E-¢
entered the marke

ew players have L space. In the present dynamic
B2C space is growing in demand
from traditional purchasing is t
t only buying and selling goods over
the

markr:i has matured and 1
as well as in the array

nario, &commﬂcc market in the
aking a long

5 see
The transition 10 online purchasmg

Ff SETVICES.
. dime in the Indian market. E commerce includes no

f
| grganizations that support

processes within individua
as a number of different

Internet, but also various business

goal, As with e-COMUNErCE, e-business (electronic business) also h
definitions and is used in a number of different contexts.
I

o of online business activities m}f

sommerce refers to a wide range
in which the/~ '2” i
&7

Eiecrmmd‘cammuce or -
to *any form of business transaction

pmduummd services. Italso pertains

LI
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SPECIAL REFERENCE T
cact electronically rather than by physical exchanges of direct physical contact.” A

is: E-commerce is the us

parties inte
¢ of electronic camumunications and digital

more complete definition
business T,ransactiﬂns 10 cresie, transform, and redeline

cocessing technoiogy in
ganizations, and bet

ion between Of among or

information p
ween organizalions

relationships for value creal

and individuals.
.iness-to-business (B2B): business 10-

of e-commerce are:bust
B2G); cnnsumur—m-m11.:;1:mer (E30Y

i The major different Types
gonsumer { B2C) htlsincss-m—gm':rnmenl { and mohile

eommerce {ni-commerce ).

E-Commerce In India:
For developing countries like India. e.commerce of1ers considerable oppOrtumity- I
o still in growing Sgs, But even the most-pessimistic projections

w cost of personal com
Internet Service Provider

commerce in India
“inﬂu”m!hmu

It is believed that 1o
reasingly competitive

econd most populous nation. The first
officked portals for both Indian and non-

indicate a boon puters, @ SrOWin
(15P] market will

for Internet use, and an in¢
e-commerce growth in Asia’s 8 e~COMIETEE

help fuel
[{ was one of the most tr

e in India was rediff.com.
It provided a wealth ©
ervices. The pas

:5 NEWS a reach engmne.

=il
f indi:m-rclamd BusIess

residents Indians.
t 2 years have seen o 1se o the pumber il

solution s
;4. Major Indian pietil

.mmnmrr.:c and web s
nabling e-CoMMErce technologies and Lhe inte
sod towards e-commerce :nsraad of depending on

cmnpmuci (- met i Indi
adverlising reyenues.

cites have also shil

around thesc porial sites with content have been

and mouse ticket

The web communitics Built
s fhe procery and

erything from event
Rediff.com and the n
- l_'-ﬁ.'ll‘.11:'||._'r't'\

ton low internel USAES

plaza with

effectively targeted 10 sell ev
ot and India

or in this services being

com]:iuters The ma
In spite of RBI regulat

started a shopping section after
i everywhere hawking th

sites have I-‘-}Ppﬂll L s like | graceries, hakery Hems. gifis, Pk
d video casseties, COMpULEr etc, none of the major players have heen deterred by fix

and credit card.

audio an

low PC penetration

Future of F-Commerce In India:
2R EDJ,

< ton e met asured, Tﬁn\fm

and if development &

[he internet uscel base in India might still b: s.rm..m T oy N
an in the L&« 1 1

ared 1o its penctrall

India is developing rapidly

the role ol € commeree i

W Lrich is much less when COMP

T 70 | PRATIBHA NS TITUTE OF BU

SINESS MAN AGEMENT. hi




- /i
- software's, mavics. EAIES.

i
. ! 2
- I'he 3rd and [inal categ

GSLES, TRENDS & OPPORTUNITIES WITH

CE TO MAKE IN INDIA]

155 A §l0 078181:928768:5:1

e

of new entrants in this sphere 1s escalating daily

E:iﬁ;;_,};iﬁgral an alarming rate. The number
ed that in years 10 COME, customary

and with growh rate reaching its zenith it ean be presum

[ ¥R :
cetailers will feel the need to switch 1 ts into increasing demand for

o online business. [nsigh

nioadband services, vising standards 0 [ Hvings availability of wider product ranges. reduced

prices. and busy lifestyles reveal
rs. Going by the statistic
o o $8.3 billion by 201
sent released by the Intemnet ar

£12 billion by 2

y thereby giving way 10 online

this fact more pmm'mantl
at in India was worth

s, the E commerce mark

deals on gift vouche
| thus depicting a definite surge in the

Jbout §2.5 billion in 2009. It ros
1d Mobhile Association of

Jast twio years, According to 4 statet
India [IAMAI}IE:IIIES: figures would reach up to
scenrio. wécé_m divide E-commerce into three broad categories which include physical
§ Ggus. p.h}f!si@l poods and virtual goods. Another category that is gradually making its
[merce (couponing yellow pages. classifieds ete.) which offers

112! To understand this

mark s the lqcal coll

significant overlaps with E-commetrcs.
contributor which

¥

The |st category of physical services 18 definitely the major
includes tavel ticketing. jobs. matrimonial and event management websites with travel sites
accounting for 75% of all E-commerce industries! It prnvidas-attractive deals 100,
i The ond category of physical goods 18 the one currently gaining considerable
aitention, thanks to the hype created by new startups/stores heing launched daily. Leaders in

imes, Naaptol, Lets buy ete. each of

ihis division are Flip kart, Infibeam, tomeshop! 8, India

wh hooffers everything from mohile phones to pet food.

- .
ory of virtual goods and gift vouehers like online MUSIC,
gift vouchers, Reebok pift voucners. pizza Hut gift

I'pj Hotel
red to BEurope and

n India as cOMX

ively logging behind |
pective of Indians. But the

vouchers ete. have peen relat
America, prim'aﬁ];i' due to piracy cONCemMms and, the social pers

ge with the digital downloads segment expec
esand the SErVILES available

spenario 18 expected 10 chan ted to grow in the
idian E-commerce market due to the explosion of mobile devic
over the Internet at special discounts:

mmerce industry in India such as cash on

attributes of the E-co
r costs considerably are

st imports that lowe

< industry in years 1@ gcome

Certain unique
did_i}i_cry mode of payment and dir
aoimg 1o bring about 8 speedy growth in thi
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a leading global research and advisory

th h
§ iH' 1‘ | According to the latest research by Forrester,
g firm, the e-commerce market in India is set to grow the fastest within the Asia-Pacific Region
g ‘;i . at a CAGR of over 57% between 2012-16. The report, titled “Asia Pacific Online Retail
: 011 To 2016, has been issued by Farrester Resed reh Ine. Analyst Zia Daniell
|

Forecast,
Wigder, with Steven Noble, Vikram Sehgal and Lily Varon.

1
1' Auntralia ] =32
: .-"'ﬂpﬂ‘-l 3 l'_js.ﬂ-; o
. R 15D oL
|I .59 ““"“'i e E-commerce i India to explode
i
G "in 2012, Indian e-shoppers will have a good time getunggredl deals and services onling. A
sals that online shopping in Incliat has

;  recent pan-India report released by Com Score Inc rev

 touched a growth
. nearly 60 per cent of citizens

| of online shoppers increasing by
y while it is one of the cheapest

rate of 18 per vent and is only likely to grow further, The report found that
in India visited a retail site in November 201 1, with the number

|8 per cent in the past year. E-commerce can became aul

I} . ;

integral part of sales strateg medium to reach out the new
markets, if implemented successtully, it offer a smart way of expansion & doing e-commerce

attribute to the successful implementation to carefully understanding the products & services.

-{g-use sysiem (o extend the business on the wah. &

customers and tie business process, ¢asy
India could be a §84-brllion

on Copsulting Group says online retail 1n
ts worth in 2010 — and will account

e its reach to the potential custome

new report by the Bost
~ industry by 2016 — more than 10 times i

for 4.5 per cenl

The e-commierce platforms maximiz rs and

of total retail.
1, satisfying & secure shopping expericice.

¥ prgvide them with a conveniel
| it

Segmeénts that Recorded Growth: .
an important role of connecting with CORSUITIETS of

it [ Online channels are playing
4 with an increasing numbet

[] {1 |

unexplored markets. The journey of online spending thatl starte

the last decade has now extended to an incredse i

of buyers of travel and holiday plans n
¢ segments ke apparel and fuxury

I
L spends on household appliances and luxury products. Whil
l‘ .
products have registered unprecedented growth in 2011, jewelry, electronic &
hardware products have chown promising growth trends 28 well, “Indian
i ERe | A INSTITUTE OF BUSINESS MANAGEMENT, Chine hwad. |
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act online, fuelling the c-tommerce boom,” said Anu

showing greater appetite to Wans
Kumar, CEQ, Aflle.

[fie reportialso found that coupon sites are rapidly gaining populanty, with 16.3 per
it pr the [ndian online popuiation v isiting the category in November 2011 = 27.2 millien
India aged 15 and alder accessed the retail category from @ home or work

om the previous year, 8s CONSUMELS €

I
nling users i
aptinue 10 tum

“omputer, an increase of 18 per cent It
r4 continue 1o Increase their online

he web to shop for and purchase items and retaile

isibility through active marketing campaigns.

fmgrease in shoppers of the coupon sites indicate that pricing is playing the role of
are shoppers online. Many of these shoppers have shown

=
g in bringing more and m
flinity towards affordable online goods, which was priced lesser than the market price.

he Jargest retail subeategories revealed that coupons catego?

apidly adopt daily deal sites. Consumet

oy was the largest with

ome of 1
olectronics ranked

1 million visSitors as consumeds |
ext with 7.1 million visitors, growing at 12 per cent over the previous year, while 58
ites. an increase of 25 per cent from the

illion enline psers visited comparison shopping $

eVIcHs year.
|

| : ;
rospeets of E-Commerce In India:

| Opportunity For Retailers: A retaller can save his existence by linking hisbusiness
ith 1\; on-line distribution. By doing so, they can make available much additional
| ([ tibn about vario
i1h tieleonsumers all the time, Therelore, E-Commerce i% a good opportunity
-

For Whnlu Sellers & Distributer: In the world ofEcommerce the

) Opportunity
sistence of the whulc‘salem ‘e at the greatest risk because the pix
and the consumers. In such a situation those

us things to the cONSUMErs, meet electronic orders and be in touch

sducer can easily 1gnore

om and sell their goods to the retalers

holesalers can mke advantage of E-Comme

ree who are capable of establ ishing contractors

ith reputed producers and linking their busingss with the on- line.
Opportunity For Producers: Producers can take advantage
by giving betier information about their producis 10 the other links

5 of e-tommerce bylinking

amselves with on-line,

e Business chain and by a having a brand identity.
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For l}El]i].'lE: ASs more pEDpll’: are geting linked with £ commerce.the

facility or cyber cafe is also

d) Opportunity
\demand for Centre providing intemet
dvantage of it can establis

inereasing. Hence: the

':pa-ﬂpl_a who wish 1o take & h eyber and have their benefits.

Essential factors for arowth of F-Commerce in India:

» Customer convenience: BY providing Cash on delivery payment aption serviee 10

CLUSIOIMETS.

» Replacement guarantee: Should be Offers 3() day replacement guarantee 10 their

clstomers.

% Reach: Enabling mobile-capab \i-Commerce Services

Je sites and supporting

customers these days are always ob the MOVE.

v

Location hased services: Since
product at the right ime
rd credit cards, debit ca

and location becomes b integral aspect

promoting the right
rds and bank payments option

» Multiple payment option: standa

should be there.
% Right content Getting the right content and targeting CUSIOMELS with crisp and
on is of utmost iMportance 1o users on the move.

¢ comparison are highly popular

5 Price comparison: providers offering instant pric

amongst the price conscious customers.
» Shipment option; Low cost shipment chould be there. The convemence of collecting

orders post work while returning hom
allenges: In India, the gengraphimk ypread

o should be there,
throws logistical challenges

» Logistcal ch
The kind of products peing offered by providers should determine the logistics
planming.

% Legal challenges: There should be Jegal requirement of generating nvoices for online

. transactions.

(uick Service: Timely service pmvidad by the company.

¢ should be clear & realistic.

v

Terms and candition: T &

Y

be same as shown o7 (ke portal,

Quality: The product guality should
rer should be thers

edicated 24/7 customer e can

x

Customer care center: A d
Future Growth of

b B

Experts Yiew Ahout f-Commerce In India:

in the country include Flipkart.com, 2 -
‘J-"-.'-"‘E:'? En”ﬂgb
; 2

|eading e-cOMMErce portals

Ebay.in. Homeshop18.com. Spapdeal conl, Indiaplaza.com. Smr@:cB
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rashignandvou com, Rediffshopping.com, inkfruit.com, myntracom, urebazaar.com,

‘ehhi.com, zoomin.com and hushbabies.com.

Intemet on mobile phones and e-commerce are set to lead the trend in the IT sector,

‘ooglelndia MD Rajan Anandan said on June 2012.

Speaking att the 13" annuval Confluence at the Indian Institute of Management,
imedabad (IIM-?‘L] here, Anandan identified wends such as mobile Internet, social
mekfug_',e_wdjmlijﬂ:ce and intermet video as being the most important trends for any
-Imuilﬁg}f company 1o take advantage ol

"We have seen 80-90 per cent growth in traffic month-on-month over the last three
., . 4 . .
1 =8'e have been gradually increasing the pace of hiring and over the next six months,
™

willadd about 500 people.” Snapdeal Chief Executive Director Kunal Behl.

“With the growing e-commerce industry in the country and major international
rers entering the market, the number of job offers would certainly look up,” e-commerce

1 [omeshopl 8.com CEO and founder Sundeep Malhotra.

The online retail segment is expected to report strong growth in the coming vears
i tw prowing Internet consumer base thanks to increasing use of smartphones,

ins/PCs and availability of Internet in the remotest part of the country

"¢-commerge Space is a booming space as Internet audience are [ikely to double m the
twosetee years and this industry will require talent Irom various sectors like
WL, product, analytics, sourcing, general management talent, merchandismg and

;‘[ir::h:_,"' online retailer Fashionandyou.com co-founder and CEO Pear| Uppal.

Another e-commeree® player HomeShopl8.com has grown by over 70 per cent in
ountiterms in 2011 over the last year and is further poised to grow by a similar

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

Meanwhile, the e-commerce secior is fast hiring the best talent available in the
v mad this placement season saw e-commerce companies recruiting big numbers at

¢ institutons like the Indian Institutes of Management (1IMs) and Indian Institute of

ey (TS,

[ ARATIBHA INSTITUTE OF BUSINESS MANAGEMENT, Chinchwad, Pune - 411 01
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:wtld}d grow in the future like:
and apparcl There a
'hnnm of the E-Commerce

t by industry body Assocham, online retail segment is likely 1o

ity and increasing Interme

According to @ repor

be worth Rs7,000 crore by 201 5 du
Rs 2,000 crore at present. It is grow

e to rising broadband availabil

penetration, from the ing at an annual rate of 35 per cent.

Conclusion:
b
There are Various sepments that

The future of E-Commerce is difficult to predict.
Travel and Tourism, electronic appliances
will significantly contrib

_hardware products

re also some essential factors which ute to the

industry in India ie. replacemn
right content, shipment option.

T & C should

ent guarantee, M -Commerce

services, location based services, multiple payment aption.
g invoices for online transactions, g nick Service.

hould be same as shown

We found various L¥p
Retailers meel clectronie

légal requirement of generatin
on the portal. dedicated

ke clear & realistic, the product quality s
o5 of opportunities for

24/7 customer care ceatel should be there.
retailers, wl]ulcsalemd]strthumra producers and also for people.
consumers all the time. Wholesalers can luke
stablishing contraciors

o linking themseives

ould be in touch with the

orders and sh
s who are capable of e

with reputed

advantage of E-Commerc

producers and linking their business with the on= line. Producers can als

ving better :formation about their p
identity. As more people are

roducts to the other links in the

with on-line, by g
hain and by a having @ brand

getting linked with E-
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rtunities of employment. On

re of e-commerce in India would

&hn;lnerce the deman
Hﬂ'ﬂﬂu the people who wish establish €Y
henéﬁts. People could found various Oppo the behalf of above
showed that the futu

rs would be implemented.

he bright

said reports and experts view
i the upcoming Years if all essential facto
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.{fﬁﬁ: 3 Computerized Business Expert System:
“% o An Innovative Practice

Reshma T. Nathani®
Sudhir A. Atwadkar™

el

Al An expert system is softuare that wses a knowledge base of buran experrise for problem

il solving or to clavify smcertuinties, wheve normally one ar more buman experts would
: need to be conswlted, Industrial processes, data networks, and many . ather systems

i change their state and even their structure over time. Real time EXPErT Systems ave

! designed to reson over time and change conclusions as the monitored system changes.

companies using expert systems technology is long and varied, ineludes NASA,

‘c b 8 Many large corporations wse expert systems in their business The list of the
| HP, Lockheed, Boing, DaimlerChrysier AG etc. Expert systems, as one of the most

o important class of so called “intelligent” computer programs, ave now-a-days inchsded
k- in all aspects of doing business. They represent such sofewars products that are based on
o buman expertsse and experience of experts, and emulate their reasonin 2 and acting in i

certiin prodlem environmens. Among numerous advantages, expert systems provide
Jaster decisions on a higher level of quality, shorten & time Jor taking actions and can
gatiser and unify knowledge of multiply experts from different aveas of intevest. This

paper presents an gxpert system for business echancement a5 an innovative practce.

Keywords: Expert System, Arrificial Inteliigence, Process Schedulin g, Modsedes, Rules,

- R RODUCTION
ny large corporations use Expert Systems (ES) in business, The list of the N
panigsusing ES  technology s long and  varied thar includes NASA,

T

s Lockheed, Boing, DaimlerChrysler AG, various power, gas and oil stations, etc. ES L}r
to be more effective than other computer based applications, because it combines the 1
Bowledge of many experts in a specific field, store s an unlimited amount of information, »‘,‘|
ks much faster than a human, are available 24 hours a day, can be used at a large &
grince over a network and are able to explain their informarion requests and sugpestions. '
| iert systems can also process client's uncertain responses and, by combining several i
1| fees of uncertain information, may still be able to make strong recommendations. They l
il dccumulate the knowledge of high level employees for any company, which is e
i ially useful when the company needs to fire them due to worsened marker condj',tj i i
| 7N % |
e a. l;
#utly, Alard Institute of Management and Sciences, Pune ¥ o & }}Q} = i
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The principal distinction between expert systems and traditional problem solving
programs is the way in which the problem related expertise is coded. In traditional
applications, problem-related expertise i encoded in both program and data structures. In
the expert system approach, all of the problem expertise is encodéd mestly in dam

cTructures,

In an example related to tax advice, the traditional approach has data structures

described the taxpayer and tax tables, and a program that contains rules (encoding expes

knowledge) that related information about the taxpayer to tax table choices. In contrast. i -

the expert system approach, the lawer information is also encoded in data structures, & s

collective data structures are called the knowledge base. The program (inference engine) of

an expert system is relatively independent of the problem domaia (1axes) and processes the
i

risles without regard to the problem area they describe. '|

THIS ORGANIZATION HAS SEVERAL BENEFITS

o New rules can be added to the knowledge base or altered without needing to rebuild
the program. This allows changes to be made rapidly to a system (e.g.. after it has been |
shipped to its customers, to accommodate very recent changes in state or federal tax |

fae

codes); 1
« Rules are arguably easier for (non-programmer) domain experts to create and modify i
than writing code, Commercial rule engines typically come with editors that allow rule &
creation/modification through a graphical user interface, which also performs actions §
such as consistency and redundancy checks, '

Modetn rule engines allow a hybrid approach: some allow rules to be "compiled” into a#8g
farm that is more efficiently machine-executable. Also, for efficiency concerns, rule engir™
allow rules to be defined more expressively and concisely by allowing software develops,
to create functions in a wraditional programming language such as Java, which can then b8
invoked from either the condition or the action of a rule. Such funcrions ma?'-:':lﬁcq:rparn'

-

domain-specific (but reusable) logic.

EXPERT SYSTEM FOR MARKETING AND TRADE MANAGEMENT
The ES is used to derermine marketing potential and business oppcnunft%_ﬁi {TEL'E'W'
Systems Group, Inc came out with Artificial Intelligence (AI) Trilogy, a new package.
business and scientific software. AI Trilogy contained the NeuroShell Predictd
NeuroShell Classifier, and GeneHunter software together in one package. The Daf
Mining Technologies Inc., provided several types of modeling services for developidl
marketing and trade managememt ES, including, prospect segmentation mmodelitlf
customer segmentation modeling, customer cloning, -prespecting for new customel
finding high-value new customers and maximizing #€tyrh rom k.

P ol T,
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ﬂlvinﬁ _bélukctResearch,mm s the world's largest and continuously-updated collection of market
; ”"’:‘I, , M  research, with more than 200,000 reports from over 650 leading global publishers. Much of

ms&ﬂ i:_ 4 this was accomplished with the help of ES. Expert systems are also applied in banking and
Balyinis finance, forecasting, security, manufacturing, marketing, and many other business areas

S and industries. Specifically, areas such as loan applications, fraud detection, inventory

5 l’a;lt management, enterprise resource planning, and supply chain management find uselul

ex]f:g ] applications of expert systems. Significant growth is expected for the foreseeable future.

-ast, T

s. The B  APPLICATIONS AREAS OF EXPERT SYSTEM

ine} of @ Expert systems are designed to facilitate tasks in the fields of accounting, medicine, process

ses the: control, financial service, production, human resources, among others, Typically, the

problem area is complex enough and a more simple traditional algorithm cannot provide a
proper solution. The foundation of a successful expert system depends on a series of
technical procedures and development that may be designed by technicians and relazed

rebuild #  experts. As such, expert systems do not typically provide a definitive answer, but provide

48 1;;_)1 | probabilistic recommendations,

aral tax .Pinm:h:r area of the application of expert systems in the financial field is expert systems for
.,  ‘mortgages. Loan departments are interested in expert sysiems for mortgages because of the

modify $  growing cost of labour, which makes the handling and acceptance of relatively small loans

owrule 8 | less profitable; They also see 2 possibility for standardised, efficient handling of mortgage

actions @l | loan by applying expert systems, appreciating that for the acceprance of mortgages there

are hard and fast rules which do not always exist with other types of loans. Another
| common application in the financial area for expermt systems are in trading
# recommendations in various marketplaces, These markets involve numerous variables and
gines @ human emotions which may be impossible to deterministically characterize, thus expert
;uldptp S systems based on the rules of thumb from experts and simulation data are used. Expert
then be 8 system of this type can range from ones providing regional retail recommendations, like
yeporate ol Wishabi, to ones used 1o assist monetary decisions by financial institutions
8 | and governtnents.

&t Another 19705 and 19805 application of expert systems, which today would simply call AL
“was in computer games. For example, the computer baseball games Earl Weaver Basehall
nd Tony La Russa Baseball, had highly detailed simulations of the game strategies of those
wo bascball managers. When a human played the game against the computer, the
. computer queried the Earl Weaver or Tony La Russa Expert System for a decision on whar
ritegy to follow. Even those chaices where some randomness was part of the natural
ystem (such as when to throw 4 surprise pitch-out to try to trick a runtier trying to steal a
®) were decided based on probabilities supplied by Weaver or La Russa, It would be

cka, of
rEdiﬂlm!
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208 1CT: Enbancing Business Campetencies throsgh Innovative Fracy
customer satisfaction improved by an average of 15 percentage poi
labour productivity improved by an average of 16 percentage ponts, skills levels increa
by an average of 20 percentage points, rates of new product development increased by
average of 23 percentage points, there were improvements in overall rates of grow
significant improvements in cash'flow, levels of employee satisfaction and reductions
rates of employee turnover. 4

7 percentage points,

COMPANY-SPECIFIC APPLICATIONS

Hitachi: Hitachi had developed 500 to 600 systems for eustomers. It had sold 4,000 'y
of its ES/KERNEL Systems to approximately 1,000 customers. About 50 sysie s e
were in field, Test modes were completed and prototypes were under development:

Construction: One of Hitachi's most successful applications was a tunnel construct
planning system, developed for Okamura Corp. (Farada, Igarashi et al. 1990}, Use of
ES had cut planning time in half, reduced variations in the plans due to personal facto
facilitated the preparation of alternative plans, and given inexperienced engineers t
capability to cﬁ'nﬁ detailed construction plans. The system (which combined KP
relational databases, CAD and a reporting system) had been used on at least 20 projects.

Process Scheduling: Another highly successful system was for process scheduling

chemical plants. Use of the system had resulted in reducing the costs of raw materials 2t
labor by billions of yen annually.

aitially, most of Hitachi's business applications were in banking insurance and fimanc
diagnostic systems. However, then the industrial clieats requested scheduling, system
Within the domain of planning and scheduling, job shop scheduling was the bigge
market, accounting for 40-50 percent of the business, followed by pracess scheduling, .
Hitachi engineer worked with a customer to figure out how to do a planning applicay

on ES/KERNEL after the customer had failed using a competitor's ‘shell, Iﬁimﬂ)&
scheduling job took 17 hours, but eventually it was rec uced 1o five minutes of wa'ndu
tine. The system had saved 7 billion Yen. Hirachi was familiar enough with schedulin
problems to divide them into four classes, each with its own solution technique. So &
Hitachi was doing most of the planning applications for customers, but then it began
introducing courses so that customers could learn 1o do those tasks themtselves. *

TOSHIBA: Approximately 500 expert systems had been developed ar Toshiba for botl
internal and external use, with about 10 percent in routine use. Design a0
planning/scheduling were the major erowth application areas, Within design, the pris. .
tasks were LSI and PCB design. b
Paper Production: The most successful expert system was-a paper production sched
system for the Tomakomai mill of Ohji Paper Co:, Ltd. The system used 25 kinds of pul
which were combined in 10 papermaking machines to produce 200 different pa
products. There were hundreds of constraints to be satisfied. The systéem employed
down hierarchical scheduling strategy, starting with scheduling product gmug!; ;
individual products, and then line balancing. This_spplication had reduced the

required to produce a monthly schedule from thrir;-;dj@-gmya wphours. '
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5 object orlented facilities. Twenty person-years went into its development, over a
sced the BEGE-span. The system had resulted in cost reduction and an improvement in the qual
& sequence control program designs. Test and verification were performed manually,
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Microwave Circuit Design: Toshiba also reported data on a microwave circuit design
system, called FIRE, built with an internally developed tool called Debut, FIRE captured
the design process for highly parametric design problems, The system ran on 4
workstation, was C-based, and interfaced with microwave circuit simulators and a
mechanical CAD system. The primary henefits of the system were speed-up of prablen:

solving and accumulation of design knowledge.

A faule diagnosis system devéloped for K sshu Electric Company was in routine use by
Kyushu operators. The system diagnosed faults and restored operation 1o an electric power
system, The fault diagnosis system had 900 rules; the fault restoration system had 600 rules.
The system was built using TDES-3, a real-time application shell that used rules and frames
for knowledpe representation. The development team consisted mostly of Toshiba
personzel, with damain experts supplied by Kyushu.

Toshiba also reported on a diagnostic system for a subway station facility, called SMART-
7, which was built for the Tokyo Eidan 7th line, The system was built with a diagnostic
knowledge acquisilion support tool called DIKAST. SMART-7 was implemented as a
support module that detected malfunictions in the air conditioning facilities. The system
contained 1600 frames, and ran on a workstation. It was built by three system engineers in
three months.

Electric Subassembly: Another expert system was used for placing electronic components
on printed circuit boards, The knowledge base consisted of about 70 rules and 8500
Functions, and was built on top of the ASIREX tool. The ES was integrated with a PCB
CAD tool called BoardMATE, a commercial product developed by Toshiba. The system
wok three years to develop, with an estimated laber cost of three man-years. The system
bad sped up problem solving by a factor of 1C.

. Decision Support System: A small knowledge system (110 rules, 32K lines of C code) that

Toshiba sold was MARKETS, 2 decision support system to determine the suitability of
opening a4 convenience store at a particular site, Estimation accuracy was improved with
the use«wf this system.

It planed the most appropriate procedure to get the camputer banking system back on line
following an accident. The system had about 250 rules and 900 frames, and was built using
1 LISP-based expert system shell called ExPearls. The GUI was written in C, The system

. run on the AS3000 workstauon.
" Software Engineering: In the area of software engineering, Toshiba had developed an

automatic programming system for sequence control. This system generated a control

b program for a steel plant from high-level specifications. It analyzed and refined the

specification, generated code, and retrieved program modules. This was a fairly large

LISP, using an internally developed frame-based knowledge representation langua

=
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CONCLUSION

Antificial Intelligence is becoming more and more prominent in the society. Fro:
origins, Al has become a topic of extreme interest, and endless possibilities. System
being used to manage credit cards to speech recognition systems, Al's presence i
husiness world is not going unnoticed. As time goes on its effect on the business world
only become stronger. g

I s
e
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ORMATION TECHNOLOGY LED TO GLOBAL TRANSFORMATION

Assistant Professor, SNBP College of Aris Commerce Seience & Management Studies, Pune.
Dr. Sudhir A. Atwadkar

sefers 1o a social formation, of which state is but apart. The
rutate based polity is undergoing.a’ transformation die to
wosing nare of ICT led globalization. The states 63 a
sive entity have no escape from the pushing impacts af
{ technologies that have converted the world ﬁapﬁ.’aﬁgﬂ
8 single community with opporitunifizs of instant
stivity, and dissemination of information through bullet-
“afinjecting facts and figures into the mind of every member
M{chd.' society. Several causes of this transformation of
<an be extracted | from the intellectual discourses avatiable
¢ existing research, predicting the consequences with
bl and explicit demonstrations of the same in the real world
5.7 objective of this article is to fuxtapose the diversity
iecrdigindings info a compact piece of knowledge and
it & theoretical model 1o comprehend this transformation
mergence of global pality.

wrds: information and Communication Technologies

3, New Public Sphere (NP5}, Globalization, Polity.

s

RODUCTION:
7 is defined as a "form of politically organized unit’, The term
d 8 synonymous for 'state’ and ‘govemment' in particular
wts. However, Aristotle used the term ‘polity’ to refer to o
3¢ or rule. Regime primarily refers o norms, principles and
sdures (Kranser, li}ﬂ‘:\]. meant to form a socio-political
&, having various components, the relationship among these
ponents and the fundamental norms governing these
ionships. 'Power' remains the major concem in this
_m.*",“' The norms and principles of a polity guarantee
i _,I ~yercise of power (Bruyn, 2005). Thus ‘pality’ does
sssifily mean 'state’, rather it refers to a social formation, a
<whole in which 'state' is but a part, joined by other actorsin
yowver structure. The 'state’ denotes a political society/sphere
msci, 1971), separate from market and family- the realm of
tte, Between the two Hes 'civil society which mediates on

If of the citizens with 'state’ and 'market’. Market, though
of the private sphere has the potential to exploit the public by
iing with the state (Lipschutz, 2007). Public sphere’ enables
society for this mediation by supplying 4 powerful medium
sermas, 1974) and completes the social whole, So the three
lapping structures of power construct the whole that may be
d as nation-state polity. These threc institutions are ‘state’,
I society’ and "public sphere’,

arically, the 'state’ emerged because it then offered the best
sdies for then existing problems {Beaulac,2004). Travelling
- into the history, the temparal and spatial dynamics for the
ofstate becomes clear (Fergusen, 2006; Ebo, 2007). The state
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miarket, established a consistent system of la and justice, and
provided an altemative loyalty to the ethnic and religious split in
Europe t thattime (Mossberger etal,, 2007).

Undoubtedly, the public sphere is an unavoidable component of &
;pﬂiuwpq]it_iﬁl orpanization. It is the space where people come
mﬂﬂhﬂraﬁ nitm:m"- and pronounce their AULONOMOUS views to
infiuence the political theories and  practices in the society
(Habermas, 1974). Civil society is the organized manifestation of
these views amd the relutionship between the state and civil
socisty is the basis of democracy (O'Brien, 19991 Society
smerges s a comelate of the siste, meanmg that ik appears as &
limit to state/government and as something 1o which the public
authorities Have to siend (Foucsult, 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 powsrful component of polity at
bath domestic and international levels for 2lmost two centurics
(Waltz, 1979). This typical Western polity model was
superimposed in other civilizations oves other kinds of polities,
identitics, as well as loyaities (Ferguson, 2006). However, the
conternporary wave of 1CTs led globalization has profound”
impacmn:hennﬂmﬂmehasﬁdp@ﬁh-rkhﬁa al ;2012).
Communication tools have always been sigatficant for the
evolution of civilization and globulizstion, for these factlitaled
exchanges across nations (MeNeil, 1998 Densmark,  2000;
Fernandez-Armesto, 2002). International exchanges m
science, technology and cullure have genemily funhered the
cause of civilization and globalization for censin muterial and
cultural ends. Technologies, aspirations and communications-the
stimulants for exchanges have been the significant deterrninants
of global history in the past and wreexpected oo continue
this role i future as well {Tehranian, 2004},

An information-based civilization has emerged from the
traditional industrial societies { Tehranian, 1960). Difterent labels
have been used to identify it like 'Post-Industoal’,

‘Information’, 'Knowledge', Postmodem’ and Network' society.
Modem ICTs offer variety of powerful and Inexpensive
communication tools and services, Over the fast decade, social
media have become an inevitable mstrument for civil society
worldwide (Hovland, 2003), Since the advent of the Internet
in early 1990s, the world’s nerworked population has risen
from the low millions o the low billions (Crack, 2007).
These highspeed communication technologies have rendered
the world virtually borderless (Chanda, 2008: ;l{}:a e %erwf
these technologies include: regular Citizensy  agvs! 1
governmental organizations, (el ecommunication ﬂnng"s@w

providers, governments eic (Shirky,2011). f

o
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Owing to these dynantics, the territory based polity is undergoing
transformation. The structures of power are moving from
domestic 10 wanspational levels (Sassen,1996). Given these
revolutionary wansformations, some of the scholars argue that

| power is slipping awey from the state o o variely of non-state

actors (Heldetal., 1999).

Nation-state based polity und globalization:

Without operating as & purcly political process, globalization
chianges the political foundations of theworld order {Clurk.
1999).  Globalization  expedites political processes and
sensitizes everybody to their outcomes:, Accelerating
communication, information flows, and exchange, the
globalization structures a new environment for intemational to
operate  (Kapitonenko,2009). Gluhalﬁnuwptﬂfﬁm the
existence of a single socio-political spaceong global scale, which
is attributed to the gradual dissolution of boundaries due to
intensified exchange across boundanes through increased
interconnectedness between otherwise ramitorinily bounded and
WtMm{Bmmzuﬁ_memlu;.
Thﬁ:lgmgmph)' has now become @ question of association and
connectivity and not the space’ o L1893, Likewise,
'globalization’ means more thari just infemationalization as it
refers to a new quality of sacial amangements (Held, 2003).
Transnati movements of people, goads, information and
capital have generated 2 quolitagve shift from the systems of
states 1o & new world thet Jmews linle about the difference
between domestic and -nternationel spheres (Luke 1993;
Ferguson and Mansbach, 1996, 2004). The bagginess of
globalized world irself  speads-up the dissolution of both
bounded and putenemous nstion-states, territorial geopolitics and
theiridentities (Khan etal, 20115).

Contemporary global polity resembles an intricate texture in
which decision making centers are dispersed between and
play more significant role than others (Katzenstein, 2005).
Nation-state capacities for coliective decision making as its
ceniral function have partiy detached from its institutional
structures  within and between nation-states, and have been
relocated 10 the. transnational level where they have been
institutionally transformed of even restructured in new
institutional designs (Albert, 2007). :

Even on national issugs, socisl movements and groups these. days
strive to go beyond the pation-state, to connect with like-
minded groups (Human Rights Watch or Amnesty International)
in other countries, or their global umbrella organizations, to
address demands not just to their own governmeits but also to
foreign govemments and international institutions (Kaldor,
2007). Globalization is creating 8 piatform 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

s been challenged, giving way 10 redefinition of pover play
atalllevels.

Dynamics of transformation:

The 21st century is witnessing globalized  hur
dctivities ranging from ecomemic transactions, politics
culture, 1o warfare. These activities flow across the traditic
barriers of siate creating a new world entitled by Paul Friedms
a fiat world (Friedman, 2003). Globalization 15 nol superimpd
on the society, individuals, netwarks and civil society, rathet,
created and shaped by individuals and groups every
(Drache 2008). The transformation of polity has
hrought about by a number of factors.

Giobalization:

Globalization is a dynamic Process which characteriz:
transformation  in  the spatial organization of s
relations and transactions thereby generating trans- continent
interregional flows and networks of interaction and exercis
power (Held et al, 1999:16). The salieat attribute:
globalization are 1ts social basis, economic and pols
dimensions, and its potential of integrating @ range of s
nationally demarcated activitics across state boundaries (Bez
2003). The transitions in the mode of production of hunting
gathering socicties (0 agrarian, commercial, s
nd information societies are rather well known. Each truzs
involved substantial transformations in the political, econs
and social systems (Tehranian, 2004).

Contemporary transformations characterized by globalizats
not refer to the end of politics rather its relocation somewhess
(Toffler, 1991). The nafional or international duslism no
determines the structure of opportunities for political actm
instead it is now located in the ‘global' platform. ©
politics have turned into global domestic politics, =
deprive national politics of their boundaries and founds
(Beck, 2006:249). This process shapes a social system Wi
functional capacity to work as a unit globally in real of ¢&
time. Capacity here refers to technological capacity, instss
capacity (i.e. deregulation, liberalization, privatizatios’
organizational capacity (Castells, 2008).

Eroding State Sovereignty:

Apparently, the decline of state-power has drives
diffusion of authority away from pational EOVEMIGSSE
created the problems of non-authority and un- gowes
(Strange, 1996:14), Erosion of state soversignty s propess
internal social developments, mushrooming of new 15
and the rise of non-state actors at. the national and tranees
level (Kreijen, 2002). This erosion is generally consiZ==
consequence of globalization (Beeson, 2003). The rem
sovereignty and national security have emerged & =
problems for the whole world (Chanda, 2008). Glets
provides a new context for these developments there? 3

the state-centered foreign policy subservient to gioss N
(Kapitonenka, 200%). b |
One of the side effects of globalization 1s that those staiss S8

the most develaped economies and are considered torchimm
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communication networks. The second component of this political
strocture 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 compenent of the global polity which
is rnﬂ'entu;l_ id_zllr_-:he. emerging global povernance structures
{Cmella,!ﬂﬂﬁisﬁgmt 1 illustrates the theoretical model of the
transformation of polity,

lobal civilsociety:

Civi] mmmgmmlty refered to as a domain of social belief
|andmm1 separate from politics and economics, that is composed
| ip&pndmk, families, groups, movements and ugunmmuns
LE : the grasp of the state-authority Eﬂdﬂlﬁhbmﬂ of the
market (Lipschutz,2007). Voluntary realm andthe public sphere
of diseourse are shifting from the mess-medin to interuetive web-
sites (Castells, 2008). Most appropriate to the global sciting,
nthm'ks can shipe sociul associstions without the constraints of
spn: or co-presence (Khan et ol 2011a)

in a
"ﬂlli} Huwwcr today,
l:ﬁ.wwh are facilitating civic engagements

: _; mbmm of territorial state, This shows that shared
interests can also play the role of binding agent like shared
geography oridentity (Khanetal , 2012),
The contemporary civil sciety is the arena where individual
nmﬂmmnsmmlpunupﬁnmmﬂynﬂh the state but also with
ls, s of institutions at the local, national, regional and global
els. Moreover, it is not just sn zrena made of progressive
cosmopolitan ideas; it also includes national and religious
. militants, corporate lobby groups and & multiplicity of opinions
{Keane, 2003). Many term this tramspational version of eivil
society as global civil society which mediates with state, global
governance structures and corporations for progressive ends
(Kaldor, 2007).

Globul Public Sphere:

Prima facie, there seems a shift from a public sphere constituted
around the nal.fnnai institutions of territory- based societies (o 4
public sphere anchored around the transnational media system
(El-Nawawy and Iskander,2002; Paterson and Sreberny, 2004).
Tﬂw.mnteuqmmy media comprises of traditional media like TV,
radio, and the print media, as well as a diversity of modem
nnﬂﬁp;edm and communication systems like the Intermnet and
horizontal networks (Dahlgren, 2005, Tremayne,2007;

Beanet, 2008). ‘The new public sphere is & multi- discin
political space, a global sphere of mediation, with no center S8
périphery. The ngends setting andcontexts are shaped s
mediated by autonomously operating  media  sysiesSEE
(Castells, 2008) and the citizens themselves (Khan ez S

2012). o
The international citizens due to their ransnational nctitss S

facilitated by 1CTs are shaping 'digital publics', [CTs conver: S5 r :
ordinary citizen into international eitizen by providing him 2fi8

the unlimited social possibility to innovate and form discures i =
communities of choice. Global activism is reflected in signi=S88
petitions, starting boycotts, creating art, breaking copyright v Sl

file- sharing, blogging, and engaging in elite challenging
activities (Drache, 2008:63), These 'digital publics’ are no lonzsd
confined to their self-constructed silos. Insteadthey areta -1'
to-one another, and unafraid to voice their opinions (Khan, et =8
2011a). 8
It is well recognized that everything affects everything else -4
different campaigns don't compete rather they remforce esss
other (Neale, 2002:105), It is evident that informatic civilizats
is generating a new global consciousness, which is based on SSEE
increasing awareness of the global ecological and economess
interdependence, clashes of culture and the need for dinlogue vl
democracy (Tehranian, 2004). In this age of communicaticss
ordinary citizens are more informed than they used o be and & :
demanding more of the state, at a time when most states and thes
leaders are scemingly unable o provide (Ferguson, 2006},
thie NPS with its revitalized 'publicness’ is facilitating global eisl
society with the required medium to mediate with the layers &8
political authorities (Castells, 2008), ;

Rise of Global Governance: ]
A single global political authority is not visible at the plohe
arena however; there are millions of control mechanisms
the management of transnational policies (Roseniid
1995:9). These mechanisms range from the pnmary 1o &9
embedded, from informal modes of consultation to forms
decizion making arrangements. The planet is ordered according i
certain rules, regimes, and norms  that enjoy  widespress
legitimacy (Crack,2007), They cover a range of current issues
for example, climate change, fighting terrorism and managiz.
global economy. This rising institutionalism denotes ,'
transformation from national government to global govemuisas
(Khanetal., 2012).
The emergence of global governance matches the organizations
shift from the mass society toa network society (Castells, 19598
State governments use the typical structural chnmmeristicsc-:f
mass society where authority is centralized in a hicrarchical s68
vertically integrated burcsucracy, On the contrary, gl s
governance networks are hierarchical and horizontals
integrated. Some ceniters in the network are more influential 3
others because of their international legal status, legitimacy =
resources (Crack, 2007). Globalization has been with us £208

c{:ntunm hawcver efﬁ:rrts to guvcrn the mt:rl:unrlr.cl:{ ¥ o 4
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i
: 'j_!'r an dre actually fostering a system that can be
shal o the sovereignty of their own state (Strange, 1996).
mwt colussal change in the world order setting since
: of Westphalia that concluded the war of thirty
:- cording to its provisions, sovereign states became the
s of the international system (Jackson and Owen,
substituted a variety of international actors: like
 the Emperor, dynasties, and the like. Thus, starting
.17th century, international relations have been
inter-state but this epoch of history seems 10 be
netal., 2012}
jon Technologies:
sefers to compulers, software, networks, satellite links
setated systems that enable users 10 access, mnl:.r.r.i: create,
4 and use data, information, and knowledge in
nted ways, The terms 'TCT and the ‘internet’ though not
us but are almost interchangeably used (Beebe, 2004).
to comprehend ICT in perspective of creating a new sct
ships and spaces, an agora rather than as a high- tech
is one more global field for competition over the
tion of resources and information and the most

¥, power (Van Dijk, 2006).
inologies not only provide information but also tools that
> potential to-extend the role of the citizens m the social
= olitical space. The mushroom growth of onling paolitical
'= o5 and activism certainly depict political uses of the infernet
. 1996; Browning, 1996). The internet and allied
ngu:sh;.r their nature can supplement opportunities for self
son and foster civie activities (Castells, 2008).
STs-can casily merge into cach other io raise connectivity and
sessibility (Kleinberg, 2008). ICTs by enabling a horizontal
kof global communication provide a variety of teols for
izing and conducting public debate and have the potential o
collective decision making (Nawaz, 2012).
lave opened new avenues for governance (i.e. e-
¢} but on the contrary these have strengthened the
cities of civil society by facilitating vibrant and exfensive
ic ﬂphl:l'ﬂ (Dahlgren, 2003) and thus are facilitating
\sformation of polity (Crack, 2008; Castells,2008). ICTs
ble political actions with utter disregard to territory, and by
erin mlhllcsphmaand fresh social movements (Min, 2010).
The Internet has evolved 1o become a major hub of entertamment,
ced) ducation and community (Bartle,
* 2006:3 1) and it has a bright future in the field of business, research
' and politics (Balkin and Noveck, 2006). ICTs can help bridge the

rust deficit among the nations by information  exchange
facilities and thus  have the potential to ameliorate
—; nisperception and, ultimately bring more security, harmony and
ati less violence (Kapitonenko, 2009).These features of ICTs
e _' how the social, political and economic ramifications of ICTs.

_., + @ FEmergence of Transnational Businesses:

g/ T:u: developments in information technology along with the

to ]'Jﬂhcms of deregulation and market liberalization across the

i

globe have led to intense economic interdependence (Stopford,
1998), and the consequent externalitics resulted in the sprouting
of non-state actors of global charscter like TNCs. TNCs have
steadily turned out to be the icons of new power structures in the
global economy. These corporalions work acruss state borders 1o
pursue their own interests' and not of the state they officially
belong to (Kapitomenko, 2009). Some see them as hard nosed
exploiters, but others view them as torchbearers of prosperity
(Mazlish, 2012).

TNCs have developed global networks of  production and
marketing  that have ransformed  economic geogruphy
{Dicken. 2003). Traders, along with preachers, adventurers,
and warrors have always connected  dispersed  human
nmunﬂmme:s and civilizations, and paved the way for the
emergm:: of the intereannected socicty we now label globalized
(Chanda. 2008).

The emercence of TNCS poses a challenge o the
conventional understanding that international  politics is
determined by states i the formal Westphalian stte sysiem
(Deibert, 1997). Moreover they turther biur the distinction
between the domestic and the intemational, challenge the notion
of *state’ as the ultimate suthority ut home, and reduce the
significance of access toterritory (Kobrm. 2001 ), TNCs ure prime
cause snil result of globalization  (Mazlish, 2012) and as
result major stimulant for transformation of polity.
Rise of Mundane Issucs;

The intensified connectivity, interdependence and historically
matchless production of commdities have resuliad in varicty of
mundane issues, i.e. political, economie. social, hiological and
environmental (Crack2007). State seems incapable for dealing
with such modem issues like climate change, giobalterrorism etc.
The rising incapacities of state pave the way for the imvolvement
of other actors for resolving these issues. Marsover this slso
reflects a gulf between the spaces where these muncane 15sues
emerge (global) and the spheres of power where these issues are
dealt with (nation-state). This also provides the rationale for
the transformation of polity from nation-state {local) to global
realm (Castells, 2008).

Emerging global polity:

1CTs led globalization has profound impact on the pation- stale
based polity amounting to a fransformation. This transformation
has shifted the centers of power from local to global level, and has
been compelling to redefine the conditions of interplay among the
constituent camponents of the new pality.  The argument in the
ahove section refers to the fact that 'state’ eapacity to deal with the
contemporary issues has decreased and that the new actors have
come forth to fill the gap (Kobrin, 2001). Civil society  and
public sphere, comparatively weaker glements of nation-state
based polity, have now become powerful and have extended
beyond the nation-state boundaries (Kapitonenko, 2009, Khan et
al., 2011b).

So the emergent political stru

three major components. A mm: :
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Saced by it are not very old (Chanda, 2008; Sloterdijk, international, compromised the idea of states as the ultimate
i-33) and this is the reason for the immaturity of global  muthority, timited the mgn:iﬁcm::ni'ncccsamtmﬁmry.mdraised
jance institutions. Nevertheless, relocation of state questions about the significance of Actors in the global system
inthe global institutions is reflected in the increasingly (Kobrin, 2001},

: wn‘t_:uuﬁn.pulitiml.scmﬂw.und ecological institutions Thus, the rise of new global sociopolitical realm, different
2012). from the Westphalian state system can be envisioned, Tt exisis in

'-I
} uransnational spatial formatians, & new social whole fastened in
(ONS: norms and aspiration s well as institutional networks beyond the

fact that this transformation i« states (Ruggie,2004:519). However, globalization has not led to

2rs have pointed to the
rather states are 3 product of

&y economic forces that are secking higher profits in  the elimination of states
,spnﬁ&, and is facilitated by the rapid development of globalization and of attions of individuals and groups {Bayart,
in the field of communication, transportation, media 2008} lobalization is expected to creale a situation where stules
on (Wriston 1992). The primary characteristic of willcontinueto coexist but with global forms of authonty.

is that geographical distance becornes irrelevantand

ia bamdu:mhenmmssigmﬁmt[smtta,-zmn), CONCLUSLONS:
entious that whether the establishment of global The nation-state polity is being transformed into a planetary
pamce institutions is also accompanied by trends of polity. The transformed polity is reflecting itself in global civil
sof polity onaglobal level (Zubairetal., 2011b), society, global public sphere and institutions of global
e corics of international relations <till assumne a nation-state  governance. This dogs not necessarily suggest an extension of
 which territorially pounded political societies interact nation-state based institutions and concepts into their global
sence of centralized authority (Bartelson, 2008). In equivalents rather the ‘globality’ itsell is @ new socia) whole an
make sense of contemporary global developments, planetary scale.

theories of international relations needs to be [CTs led globalization1
n favor of a planetary Of global vantage point  sovercignty of the state is eroding and petting relocated in
2010), transnational realm, The stale is increasingly getting enfeebled
argued that 'globality’ 15 being constituted by arising and giviog way 1o transnational actors for its incapacities 10
ansciousness of human society on & planetary scale resobve the mundane immofm;nqrﬁmcenmy.Civiisuuie.t:-ris
Iﬂﬁmsinsnwamnassnfﬂwhmm social relations  rapidly getting strengthened and expanded beyond  state
argest constitulive framework of all relations (Shaw, territories, 1CTS enabled NPS is boosting the powers of global
. Furthermore, there is growing awHreness and civil society ulﬂrsslrivingmBsmhhshua:mcrrksafcivm gorcietes
idertion of the argument that globalization is not simply & globally,

gom-up process leading 10 the emergence of global networks  Obvionsly, a global community requires a uniforn set of ethos as
ctures that link preexistent institutions on sub- the base on which it agrees therefore as the world Zels
evels: the concept of society on a global scale globalized, there 15 increasing dernand to widen the scope of a
iy mmplies  that there is somethng like @ common ethical code. However, the contemporary platfarms and
iy social whole in a meaningful analytical sensc a8 well cesses Lo deliberate on these issues are not gquite inclusive and
,2007). demoeratic. With regard to issues on human rights, democratic
B state is increasingly freedoms, environmental challenges, business ethics and wartare,

\eifbounded by competitors offering alt global values and thetr
3]__;_1;]:@.! politics. The menopoly of state in international

e

s creating an environment in which

enfeebled today [Fargusnnjﬂﬂﬁ}. [tfinds
emative rules and norms there is a need to consider the shared
transformation o rales about enforcement and {nspection,

cs is oyer interstate relations are marning into Philosophers, scholars and policy-makers peed to ponder upot

jonal realm. These yrunsformations e marked by the and research those issues.

. of a increasing interdependence of the various However, in the glohal polity, political authoritics at global level

pational actors, and globalization reinforces this are far from clear. The need for effective global governance has
sendence (Kapitonenko, 2009). emerged from the mundane issues like global environmental,
‘economic and cultural forces are increasingly becoming financial and security erises. The globalized world s in need of

secessful. Furthermore, themmuniuminnta:hnnlugins suchas suphisﬁ:atadamiinc'iusive mechanism of global governance than
World Wide Web have contracted the world so closely that what it has at the moment Furthermare, effective peonomie and

- than half of the top hundred econamic entities have become political governance at global level rquirrga___g_gjpwlvmmnt of

i ore homogenous and mote connected to than ever before governments, private seeton; 8 O JWW sociely
Epnﬂlminndﬁ‘ﬂk, i??l}.ﬂ:ua.ﬂwris:uf ransnational avtors  groups and international orga i ations L RGOS, The

: and a global civil society have ransformed the inter-state gyslem technological and cultural ex;_{:h&;

" and directly affected the m‘m&ﬁ'lmmfswmignt;.r{r)uihm 1997). human civilization and ways of g{ﬁr

 Phas have frther distorted the line between the domestic and the  1CT5 enabied civilization would also
-l

[]




AR A @ F BEFRpATE T R

ructures a1 global level.
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approximately s6.5 million by 2020, Witha target of skilling S00mn by 2020, India'can not only i
fulfill its own requirements but can also cater {o the labour shortages in ‘other countries. &
Presently 80% of the workforce inIndia (both rural and urban) does not possess any identifiable ¢
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ABSTRACT: Digital n‘efmeare mﬂa;rrnrﬁcs:’mbnﬁfﬂﬂmm g&nemme “gtores and ;:lmr,e:.s.es dutal so nfrﬂr . 0
it iz slored Tmawy el :ggnfm-f r.gpa.ﬂmw g;r:rj‘uigg,sg}m ecesy aryTime; g Wieke. n’I;j a woelliEmawn facr ol
iarwmﬂmmmmundr-:rLJuw!ng;mianﬁe:uwmﬂm The Digital India qual |
T_‘ll:h'

that a’:grrr.f [ndiais the outcame ol 1

¢ of the:Indian Gmaﬂmmm 10 remodel India inig a knowledgeable eoRONMy! and':

a’a'h pood poyernance Jfar- cifizens by .'rru.'g.rm, Syﬂt:‘lrﬂﬂhu”wr gl &=

ardmmwn qir publicae cuunr.:z’nhzjl digarally conReciing and delivering the poVErnmEnt prograns g and
services, 1o :r.!.ru’h!f.';.&i‘ the capaim'ﬂy ol uiion rechnology agrpss. geverament deparinents, Digital 4] . abon
India mdgines, wniversal .ﬂ‘:g{ml fiteracy a ,gppr@@fwmh o all eigital TeSOICEY Jfor citizens by, L qual
ensuring that the resgurces wand - .ggr'gm gﬂ)“??q? sible i i regi i-,iangwrges and. prm:dmf d’:g:h—n‘ = T
: ﬂﬁi’s’ﬂﬂ(—.’ ik ptaking nﬂguuemm,em certificates and .';: '

drive is o gream projec
digirally: wnpnwm e SOCIEDL Y

seaffold to participatory: poverndrnce wrsumi;g

documienis available on the: Cloud | with. pbrmﬁ.i’hm The mative Hehind the-concept s 10 Bl E=

participaisve, :n'.uupﬂn_m.und rup{an,saw:.qmmﬂn mrcm;arha.-. e made ipthis paper 1o  wunderstand =S o

Digital India ~ as 8 campalis wh.;,red%ﬂmol’ﬂgfcs will bring the wrrr!cf foRet her-ang rm.rk; am impaci; ,:;n f 'E'f“_",]
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outcome of several 1nnm'atmm cand leﬂhunlogy ﬂdvancu; Today, the world has tr’ansfﬂnné‘d :

fiom a knowledge: SAVVY A0 tﬁ:chnn knuwlcdi,-: sdvv} Think of something. and itis ﬂvaﬂﬂ,hkebm
one click. Every mpOWEr S society :

nation wa:_m. l-::- hc _u‘li_v dlguajwm that will
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Mr Narendr aModi, will .mne:gt: e nT;!"iEri? s i _twry sector and generales. mnmau‘{h it __,“ :
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innoyations. D1gita1 Indm wull pmwde aU, SEIVICes: Hu:tmnu_ﬂh .md promole digital I:l:,rﬂc}
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Companies i all over the world ﬂesm: to investin,  Digital India- the 215t century Indiz, asd grti_
opportunity. It brings cmtwanuu:—: schemes like E-Health Digital Locker, E-Sign, E- qucﬂttg
ete; and nationyide. scholarship portal. Digital India is 8 & cat plan but is lmpﬂgl:'
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government processes. For e.g. digital ticketing will lead to reduction in queue at ticket counter

with online resources for booking, online tax-return filing etc. The aim of Digital India to piven i
Unigue ID and e-Pramuan based on authentic and standard based interoperable and integrated
government applications and data basis. This program will alse Jead to paperless work: :md
reduction incost fo the government expenses \Gavernment, sery ites 1mi] h AV sllidhlc ta E:Lfﬂrv
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dia initiative seeks 10
wered society-
Digital Indiaa

Recent Trends in Commerce and

qocess 1o the world of internet. The Digital In
governance and transform India into 8 digitally empo
 vernment services are dvai la'b‘je'.tuﬁli?.ﬁusﬁly;mﬁt_li@liy.
case of doing business in the country. The Department
Technology anticipates. that “this program, will have 2 huge impact on tl
Communication and IT. 1twill focu s on providing high speed internet services
make services avatlabled i real time for both online and mobile platform.
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Work Activi Iy

Workforee in India: TR Rt e hE T T : i
The Indian Economy is characterized: by the existence of a vast majority of informal or
unorganized labour employment. As per the Economic Survey 83% of India’s warkforce include
the self-employed and emploved in unorganized sector. The Ministry of Labour. Government of
India, has categorized the unorganized labour force under four groups in terms of Occupation,

nature of employment, specially distressed categories and service categories. .

Tt

Workforce

 Social - Economic Aspect:

th 70% of the population living in

: ] A
- The Indian economy is predominan 170% of 1 pulati :
nd accounts for 10% of exports.

i rural areas. The agricultural ‘F'Eﬂ sﬁ}fﬁ GDP :
- Though agricultural production has increased nearly three hall times over the past five
i decades, Indian agriculture isstll tghly traditional and monsoon dependent. The livelihoods of
- small farmers and landless laborers, who constitute the majority of the rural population, have
* remained senerally poor. _ Lo
The current trend of increasing industrialization hints al a possible diversion of
- agricultural land to other uses such as housing, roads and indpstry, leading to new complexitics
“iibetween the rural population and industrial forces and caiising social resentment and unrest,
- Agro-based industries such as food processing, food 'p'régérﬁng;‘fguﬂ_pﬁékagi_ug. recycling of
Agricultural wastes, efc., are possible development arcas related to agriculture,
eed for the study: i )
Mplovees play an important role in the industrial production of the country. Hence,
Rinizations have to secure the cooperation of employees in ;iqtﬂl.?ljxtﬂ:f_l'_lt_:]‘ﬁt_a_b"p the production
0 earn higher profits. The cooperation of employees is possible only when they are fully

tsficd with their employer and the working conditions.on ﬁ]ﬁ;‘jn the past, industrialists
iid the employers believed that their only Hu@;htﬁﬂaﬂaéﬁn_lﬁijiégé-“?as_.m pay them

stactory wages and salaries. Tn course of time, theyré"a]&: hay ‘workers require something
29Tk Ampartant, In addition to providing monetary ‘benefits, human Areatmientpivend o

Ployees plays a very important role in seeking their cooperation. Further, hiimadi Do
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Organisation’s Interventions fo Work-Life Balance

Reshma Nathani*
Sudhir Atwadkar**

Work-Life Balance does ot mean an equal balance. Trying to schedule an equial
numtber of hours for each of your various work and personal activities is usually
untrewarding and unrealistic. Life is and shoula be more fluid than that, At the core
af an effective work-life balarice defimition are two key everyany concepls that are
relevant to each of us, They ave daily achievement and enjoyment, udeas alwest
deceptive in their simplicity. Work-life balmnce has become a subject of concern for
hoth research schiolars and business leaders in view of the contenporary demographic,
technological, market, and organisational changes associated with it. However, there
has been little academic attempt to provide a holistic picture of Waork-Life Balance
Benefits and Programmes (WLBFs) offered by various organisations in India. The
present paper has made an effort to understand the current status of WLEPs in
Indian organisations and ko identify its future prospects. The paper fas discussed
the challenges for effective implementation of such policies, which can help HR
managers to be cautios before introdicing WLBPs i heir respective organisations,
Analysis of literature and available data suggests that fanul y-friendliness of
employers in India have been in various welfare provisions which fias been a matter
of concern for employers since industrialization, However, these policies and practices
are miore prominent in new economiy organisations such as software and services
organisations. Moreover, the range of WLBPs varies across organisalions and there
is still @ long way to go when WLBPs will becomie strategic HR mitintizes in most
arganisations. The paper Suggests that organisations weed o incorporate WLBPs
and encouragea culture that support utilizing them to ensure emplayee commitment
and productivity. While introducing WLBPs, congruence between employee needs
and organisational values also should be considered.

Keywords: Interventions, Work-Life Balance.

*  Faculty, Alard Institute of Management Sciences, Pune.

. Bacnlty Institute of Business Management and Research, Chakan.
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Work-life balance is a broad conceptincluding proper prioritizing between work (career and
ambition) on the one hand and life (Health, pleasure, leisure, family and spiritual
on the other, The expression work-life balance was first used in the United
late 1970s to describe the balance between an individual’s work and persanal
life, In the United States, this phrase was first used int 1986, Employees have many methods,
cuch a¢ emails, computers and cell phones, which enable them to accomplish their work
beyond the physical boundaries of their office. Employees may respond toan email or a voice
mail after several hours or during the weekend, typically while not officially on the job.
Researchers have found that employees that consider their work roles to be an important
component of their identities will be more likely to apply these communication technologies
to work while in their non-work domain.

development)
Kingdom in the

An overloaded employee is more prone to injury er mistake and becomes less productive.
According to a survey conducted by the National Life Insurance Company, four out of ten
employees state that their jobs are extremely stressful, Those in high-stress jobs are three times
mare likely than others to suffer from stress-related medical conditions and are twice as likely
to quit. The study states that women, in pa ricular, report stress related to the conflict between
work and family. Workplace has become the single greatest source of stress, Probiems caused
by stress have become a major concern to both employers and employees. Symptoms of stréss
are manifested both physiologically and psychologically. Persistent stress can rpsult in
cardiovascular diseases, sexual health problems, a weaker immune System and frequent
headaches, stiff muscles, or backache. It can also result in poor coping skills, irritability,
jumpiness, insecurity, exhaustion, and difficulty concentrating. Stress may also perpetuale o
lead to binge eating, smoking, and alcohol consumption. According to Esther M. Oriali,
President of Essi Systems, a stress management consulting firm, traditional stress-management
programs placed the responsibility of reducing stress on the individual rather than on the
organisation where it belongs.

The reality of what employees experience, specifically with respect to work-life balance, is a
direct result of power operating covertly through idealogical controls. This is seen in the
ideological norm of the ideal worker, Many organisations view the ideal worker as one who is
committed to their work above all else. Ideal workers are those that demonstrate extra-role
behaviors, which is seen as a positive attributes. Managers who perceive their female employees
of maintaining high werk-family conflict were presumed as not as committed to the
organisation, therefore not worthy of advancement. This negatively, impacts working mothers
as they may be inaccurately perceived to have less commitment to their organisations rather
than their counterparts, their advancement in organisations may be unfairly obstructed. The
ways in which corporations have modeled the ideal worker does not compliment the family
lifestyle. Long hours and near complete devotion tothe profession makes it difficult for working
mothers to participate in getting ahead in the workplace. An article in Fortune magazine
(1968) discussed that amang the most powerful women in business (female CEOs, presidents
and managing directors of major corporations), 29 percent were childless compared to

90 percent of men.

Young adults believe that parents should get involved and support the children both
economically and emoticnally, as well as share labor equally. Young, people do not believe
that work-life balance is possible and think that it is dangerous to build a life dependent on
another when relationships are unpredictable. They are looking for partners to share the
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house work and family work together. Both men and women believe that
jobs before considering mMArnage for better life and to be happy in marrage, Young peopledo
not think that theit mother’s generations were unhappy. They alsodo not thank that they were

werless because they were not economically dependent. Employee interachons with the
arganisation, through other employees, management, mustomers, or others, reinforces (or resists)

woinen should have

- the employee identification with the organisation. Simultaneously, the employee must manage

dentity is fragmented and constructed througha

their true self identification. In other words, 1
don't have just one self.

aumber of interactions within and out of the organisation; employees

Maost employees identify with not only the organisation, but also other facets of their life
{family, children. religion, etc.) Sometimes these identities align and sometimes they donot.
When identities are in conflict, the sense of a healthy work-life balance may be affected
Organisation members must perform identity work sa that they align themselves with the
area in which they are performing to avoid conflict and stress.

RATIONALE

The demand for work-life balance solutions by employees and managers is expanding at an

unprecedented rate. As a result, work-life balance is an increasingly important topic of
discussion. Today's business environment is competitive and technologically advanced. Thus,
it has also affected the timing standards to a great extent and thus, it is necessary to understand
and cope up with these situations and also seek Work-life balance.

OBJECTIVE

To study the satisfaction lev el of empl g work-life balance

oyees in the organisation rega rdin

RESEARCH METHODOLOGY

The Study: The scope of the study isto understand the real situation of employees working m

an organisation regarding maintenance of their work-life balance.

The Data: The primary data for the present study was collected from 100 employees with the
help of self structures questionnaire. The data is collected from Alard Group of Institute, an

organisation running under Alard Charitable Trust in Pune.

Tools for Dita Colle ction: Data is collected with the help of self designed questionnaire

Tools for Data Analysis: The collected data is analysed with the help of percentage analysis

RESULTS

Table 1 shows that out of 100 respondents, 44 respondents spend more hours than they

would like at work whereas 56 respondents spend regular working hours only. Table 2 reveals
that out of 100 respondents, only 36 respondents gpend more hours than they would like
warking at home through business calls, e-nails, projects; etc. Table 3 shows that out of 36

respondents who would like to work at home, 16 respondents wiould .__.,..... enlg_for
14 hrs/week on an average whereas 12 respondents wou i

1d like to spent up
per week, Chut of 100 respondents, 4% respondents think about work ingrew
home/pleasure activities (Table 4).

Table 5 reveals that
36 respondents, i.e., 4% persons have given up

%,

activities enjoying to
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reveals that outof 36 respondents, 28, 4 and 4 respondents have been given up 1-3,4-6and 7+
activities, respectively enjoyed by them while working. Table 7 shows that out of
100 respondents, only 30 respondents get enough sleep, exercise and healthy food. Out of
100 respondents, only 52 respondents spend time with their loved ones (Table 8). Table 9
shows that out of 100 respondents, 76 respondents spend most of time doing work most
important to them. Table 10 shows that out of 100 respandents, only 20 respondents are:
happy. Table 11 reveals that out of 100 respondents, only 52 respondents live their ideal life.

CONCLUSIOR

From the present study, it was found that out of 100 respondentts, 44 respondents are spending
more hours than they would like at work, Most of the respondents don't like working at home.
Nearly 50 percent of respondents think about wark instead of focusing on home and pleasure
activity. The study also shows thata bout 64 respondents have given up activities enjoying to
work. It is also observed that about 48 respondents are not able to spend as much time as they
would like with their loved ones. The study also reveals that most of the respondents spend
most of their time doing work important to them and about 52 respondents are living their
ideal life.

There should be flexible working as the recession has drastically changed the nature of the
work, reducing the number of fulltime jobs causing many organ isations to rely on part-time
and temporary staff, assigning them flexible working schedules. To maintain work-life balance,
a proper schedule must be designed and also people should try to priorities their wirk for
effective and better life,
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ANNEXURES
Table 1; Hours Spent at Work

Sr. Respondents spending hrs other than work NOR Percentage
A |Yes 44 A4
B |MNo 56 55
Total 100 100
Table 2
. Sr. Hespondenls spending hrs. warking al home NOR Parcentage
i A | Yes 36 36
B |No ) fid
Total - 100 100
Takie 3
Sr. Working hrs at home in an avg. weehk HOR Percanlage
1-4 Hrs. 16 45
B [58Hrms. 12 a3
10+ Hrs: 08 22
Taual k! 100
Table 4
gr. Respondents thinking about work instead on MNOR | Percentage
home/pleasure activitles
A | Yes A 44
B | Mo BE 56
Taotal oo 100
Table 5
Sr. Respondents givan up activities enjoying to work NOR Percentage
A |Yes 36 &
B | Mo &4 56
Total 100 100
| 4 Table 6
1 gr. Activites given up by respondents NOR Percentage
el A | 1-3 aclivities 28 T8
: B |46 activilies 04 11
C | 7+ activities o4 1
. Total . 36 104
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Orgunisation’s Interventions to Wark-Life Balance 243
Table 7
Sr, Respondents gefting enough sleep, exercise and healthy foad NOR | Percentage
A | Yes 30 a0
B | Mo 70 70
Total 164 100
Table B
8r. Respondents spending time with thelr loved ones NOR Percantage
Yas B2 52
No 48 48
Total 100 100
Tabla 8
J Sr. Respondents spending time doing what is most Important te them NOR I"mwntage
A | Yas 76 Fy -
B |Na 24 24
Tatal 100 100
=
Table 10
Sr. Respondents spending time dolng what is most important te them MNOR | Percentage
Yas 20 20
M 80 B
Total 100 100
Table 11
gr. Respondents living Ideal life MOR Percentege
A Yag B2 52
B Mo 48 48
Totas 160 100
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New Avenues and Challenges in Indian
Phurmuteuﬁcnl Industry

Akshata Sakhawﬂkar*
Sudhir Atwadkar“
Reshma Nathani*“

-

The Induart Pharmaceutical [ndustry today i i the front Tank of India's scierce-
based industries with wide ranging capabilities in the complex field of drug
manufacture and technology. The core issues for maost of drug companies are
declining ;:mir.‘rfmiiy of in-house Research and Depelopment { r&D), patent
expiration af aurher of block BUster drugs, increasing legal and requlatory coRcerro
and pricing issue. It is found fat strategic :.;ﬂﬂ:'mmrr:t policies 10eTe the mair
factors that transfommd the status of the Indian plmrnmmrtr’cm' industry from &
inere importer amd distributor gf drugs and Fhﬂ!’l]‘!ﬂﬂdﬂhl’ﬂfﬁ fo an irnooation-

Ariven cost-gffective producer of quality drugs. In the long ru [ndia emerged as
one of the fast growing phnmmcc‘uriml industry in the world with growing trade
rept seenariv in the Indian

surpluses and exports. Considering the cur
Pharmaceutical Industry, an analytical resagrch woas conds weted tostudy the financial

status af Indun based pharmacenitical industryf dhereby focusmg o1 the business

appartutities in this area.

Keywords: [ndian pharmaceutical Industry (IPAL Research arti Development

(R&D), Patents

it i s business model

pharmaceutical industry inlndia is going through a majors
st fevy years in order 10 get ready for a product patent regime from 2005 onwards. This
atent regime put in place

1 the model has become necessary dueto the eatlier processp
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since 1972 by the Government of India. Asstated by Gerster (2004), The Indian pha:.mai:eutia:al
and ensuring that essential

iding employment for millions

ailable to the vast population of
ly to promote and encourage the d amiestic health care industeyin producing

cheap and affordable drugs- Asprior tothis the Indian pha rrmaceutical sector Was completely
dominated by multinational companies (MINCs). i orted most of the bulk
drugs (the active pharmaceutical ingredients) from thair parent companies abroa

the formulations (the end products in the form ©

unaffordable fora majority of the Indian population. This led toar _
- 1972 allowing Indian firms t0 reverse engineer

India's (GOT) pelicy towards this industry in

the patented drugs and produce them using different process that was not under patent.
entry of MINC's was also discouraged by rostricting foreign equity to40 percent. Theli

sed towards indigenous firms and firms with lesser foreign equity. All
these measures by GOI laid the foundation to 2 strong manufacturing base for bulk drugs
and formulations and accelerated the growth in the Indian Pharmaceutical Industry (LP1),

which today consists of more than 20,000 players. i

industry 18 A StCCESS story prov
drugs at afford able pricesare 2V

done deliberate

pulln::..r was also bia

Aearesult the Indiar pharmace A : the domestic requirement
but has started exporting bulk drugs as well as formulations to the international market ey
Currently the main activities of Indian pharmaceutical industry are broadly restricted t0
pmdur::inghlﬂkdrugsand formulations wi s risking investing in primary
- esearch aimed at developing and patenting new drugs. The bulk drugbusinessis

primarily a market driven and

1 commuodity business, whereas the formulation business is
brand oriented business. Multinational companies which have entered the Indian marke!

have mostly restricted themselves to formulation segment till date. The domestic
phannaceuul:al industry (MNC's and Domestic) meets about 90 percent of the country’s

bulk drug requirement and almost the entire demand for formulations. The economics
bulk drug business and that of formulation business are quite different. Since a mMajo
the Indian companies are produding ions, these are considered

hoth bulk as well as formulations,
together for the purpose of the present study

THE CHANGING ENVIRONMENT

During the early 1990s, markets W
1994 licensing was aholished for p
FI restrictions into this sector have been modified to _
the automatic route. More favorable conditions are to follow in future p Iy for MNC's
.« soon as Product Patents and Exclusive Marketing Rights (EMR's) are permitted. o)
cituation like this, there is a lot of speculation that the indigenous comparnk that have been
the past couple of decades finally

ere opened by removing restrictions on imports and in

roducing bulk drugs nd formulations. Other than this

allow 74 percent foreign equity

e Tr‘rithe mainstay of the Indian pharmaceutical industry over
QN o hgegming 2 formidable part of Indian econommy and a major source of foreign income migh
- +ls0 come down toa state wher®

-~ hedngin \arket conditions in the future. [tmay
mbs m[ the small srale companies have to close dowT, with the mu.ltl;nﬁﬁmal companies
21 monopolize the industry once again. The justified reason for this is, so far
e of the cheap labour and the reverse eng ing skills

g uncertain o

di::crr':q;:uaw:;ie:f, have made us
the favorable conditions of process patent regime
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drugs that wete under patent in developed countries, which then were sold in the domestic
markets and exported to other unregulated markets elsewhere in the world.

This generic business enabled them to compete with multina tional companies in India and
abroad and resulted in good revenues. However, once the product patent regime gets
implemented from the year 2005, it is not permissible to reverse engineer drugs that are
patented after 1995, and the revenues from this business will suffer. In contrast, the
multinational companies in India, which have an impressive new product portfolio, will get
exclusive marketing rights to sell their products at higher prices and will be in a position to
dictate the terms, In such a scenario, survival of Indian companies depends on producing
generics of drugs whose patent has lapsed and export the same 0 regulated markets. This is
possible only if these firms are able to formulate these products at much lower prices allowing
then to face competition from established players in the international markets. Other than
this, avenues like contract research and manufacturing for multinational companies have
become popular business models for many-small scale and medium scale firms. Given this
situation it is highly likely that individual firms adopt different strategies for growth. These
strategies are dependent more on the management’s perception of the individual firm's
strength in terms of finance, manpower and material in relation with the other firms within
the industry for a given environmental context, Some of these strategies may end in failure
due to unexpected changes in the environment or bad judgment on the part of the management.

The above question becomes very imporiant for firms which operate in a transition economy.
This is particularly trug if the transition is aimed towards being a part of the global economy.
This would create an environment where firms are faced witha completely new opportunity
set in terms of investment and growth. These opportunities encourage firms to adopt high
growth strategies at the costof immediate returns. The success or failure of any such strategies
is dependent on the nature of competition faced by these firms over time. Therefare, it would
be very reasonable to assume that a firm’s internal efficiencies may become the crucial deciding
factor in dictating the survival and growth of these firms in various segments of

pharmaceutical industry.

Cost Structure/Performance indicators of Indian Pharmaceutical Industry

The pharmaceutical industry is characterized by low fixed asset intensity and high working
capital intensity (ICRA 2002). The Material cost, Marketing and selling cost and Manpower
. Cost constitute the three major cost elements for the Indian pharmaceutical industry,
. accounting for close to 7( percent of the operating income. In the past 6-7 years, material
. costs, which account for almaost 50 percent of the operating cost have declined owing to the

decrease in prices of bulk drugs and intermediates, increase in exports which enabled
{8 procurement of raw materials in large quantities and hence at low prices and finally due to

@ increase in production efficiencies Vimta Labs, (2006).

On the other hand, the marketing and selling expenses, comprising of promotional expenses,
trade discounts, advertising and distributing costs; and freight and forwarding costs have
increased in the past few years owing to the increase in emphasis on sales of formulations.
is increased focus on marketing partly lead to the increase In the manpower costs of
maceutical companies during the last decade. The other factor for the i
anpower costs, at least in case of a few companies might be due to an ine
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Global Pharma R&D hub
h and development {R&D)

india, along with € hina, is fast becom
hub. Multinational drig firme are increasingly _stage drug discovery 10
1 India. Although intellectual property issyes remains, yet things are getting better day by day.
é i geveral Indian drug firms, including Dr. eddy's Labaratories, Hanbaxy, :‘.iun Pharma and
5| Primal Life Sciences; have spun off their R&D units into separate entities from their
!i! manufacturing and marketing operations, mainly to catch the interest of Western companies.
| Analysts expect the ongoing weonomic meltdown 10 affoct RéD spending by Indian firms
4 Honals'. Already, Dr. Reddy’s has clashed funds for new R&D.
| which have not cut
;
|

ing a pharm aceutical researt
outsourcing early

just as it has affected multing
Even firms such Life Sclences, Waockhardt and Gun Pharma,
R spending ¥ { for such measures

ef, may op

the analysts say. But by cutting such costs India
their R&D tie-up deals with overseas players.
an Pharmaceutical Industry
resents U5, 56 billion of the
at 10 percent a year

as Piramal
if the financi

n drug makers could have problems with

4550 billion global pharmaceutical industry
RNCOS, (2006). India’s potential to further

raduction, as well as being an offshore

The Indi

India currently rep
anid its share is increasing
boost its already-leading role in global generics P

location of choice for multinational drug manufacturers seekingto curh the increasing costs
of their manufacturing, R&D and ather support gervices, presentsan opportunity worthan
eatimated $48 billion in 2007. Pharmaceutical production cosks are almost 50 percent lower
i1 India than in Western nations, while overall Ré&D) costs are about one-eighth and clinical
trial expenses Around one-tenth of Western Jevels, India’s lnng-EE-tabllshed manufacturing
haee also offers a laTge, well educated, English-speaking we rkforce. The industry provides
one of the highest ratos of intellectual ::;pitai per daollar worldwide. Prescription drugs
worth $40 hillion in the 1.5, and 525 hillion in Europe are due to lose patent pmhxﬁnnb}*
200708, 1t is forecast that Indian companies will likely take around 30 percent of the
increasing global generics mar
22 percent of the generics world market.

g:merics-pmducing nations.

Low productio

es based in India and Cht
fhiological products) o the regulated
or & purcent of
t. The domes

Generics: Compani
markets. In 2003

neric versions o
als accounted f
tor was up 26 percen

Biotechnology
bring biogenerics (ge
04, biopha rmaceutic
Investment in the sec

385 percent.

tic biu{.ﬂmmamuﬁca}s sectar grew

an information technology Jeader, India, with access t0 specialist skills
contract research, including

the destination of choice for C

Outsoureing IT: AS
os in India tu new business

and 24/ 7 work hours, is becoming
drug discovery. Companies have been expanding their activiti
bioinformatics and life sciences.

segments guch as
eutical market 15 pstimat

ed to represent huge

el ntract Marefacturing: The global pharmac
7 Em«nrmmty for India in 2007, 10 terms of manufacturing outsourcing the supply of active
development putsourcing conducting

esearch services for

Jéﬁnaceuﬁcnl ingredients and intermediates;
rvices contract 1

_I'nil:al and clinical trials; customized chemistry 5€
ginpounds prelaunch.
Er 1)
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al situation does not improve. s

ket, Currently, the Indian industry is estima ted toaccount for_
n costs give India an edge overothe E

ina could be among the first 10 |

India’s total hiotechnology market. |
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Contract Research: India is regarded as a R&D ‘hotspot’, where comparnies are able to tap
into existing scientific and technical expertise networks; there are good links to academic
research facilities; the environment supports innovation and it is easy to commercialize.
Costs of pharmaceutical innovation in India are estimated at one-seventh of their levels in
Europe and the country’s clinical research industry is currently growing 40 to 50 percent
annually and may be worth as much as US. $1 billion to Indian firms in 2008,

METHODOLOGY

The Study: In order to carry out above research views, opinions, etc. of the people who are
directly related to Pharmaceutical industry are taken into account. Medical Representatives
and Native Pharmacists were key sources far carrying out research study. The following
variables are considered while conducting research which comprises dependent, independent
and extrarieous variables. The variables eonsidered for study are given namely, Sales target,
additional benefits given to — Doctors and Pharmacists, Scenario of Salary and incentive,
Current status of sale, prices of drugs, category of drugs, frequency of new drugs in the
market, sales of health tonics, health foods and other dietary supplements. Two separate

fionnaires were used asa tool to extract information from Medical Representatives and
Local Pharmacists respectively. The pharmacists were selected who are geographically
scattered to ensure unbiased response.

Tools for Data Collection: The present study is based on Primary data as well as Secon dary
data. The secondary data was collected with the help of Leading Businiess Newspapers in
India, Business Magazines, Internet, gte. The financial year (2008-09) has been considered
for carrying out the research work. The earlier financial year results also considered for
comparison with the current results. The primary data was collected through two different
sets of questionnaires, one for the Medical Representatives and other for the Local
Pharmacists. From the population. of more than eight hundred pharmacists from different
areas of Pune City, 75 pharmacists who are geographically scattered were considered where
as from the population of more than thousand Medical Representatives 50 were considered
who are working in different Indian based Pharmaceutical companies, The survey Was
carried out using Judgmental Sampling Technique in the domestic area of Pune City. Pune
wwas divided into regions and from each region at least ten pharmacists have been selected
who are geographically scattered in the given region.

Tools for Data Analysis: Percentage and bar graphs have been used for analysis and graphical
representation of data.

OBJECTIVES

(i) Todetermine the growth of Pharmaceutical sector.

(ii) To determine impact of recession an Pharmaceutical industry in India.
(ii) To determine contribution of Pharmaceutical industry in Indian Economy
(iv) Tostudy the business opportunities in Indian Pharmaceutical mdus@} P s
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FINDINGS

The analysis of data has revealed that despite the recession the pumber of people joining the
workforce in the phatmaceuticai :ncdustry has grown.

@ shiting of Paople @ \ncreasing Wrokterce
[ Chengt It Working b

gursiday Mo Changs

n Pharr!'lal:ﬁu‘licu'l ndustry
yrity of the repsondents eVen in the

Eigure 1 impact of Rocession ©

Thereisan increase in the salary and incentives of majl

reCession period {Figure 2).

d Incantives
cists by the Pharma companies Thas

Figure i Seenario Salary an

The additional benefits given 0 doctors and pharma

increased (FiguTe )8

Figure 3 |mpact on Additional Benefits given 1o Doctors and pharmacists
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Compared to the sales targets achieved by the medical representative wise in the previous
; year the current year targels have maintained or even increased (Figure i & 5).
the
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Figure 5: Targels Achieved by Medical Representatives Last Year (09)
niey has The sales of Pharma companies has largely increased compared to the pervious year
| (Figure 6).

) =y 4
(| T \ =
L | il i I|||
i e L
\ =8 il
e = R
- = s ,/{{*-‘
:-"l'l i H .r-.:ll'
Lo




132 Managing in the New World Crder
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! 0 Remained Same |

Figure b: current Status of Sales at Pharmacists End

Generic drugs demand is higher out 77 percent of the total demand.
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The frequency of introducing new drugs by companies has improved (Figure 8.

Figure 7: pemand for Calegory af Drugs

B23% mo% @ Ones ina week
I Twice rmore In & waek
. Once Ina month
G Twloe of more 0 8 manth

B Once in aguariar

B Twice or morain 8 guarar

Figure 8: Frequancy of Mew Drugs

The sales of health tonics foods and dietary supplements has decreased as compared for
previous years (Figure 9).
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| Olncreased |
@ Decreased
ORemaned Same
':_ Figure 9: Stalus of Sales of Health Tonics, Foods and other Dietary Supplement
% 1 CONCLUSION
1
| The impact of recession an the Indian Pharma Industries has been negligible as the demand
= i g for pharma products doesn't go down. People spend on the health related problems without

' 1 a thought on their expenses. There has been reduction in the consumption on the health
' 8 tonics, health drinks, etc. So the company has reduced the production of such products. The
— 1 awth rate of the Indian Pharma Sector is 9 percent. Less retrenchment and growth in the
workforce in this sector was observed in the current year E.g. Dr. Reddy hires 2000 despite
slump. The Pharma companies have been spending heavily on the Research & Development
All these findings and transformation in the business model of larger pharmnreum‘al

l @€ comparies spells more opportunities in Fupare.
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MANAGING 1IN THE

New World Urder

ETRATEGIES FOR SUSTAINABLE BUSIMNESS DEVELOPMENT

In the aftermath of the two World Wars, to maintain a balance of power as well as to regularize
cooperation between nations, a dramatic change in the world political thought was witnessed that
led Lo the creation of international organizations such as UN, NATO, etc.

Alter the turn of the century, spcciﬁcally during the financial crisis of 2007—2009, many politicians
arld arder” in their advocacy for a Keynesian reform of the gl{:b:lr linancial

used the term "new w
system. The changes, be it valuation of the dollar, supremacy of the west or the financial stability of

institutions and countries, have led to an emerging acceptance ol the important role that eastern
countries like China and India would play in the future.

With the advent of the new world order, new challenges have come into play. These challenges
focus,on sustaining @ business and pursuing it further to the state of constant excellence. Thus, It
becomes imperative 10 create a different approach to management so as Lo apply various strategies
1o business for growth and development.

The present book details some of these Issues. It consists of 60 insightful papers drawn from a pool

of 160 papers reccived for the conference. The chapters have been classified inlo four sections .
namely Finance, Human Resource Management, Information Technology and Marketing. This

book not anly loaks into the challenges faced in the new world arder but also addresses issues like

grécn marketing, rural markets and censumers, women empowerment and other areas that compel

the business organizations to take an entirely new look at some ongoing and emerging ISSUes.

The bookis an attempt to provide a pool of updated knowledge on varied themes for academicians,
consultants, research scholars, practitioners and students.
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Abstract
This article discusses the Roles of ICT in education to improve the perlornuince
Information communicationtechnologies (ICT) at present are influencing every aspect of
human life. Globalization and innovations in technology have led to an increasec
in all sectors - and education is no exception.They areplaying salient roles everywhere
of ICTs in education are widespread and are continually growing worldwide. Tt is generally
m

believed that 1CTs can empower teachers and learners, making significant contributions
ICTs. especially computers and

or software desion, skepticism
lack of administrative
for

fuse of 1CTS

4

LTers

learning and achievement. Many teachers are reluctant to use
the internet, Sowne of the reasons for this reluctance include po
about the effectiveness of computers in improving learning outcomes,
ncreased time and effort needed to learn the technology and how to use Il

r, many people recognize ICTs as catalysts for change; handhing il
roaches, scientific research, and m

support,
teaching, Moreove

exchanging information, teaching tnethods, learning app
iole discussesthe roles of 1CTs, the promises

accessing information, Therefore. these arti
key challenges of integration to education systems, ICT benefits education systems 1o provide
quality education in alignment with constructivism, which is a contemporary paradigm ol

G

learning.

Keywords: ICT, Internet, Education, Performance, Change.
1) Introduction

Today's world all anples:
Day by day requirements are going to be change and
everywhere need better quality and performance. The world becon
changing needs of industries change the face of requircments an
developments, required the talented and skilled human power.

technologies are going fo be adopted to pertorm various tasks for better performant
mrofegsinnal edudation

Edueation system is not exceptional. The whole, from primary (o}
svstem is influenced by these. There is need to change in existing education patieris
systems. The various studies suggest that adoption
technology is the best solution,

is globalised and become more & more completive from
survival is more difficult. To survive,

es technological and
d maintain speed of

Everywhere v 10LS

=l |
el bkl

of information and COmIMIUILCHION

To accurately understand the importance of ICT in Education there is need to actually
fon fechnologics

understand the meaning of ICT.ICTs stand for information and communical

and are defined, for the purposes of this primer, as a diverse sct of technological tools and

resources used to communicate, and to create, disseminate, StOTE, = T U

permeates the business environment, it underpins the sﬁt‘::ﬁ'"'u;-'i—i'{ftyxiub'u:l
an efficient iJ‘Iﬁ‘:lﬁlrl.]ﬂtUI‘Fg‘?é the mﬁ!’e (s

and in the organization &;f-;] |

S

information.1CT
corporations, and it provides governments with

ICT adds value to the processes of learning,
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& for much development and innovation in
he able to benefit from
onals has to be educated

sofbware

fearning institutions. The Internet 18 a driving forc
both developed and developing sountries. Cousntries  must

cchmological develapments. To be able to do so, a cadre of professi
independent of specific computer platforms or

with sound ICT backgrounds,

onments. Technological developments lead to changes in work and changes in the
and required gompetencies. are therefore changing. Gaining in
ing compelencies: Critical Thinking. Generalist Competencies, IC T
vt work Decision-making, Handling of dynamic situations, Unity

envir
proanization of ‘work,
importance are the follow
competencies enabling expe

in member of a team and Commimnicating effectively.
regard understanding ICT and mastering the basic skills and

f education, alongside reading, writing and numeracy o
poiety. As UNESCO®s aims is to ensure that all
10 the best educational facilities
society and 10 contribute 0 a
use of

Many countries now

concepts of ICT as parl of the core 0
the basic building blocks of modern s
developing, have access
play full roles in modern

o advise national governments on the
cal circumsiances,

develop
catintries, both developed and

pecessary to preparé young o
knowledge nation. Maintaining a competencies t
technology in schools and, in particular, on the optimal balance, given lo
tween 1CT and older aducational technologies and assisting countries in developng
and materials that reflect their own national and regional cultures are
tlie Organization’s strategy to achieve the Education for All goals. The
egy lor Information and Communication Technology Implementation in

nds of integrating information and

Je the prospects and tre
eneral and learning educational behavior and are

be
sducational software
key components of
core aimof the Strat
Education is to make availab

communication technology (1CT) into the g

avoid some unavoidable facts.
The objectives of ICT implementation in education are:
% To creates the standards of life-long learning education.
5 To develop 4 mixture of educational services and technique.
5 To promote equal opportunities to acquire information.
¥ To develop a system of collecting and disseminating ed

distance education with required contents.
4l awareness and literacy of all, espeei

rning skills, expansion of optional a

ucational information and

# To generatcs technologic ally for students.

» To buildup the culture of lea nd open source of
learning.

2) Informtion and Communi

The purpose of review artic

ment of student learning an

ministrators, an

cation Technologies (ICTs):
le isto-discuss the benefits of ICT use in education, in the
d experiences of some countries in order o encourage i

d teachers pay the required attention to integrate this

enhance
policy makers, school ad
rechnology in their education systems.
n Technologies (ICTs) are often linked with the mosl
uter-based  technolo gies. Bul ICTs covers the
and telephone. While definitions of ICTs are Vary.

o varjed set of mechanisms. applications and

ss, distribute and exchange
d wireless 1g fimbi
+

' {nformation and Communicatio
sophisticated and expensive comp
oldertechnologies such as radio, television
‘ICTs are basically information-handling tools-

are used to produce, SLOre, proce
computers, satellite an

TREEH

services that
includes the ‘old’ and the ‘new’ ICTs of

R, B Narayanrad Bornwake College, Shrirampur, pist. Ahmednagar
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Internet, The combinations of these different tools are able to work together, und form ou
‘npetworked world® — a massive infrastructure of these technologies reaches into every corner
of the World", These older and more familiar technologies are referred to under the collochs

heading of “analogue media” while the newer computer and Internet hased technologies are
called the “digital media”. However, in today’s world, with the increased mixture of the

engineeting designs and with the coming together of the satelliie and the ¢ompuier, the
dividing lines between these different media are becoming fuzzy and consequently, the way

people define and refer to ICTs is also getting fuzzy.
|

Livingstone (1999), in an extensive exploration of the idea of newness, has argued
that the notion of “new” can either be seen with reference to the “newness of technology™ or
in the context of “what's new for society” about these media. Livingstone further argues il
what is new for the western world is not necessarily so for the rest of the world. Within o
social context. the introduction of radio or television may be as “new” as the introduction o
Internet. While there is much euphoria about the [Cl's, after more than half a centusy
research, social scientists are still skeptical about tall and il defined claims about potentrl
societal changes that may follow a technological innovation. This means that “pew™ canna!
merely be defined either in terms of time and time scales or in terms of the technology

innovation.
In Watson's (2001) deseription, ICTs have r:vnluliunizn:'d the way people work wday
and are now transforming education systems. As a result, if ‘schools: wain chiidren
yesterday’s skills and technologies they may not be effective and {it in tomorraw’s wiirkd
This is & sufficient reason for ICTs to win global recognition and altention. For mstance.
ICTs are dependable twols in facilitating the attainment of one of the Millennium
Development Goals {MDGs), which is achievement of universal primary education by

year 20135,

Kofi Anan. the iorner Linited Nations Secretary General, points out that in order o
attain the goal of Universal Primary Education by the year2015; we musl ensure HEAT
informatjon and communication technologies (ICTs) unlock the door of education systems.
This indicates the growing demand and increasingly important place that (ICTs) could

receive in education, Sirce [CTsprovide greater opportunity lor students and teachers 1o
forcing schools o zive

adjust learning and teaching to mdividual needs, socicty 1s,
appropriate response to this technical jnovation.
on sErategly 1ol

Even though ICTs play significant roles in representing equalizati
¢ gap between those who have access

developing countries, the reality of the digital divide- th
to, and contro] technclogy and those who ¢o not, make a huge difference in the use of 1CTs.

This means, that the introduction and integration of ICTs al different levels and various types
of education is the 1rost challenging undertaking. Failure to meet the challenges wonld men
a further widening of the knowledge gap 1rd deepening of existig elne]]
= i it o il 1 . i.’,‘-"‘

inequalities among: the developed and the developing countries.

and socki

Operationzl tevias in Information Communica on:

s M ran
e
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o Technologies (ICT) in this review article refers to the computer and internet
connections used to handle and communicate information for learning purpose.

[ learning; is a learning program that makes use of an information network- such as
the internet, an intranet (LAN) or extranet (WAN) whether wholly or in part, for
course delivery, interaction and/or facilitation, Web-based learning is a subset of e
; learning and refers to learning using an internet browser such as the moodle,
blackboard or internet explorer.

Software; is a oeneric term for organized collections of computer data and
instructions, often broken into two major categories: system sofiware that provides the
hasic non-task-specific functions of the computer, and application software which is
used by users to accomplish specific tasks.

Hardware: is the collection of physical elements that constitutes a computer system.
Computer hardware is the physical parts or compenents of a computer, such as

the monitor, keyboard, HDD, graphic cards, sound cards, RAM, motherboard, and so
on, all of which are tangible physical objects. By contrast, software is instructions

u", that can be stored and run by hardware.

Blended Learning: refers to learning models that combines the face-to-face
classroom practice with e-learning solutions. A teacher may facilitate student learning
in class contact and uses the module (modular object oriented dynamic learning
environment) to facilitate out of class learning.

Constructivism: is a paradigm of-learning that assumes learning us a process
individuals *’construct’” meaning or new knowledge based on their prior knowledge

and experience (Johansson, 1991). Educators also call it the emerging pedagogy in
contrast to the long existing behaviorism view of learning.

Learner- centered learning environment: is a learning environment that pays
attention to knowledge, skills, attitudes, and beliefs that learners bring with them to
the learning process where its impetus is derived from a paradigm of learning called
constructivism, In the context of this article, it means students personal engagement to

A the learning task using the computer and or the internet connection.
~ 3) 1CTs and Education:

The role of ICTs in education can be argue in both ways - the changing nature of the

learner and demand of education for all, and the reality that the existing educational system

cannot cope with the demand for education on the one hand, and the issues of access, equity,

and resources on the other,

Liberalization, privatization, and globalization constitute the current social, economic,
technological and political space within which electronic and all other media haveto exist,
survive, and funection. Revolutions in information and communication technologies have
reduced national boundaries to meaningless lines drawn on maps. And in the new scenarios,
education has been identified as one of the main services, which need to be opened up for
free flow of trade (exchange of information) between countries. The form of this flow will
become clear only when GATS comes into full force after rounds of negotiationy g
participating countries. Then, more than now, knowledge is expected 1o become/a Az
commodity: and it will be essential that Indian educators keep pace with the change( or

Hary
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(ition from multinational forces in all fields of education and
changes in the capabilities, needs, and interests of the user;
ts content, the close interdependence of the media and the
and changes in the availability and altractiveness af
political and technologica!

perish in the face af compe
learning, At the same time,
changes in the medium and

competition of each medium to survive,

accessible alternatives; interact freely with social, economic and

A

contexts.
ing and learning can be taken out of the confines of existing

an be individualized and nsensitive to geo-climalic
of the telecommunications revolution. And yet, the
to be the main

The notion that teach

schools and colleges, that teaching ¢
has emerged out
equity, and resources will continue
[l have to address as the needs of

distances is one which
urban-rural divide in lerms of access,
ucators, particularly adult educators wi

issues that Indian ed
social, economic and polit

the leamning community in the new ical contexts will change.
educational system, the first group will

learners in the new
proup will cansist 0f

f education. The second
[ education. A third group

who will seck access 1O

last group woull be

There are four group of
consist, who able to afford the high cost ©
intelligent and competent students, who unable to alford the cost o
will consist of the academically and financially poor students,

education from lower quality institutions of higher lcarning. And the
most of the illiterate and the poor, whom you will be addressing as part of your work.

ducation use extensive ground wotk in the field and
iduals working in

Current ways of imparting adult e
|| as committed indivi

require both large numbers of trained personnel as we
4 world where access to technology is going o determine the gap b
have-nots. It is no longer an “if”" but “how” to deploy the tec hnologies optimally. Information

and communication technology application constitutes an absolute necessity. given huge
inadequate resources and mind boggling needs. The

dispersed populations in a sub continent;

new technologies offer us the chance to telescope decades of infrastructure building and
development activities by providing us with the advantage of high-speed delivery with no
ide reach: individualization of learning in a anytime, anywhere situation;
nologies and facilities can be equally used for

Fi :.i the

etween the haves af

dilution in quality: w
and interactivity, a low per unit cost. These tech
language teaching, for literacy and adult learning.

educators into focus. ‘The adult eduecator is o key
education and @ gatew
¢ many, and veryofien
CTs, somelimes even

This brings the role of the teachers or
the whole process of learning and transacting
iities of the teachers or adult educators ar
challenged when told that they have to use 1
e their jobs or be replaced by the ICTs.

person in 1y o the
learner. The responsib thev
fee] threatened and further

feeling that they may well los

4) The Benefits of ICT in liducation:
b e Aetive learning: ICT-enhanced learning mobilizes tools for examination, caloulation
Wt inquiry, analysis and

rder to provide a platform for studer

and analysis of information in o
The learners therefore, learn as they

construction of new information.
appropriate work on real-life prob
abstract and more relevant to their life gituations.

lems in-depth. Moreover, [CT makEs
In contrast 1o mcm i

e
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[CT-enhanced learning promotes
.in-time’ learning that

learding, that is the feature of traditional pedagogy;

inereased learner engagement. 1CT-enhanced learning can also be “Just

(he learners choose what to learn when they need.
s Collaborative learning: [CT-supported learning  encourages
Leachers, and experts regardless of where they are. Apart from

1CT-supported leaming provides opportunity 1 work with

i sudents, from different cultures, thereby helping to enhance learners teaming and

‘ communication skills as well as their glo bal awareness. It models learning done throughout
the Jearner's lifetime by expanding the learning pace to includ

mentors and experts fram different fields.
' - Creative learning: [CT-supported learning promo
| information and the creation of real-warld products rather than the duplication of received

information,
Integrative learning:

a
|mpmath to teaching and learning. This approach €
the different disciplines and between theory and practice.

interaction and

copperation among students,
modeling real world interactions,

e not just peers but also

tes the manipulation of existing

[CT-enhanced learning promates & thematic integrative

liminates the artificial separation between
which characterizes the rraditional

approach.

b Evaluative learning:
Unlike statie, text or print-based education,
of different learning pathways to explore and discover rather than mere

|CT-enhanced learning is student-directed and diagnostic.

ICT-enhanced learning recognizes the presence
ly listen and

remember.
5) ICTs Improve the Quality of Education:
Improving the quality of education and training s a critical issue, particularly ata
ation in several ways:

% by increasing learner motivation and engagement,

7 by facilitating the acquisition of basic skills, and

» By enhancing tcacher training, ICTs are also transformational tools whic
e the shift to a learner-centered environment.

: used appropriately, can promot
C;;H [CTs such as videos, television and multimedia compuler soflware that combine text,
sound, and colorful, moving images can be used to provide challenging and authentic content
hers strongly felt that the visual

that will engage the student n the learning process. The teac
and syllabus, can work wonders

aural combination if integrated judiciously with the textbook
in getting across dbstract concepts and logics to the children in a short span of time. The
logy varies according 'to how it is used. Haddad and Draxler identity

potential of each techno

at least five I_;cjh{r;lx of technology use in education: a) Presentation, b) Demonstration, ¢) Drill
& Practice, d) Interaction, ¢) Collaboration
CTs depends on how they are used and for what
tool or mode of educational delivery, ICTs do not
It is difficult to quantify the degree to which
most of the interventions 0 i

‘ time of oducational expansion, [CTs can enhance the quality of educ

h when

The educational effectiveness of
purpose. And like any other educational
work for everyone, everywherc in the same way.
ICTs have helped expand access to basic education. Since
L,LH’;F{JHE: have been smail-scale and under-reported,

6) 1CT and Tencher Training:

Borawake College, Shrirampur,
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dictor of student learning therefore the importance © f
1ool. Many teachers are reluctant
ays an imporiant role
Although

The quality of teachers as a pre
{eacher training is heightened as role of teacher training as a
16 use ICTs, especially computers and the internst. Teachers’ attitude pl
in the teachingd&arnim_; process that utilizes computers and internet gonnections.
teachers’ attitude towards use of these technologies is vital, many ohgervations reveal that
Dtmt"lﬂ]’s do not have clarity about how far technology can be beneficial for the facilitation
and enbancement of learning. Of course, Some teachers may have positive attitudes to the
technology, bul refrain from using it in teaching due 1o low self-efficacy, tendency 10
consider themselves not qualified 10 teach with technology. In 1his respect, Bandura { | 986)
describes self-efficacy as windividual's opinion of capabilities 10 organize and pertorm
courses of actions to achieve particular types of performances.’
Brosnan (2001), attitude, motivation, cOmputer anxiety, and compuier
factors affecting teachers’ use of compulers i their lessons. Teacher resistance
enthusiasm to use [CT in education may affect on the {raining.
7) The Key Challenges of 1CTs Integration in Education:

The integration of [CTs in education syslems may
respect (o planning. infrastructure, learning content, language, capacity buildin
financing. Tinio (2002) discusses jgsues such as analysis: of current practices and
arrangements, identification of pmential drives and barriers, curriculum and pedagogys
infrastructure and capacity building to be considered in the formulation of policy and

* Moreover, as identified by

self-efficacy wre

apd lack of

face various challenges W ith
g, strategy and

planning.

The infrastructure challenges that may exist are absence of appropriate buildings and
rooms to house the technology, shortage of electric supply and telephone lings, and lack of
the different types of 1CTs. Because of this, one need to deal with infrastructure relaled
challenges before the planming of ICTs integration t0 education systems.

e to develop competencies of

ENgEs of ca acity hl]i]di:n'l wie aw
g B Es
a3 of i in the I.fL'lL.’L,".-I.l:}J]'l

ators for the successful integrat
£1CTs integration in educat

With respect 1o chall
teachers and school administr
system. In fact, one impeding factor ©
of people implementing it.

jon systems is the skill gap

1 the integration of 1CT in education

also a big challenge. Thus, for the
have a broad

The schiool leadership also plays a key role 1
Lack ‘of support from the school administration is
effectiveness of [CT integration; administrators must
understanding of the technical, curricular, administrative, financial, an

[CT use in education.

be competent and
4 social dimensions of

also challenge the integration of ICT n
¢ educators overlook. [n integrating [CT1
he target Sroups.

arning content and language
is a critical area tha
o of the learning content 10 t

Furthermore, le

education. Content development
we have to care for the relevanc

in education,
; : R : of Arts _
Another great challenge 15 the financing. 1CTs m education M . ' ¢ large
capital investmeatit and developing countries need to predict the tranj;ﬁ" :,.%}_zsu @i-{fmh g
the cost relative 10 the existing alternatives. Potential sources ot monr.':!:}f md"'{?g':ﬁ’?&lr? ce g,:' [
A
€1y ‘é:'l !

i 4.4
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fromm vo
Actvities.

sarned from ancillary

esent the impottint .ssues that must be

n and in-service e
ttutions are 10

1s. Informaticn
They are promoting
!cauhing—h:arning

8) Conclusion:
Therefore this papet
addressed by hotl pre-service
g if schools and othe

development program
potential of computers apd the Internet as educational 100
rechnologies are influencing all aspects of life including education.
prking conditions, handling and exchanging of information,
D¢ area in which the impacts of ICT insignificant, 15 education. ICTs
the teaching approaches and the ways students are learning.
facilitates active, collaborative, creative, integrative, and
er the traditional methed. In other words, ICT 18
and implementation of the emerging pedagogy
y of {earning for students. Qeveral surveys
¢ of developed pations has comparatively
~dvanced than [CT use in ~dugation sysiems of developing pations. In addition, the major
ises of 1CTs use in dducation SyStemis of developing countries focus OB training teachers
introducing innovative pedagogies into the classrooms, investing on ICT
hools and creating networks among educational institutes. improving
von by reducing (he gap in quality of education betweed schools in
yitjation of smart school with objectives 10 foster self-paced, self
hrough the applications of 1CTs, and developinglCT
pulicy for education and training. On the other hand, this article discusses the major
limitations of 1CT use In =ducations teacher related, student related, and technology related.
lo addition, the key challenges of ICTs integration into education systems discussed relate 10
policy, planning, infrastructure, |carning content and language capacity puilding and

acher prnﬂ:ssionﬂ
fully exploit the

i« an attempt tO pr
teacher's educatio

r educational ns
t.:ommuniu;-‘l.tiﬂn

changes i W
approaches and so 01
are making major differences in
ICTaﬂnhanded Jearning environment

waluative learning as an advantage ov
jate in the realization

{ves greater responsibilit

of constructivism that £
o in education gystem

are showing that TCT us

prom
in new skills and
infrastructure for sc
averall standard ol educa
arban and rural areas, it
assessed, and self-directed jearning {
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/ Rural Consumer & Satisfaction with
regard to Food & Beverages

‘S 2 {E,Fmgw Pa:nl:

Abstract: :
Customer is the reéason wfry bztd-mﬁ.'i'sﬁ.i wriar Today hman neecf have become a more wpﬁi'm‘:mmd and

r:amp!u in nature. This hasgiven, rmg; g;ﬂihiﬁﬂ"&f g,hz(fff Wq&,@eg@!{fﬁff I_-'EE mwﬂemz‘g‘ v;raugws w r”-’ a
view lo serve aﬂd‘ SHHS_}"}‘.I.-"IE oy I3 mmﬂr;é wﬂ'{ar gggo ﬁg‘{ 0 ; g rg'" 1 .
i

The consumer goods are ong ¢ f th afmiﬂrgmwzﬂg sectors infndia Tl a
“wsumer and nowloaking at "Moneyfor Value Cratherthan "‘_‘ﬁffr!efﬂr Mﬂnca “ The: p;ergm.,w ﬂf a‘h is paperis

iiru._rm- out depth study of rural gonsumer: amf el .mj.‘r.gf ciron with regard o Food and Beverages in
Hffmpurdmrwrwirmhmﬂumwﬁmbuymgimhmmr i'?:@ﬂm rs related (0 befrm’mm!n;'nbwﬁ marketer
attributes and 7Ps have been taker for the study and d‘umm’ c{mrprefwn;webf i arder 1o know perception
and satisfaction level of consumers. Findings, C ra ayn on di ifferent aspects af the study which
perceived benefi cial in anderstandi ﬁ;ji’, Enf;mcuig satisfa ';Im:-e.-f ﬂﬂwmwzwr ﬂ’w appmpuuw
recommendations have been mmfe':m. fﬂtg Erg,f!r igf pnmﬂ‘_ .

respondents.
Keywards: Behaviour, Customer; hmd’s ﬂz.:mg,q’j'dmfhmam&rmagm#

“The gl{:!‘.hahznui:ﬂ has brought yast change
Industry, The consumer Gieods 1s one of
gfe‘lmn%ﬁpmrs;n Indid. The marketing
secks to ﬁJ.H' 1} the. need and want of each
ﬁ”ﬂ _f .' ﬁﬂstﬂmﬂr ‘and satisfy to each individual
eo nig'glmer Aconsumer packaged gaods (FMCG) is
glmqu,g Thigh growth ‘industry with Household,
'nal care and Food & Beverages pmducts n
dia. 'The size of the Indian food processing

f‘s

1) Introduction: SR Ny _
For succeeding in bu:.mcss an i.:m&gp :
and foremost needs g;:u:u:] marketing; s%i . There
are several good reasons for alud}'mg arkefing:
Marketing issues are important in dii‘ﬂéa§§ fithe
company. Customer 15 the reason why: buﬁiﬂéssm'
exist. Marketing always helps to mﬂ;pan;,r become
e saviy consnmers. As we enter the: fw;gty'ﬁ:st
—htury, the nmrkt:hng’ﬁlnctmns rema,m%bmam;c't N
h serving customers and CONSUMErs: Eﬁbatwﬂ AR u-ﬁiﬂah-} 15 day by da},r' increasing with value added
In earlier period, the prublem af human, ‘gﬂ;qg... Pl'gﬂ a, Also ﬂmrimalth products. &beverage
- revolved around the questior 1o survi i“raigai*aﬂater' i ;gdus is growing With unexpm.ted demand of
= periods of human civilization. Pg:habs for - bread, blhcmth chocolates; ice creams. The size of
centuries, hunian bgmeq were mmt{}r tﬂm,:ﬂmed -the semi-processed/ready-to-eal food segment is
about taking care of their primary ncf:éls However  moreandmore. The Indian beverage industry faces
industrial revolution, change all and mej.immphlc over. supply in various segments. Indian hot
changes in human behavior Lummueﬂ at fal heverape market is a tea dominant market.
speed of recent times, Today humaﬁg;s ed h i Efﬂ,ﬂsume:m in different parts of the country have
i t;‘anﬁ eneous tastes. The: I:;.tai _soft drink :

become a more mphtstmmed and
nature. This has given rise 10 mark * ;:jitbnngted bCVE'Fﬂng and iui’caa} market is: hlghI}*

essentially for the marketing -mtwlt:n:s“mﬁﬁ' j; -

P

: '*%’s.,ibanla] in nature with consumption VATYINE. ‘The

; mdl'kﬂ‘.lh predominantly urban with 25 per cent

‘to serve and satisfy the customer and ca?j.‘;stgme;rs 10"
(it i n rural areas. Mineral wa i
\countering competition and at the same: ;tum: rhffnn 78 @mﬁ ibution from : %ﬂﬁ?ﬁx%

r"- .
el oy b
o T T |
¥ ‘..I-'::‘ Py an Y

g

into the business.
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1 india s also hot with an average the monthly

LCOnsuimplion.

The needs and wants of consumer
according to the regronal, cultural, socio-economic
variables which influence the consumer demand
and spending patterns. Today marketing must be
understood not in old sense of ‘making a sale’ but
the new sense of “satisfying customer needs, wants
and buildup the relation™ Many pe aple thinik that
marketing means only a5 selling and radvertising.
However selling and '

vary

a-:].ml_‘r_lﬁﬁii'_i,'gf;iﬁ'-p.n'“{jé'-'ﬂ';r; tipaf
marketing . iceberg. Marketing is the: proper
combination of its mix and managing profitable
customer relationship:

marketing is to atfract new customers by promising
superior value .and to keep and grow current
custamers by delivening safisfaction. With view o,

above discussion the preserit paper focus on the
with, regird 10 Food &
Reverages in Kolhapur distriet. The ohjectivesiof ]

consumer satisfaction s

the present study 1s-

The twofold goal of

. to study the impact of behavioral attributes. on-

customer satisfaction.

- 16 study the marketers influencing factor to customer.

satisfaction

- to study thé-icnn'sllm';:{sgﬁ%'f’gﬁﬁan' with rﬂspé:.-:fr’;ﬁr-

TPs. D

2) Literature Review:

A review of literature is important and hélpful
as a backeround for the research work undertaken.
A summarized literature review is as follows:= .«

‘According National ‘Council - for Applied
Eeanomic Research (NCAER), the income of the:
average villager is fising. - Recession is ‘hardly
possible inrural mdia. Alse, rural education levels
are rising because the efforts to the states. The rural
markets remain untapped because of three Dis:
distance, diversity and dispersion. He has observed
that it is very hard to dssign a communication
strategy as the marketer’s have little understanding
of folk media. Mass media reaches only the upper
end. Genuine efforts should be made to exploit the
cest of the market potential. Pareek (1999)had
explained in his article that the Indian rural market
has immense untapped potential, Jiwarjka (2004),
Chairman, Federation of [ndian Chamber 'of
Commerce & Industry( [CCT) bas stated that the
rural markets have beena vital source of growth for

‘For a number of FMCG

most companies:

e LT
thes

compantes in the country, more than hal
annual sales come from the rural market. Th
need to generate superior data on rural mark
system, the haats. melas, mandis, village and sn
town income levels and consumption patternsy
They need to leam how to use existing market '\
places to arrange demonstrations of products. He "
reveals that despite the hurdles ' that the rural

ﬂmﬁﬁ}ﬁ&a?gggmg corporate-rural partnership can

' oveteome the:

boliihcentifies.
~iDiek and Basu (1994) had stated that the

ol W e

hest and bring about positive results for

cotisuiner loyalty plays a central role in marketing

- ‘strategy, and marketing planning in the

dohievement of store loydlty dn’the retail sector.

Hencethe forming marketing $trategy, firms should
«congider. the - con sumer ‘and ‘their needs and
peclations which lead ‘ta 'the - satisfaction.
Woef: Franses and! Donkers (2002) has
issed the changing perteption and behavier ..
‘to-customer relationship that customers
ust itheir “behavior ~hased -on ' changes in
ceptions that result f1om new experiences with
supplier, This implics -that \a_change in
tion levels affects customer referrals in the
riod, buit the effect:of this change is also
nt in subsequent time periods. Fornell and
mier (1992) had explained that the satisfaction is
typically ‘measured as an averall feeling or as
satisfaction with element ofithe: transaction in
terms ‘oL its ability to meet customers’ needs and
expectations. Lynch (1993)has described customer
dcflgﬁf‘\as the! cﬂpaqﬂytgj'g;‘g}uﬂethﬂ satisfaction
wih experionce thas waiocndsormal stapdards
ity service. Customer: ._r,;,'.'_f.f-:ﬂ'ﬂﬁﬂ!?} (CS) i
one ast uriassailablé €oncepts of mode
management: practice, It is “an- indicator ED
satisfactio with 4 prodiicyand or service, offe. .d
during the purchase and post-purchase period. It is
largely rinfluenced by perceived value of the
product/service that ' thé ‘customer experiences
while! purchas ing ‘dnd ‘consuming the
pmdﬂctfsemi-ie{ﬂnderﬂﬁﬁ; 1994), Hence the
resedrch hypotheses forthe present study are -

T e

s b [

. Thete is no association between the physical

evidenceand satisfaction:

. THere 'is no ‘relation between the people and

1SRN N, | 97TR-81-906732:40-6
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ﬁcn METHODOLOGY

stressing the prime mmurtance: on survey method,
he required data is collected by personally yisiung

a substantial number of aumme.‘ra ﬁﬂﬂmiﬂﬁﬁ%‘?"
The methodology aﬂupt d l'co Datd
collection; Selection ‘af ]
Design. y
Data Cnllﬂctmn.ﬂiemﬁ:thﬁdhl@gﬁ!n daface
for study 18 piannedmwnh ammmaﬂ- __= eV
of information pertaining 1o differ -u-,
consumer safisfaction. has. been qal
secondary data nr.tfagsszir}' hwbb:m pathe) _r:,f
review of past literature -and ﬂm
information 'is- collected ‘bjrﬁ r_;ﬁam{ﬁ '_;,-;' ",
various offices, hhmmﬁ ;@gd ‘rﬁ'i h int
Primary data is. cg]ie;f]:ed ith@ugh
structured quf:'shbl'ﬁnﬁﬂi:ﬁ n order:
dag_rom the rﬂspuﬂdents' £ TG
I}ﬁmctured qu&stl,dnmaﬂﬂ*m VO
sts brief mn‘nﬂuﬂtmn 1o Profile: of )
consumers, Part IT contains the Smtufq,g&téi‘élﬁjﬁ
to consumer satisfaction with Five pomt L
Scale ratings were. uspg{?asundnr ﬂ o '
Strongly Disagree mqﬂg;;.img‘.ﬁmu i
minimum ratingof1: V2 Tl
| Sample Area: The' pﬁsaamimr h", n" :
considerationre gmmﬂ*axmanccs befo ,\
to the selection {if“ sample :m.;dy
accordingly determi neﬁm selects uchmﬁ'ﬁ”ﬁ?ﬁ{_} :
represents afﬂmsta}ed variances.. oSt
present subject, selected fasg: gruﬁugg_""' i
region Kolhapurd*lgtg;{ﬁ‘ﬂmhiah rashiramws

Y

I-f

?w:'

mc ated in Mahamshﬂw&]rt,mmaim bo 1 '. ":'%:@;- ; B

aF_pIL Size: Afterde ning the smdyarea
rcher has. se.l@ _ﬁiﬁ.’ﬁve Eamplﬁ. talukas 11

E;x..-'

talusas. By fullc-wmg_ c.sunpl
ihe researcher has: ~se}p;l,§d lﬂ$hqm§$h,,$:
'-re-:pnndent:. from. ea;ﬁ mhjka placﬂ, ﬂi{ﬁﬂf*
€4ﬂrmpundenisarﬂsuﬂreye,d St

yDATAANALYSIS & DISCUSSI (TN :
540 respondents, wﬁg&iak-:n asasampled from five
different talukas jof Kolhapur' 'district | whmn
questionnaires were. distributed and. mtervlew

accordingly. For nterpreting the lﬁi:ﬂ]‘l. saofc- i

together with pui‘ﬂﬁnhie value a rating scal;: 15

developed on the following ~Excellent: above

80.01%, Good: above 60.01- Eﬂ%,ﬁvemga abaw:

i rﬂﬁaﬁﬂm ;ﬁgﬂ&m anﬂmstmg of hypmhn;ms

Below 2(0%.The collected primary data has been

analyzed detailed in term of presentation of results
tabulation and analysis of descriptive statistics and

s ||"'.
.q_-; e

. 1 Bﬁhﬁbmty sunms .

- I‘ 2":" I-!ﬁl {‘
chgepated

e

« _i-.- lmp,u:: ufBu:thmJﬂ Murlu.in Amﬂ::m:s :
r-, : ur.[ TS Axg| N i.ﬁp{ Far |u_,,m

Sl |
%

307 1 11¢ mﬁ?: AT
3:50 401,05 o004 Al

Sall| 1443'{ 288 | 267 127 a4 ] VA

540] 1647 | 320 | 405 :fj_;f___: G100 | V1

"ﬂ:! ‘ln 1¢ most important behavio

40.01- 60%, Poor: above 20.01- 40%, Very Poort 3¢ vﬁh:f:h. Social and role is the fifth dnﬂrfl:ﬁ!_,_‘

N miimatas the: mpac

teratiributes on satisfaction w’i A
' ﬁa'w;mges Behavioral ¢ almhutcs dwplapa :
cﬂn jumer’s attitude & perceptions which shapes
g :,t pre& post purchase behavior. The study: shm'r*b

g

in tt -:;»:z». satisfaction level is cul
'e@ﬂraiues Secontly, life styl

:I;,qns;_umx:r satisfaction with m
sllowed h}r status 15 an m:rﬂranknmi

Ta'r;. on forth rank: with 3.50/&34 -'II!H

s
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whereas with lowest mean value 2.67 Fersonality 15
on seventh rank.On the other hand the most
pnportant marketer attributes influences the

consumer satisfaction 15 quality of pmdu_f;i,w-it_jg

mean value 4.18. Packaging of the product is on

cecond rank with 4,10 mean values, Thirdly, price

with the mean value 170 followed by advertising

and promotional activities are Fourthand Fifth rank
bk I_ﬁl

with 3.54 and 3:22 mean walﬁﬂ*mhguifp |

d:

service attributes arc the Sixthand Stvent

! T
Tabie Ma..3: G&mm'ui:r.smufmhnn Wﬁﬁﬂ%ﬁ! ;
“ LT

il Siatemenis At

_|_.—-___._-—-— B
| The product rnge 18
| punprebEnsive

SR S e |
—1] Thene i consisieney 10 guhlity Ak
= tproduct

o i e
[ There isna varjation in quanTiy e
* |printed and actoul Bl

| The freahiness arprodocisds
eeeptinpal
gL
The csioemer avmils the
replacerrient fetlity

s S

The pm‘:kugl-ng of products is=tair |
B gcomvenient to handle. ot e

The ph'ékﬂﬁlﬁgbfprn@!_ Arracis
r’rlr.'aﬂumimﬂd' plstomer L by

C= |

| e
# | The brund mames are ppprecinble;

AEEETT b

Saurie, Supveyedl DaR, TR-T-qu.'I Hcspam:q'e'rili,ﬂ'rfﬁal‘s_
1 Tramdnet] Thevidison, GLBasitl=ction 'L._:'\l.d 3 o

Table  No-: 3 it 18 Gtiiﬂ
;pm.greh;msivé.;mg@; ;&.ﬁﬁw it
rands Wh*f@-ﬁ@*'mmﬂsf@lsjﬂ1 ;

product is average. 1t also Teve
respondents feel that ther

(¥
it

E'I I'S:"':]:'EH T P LAdhg
quantity printed and actial. The satisfaction level

towards the packaging and sackaging attracts the
attention of consumer isiat Good with 331 mean
value, Further, the b iR

A “Ira

freshness of (ihe
exceptional in food & hwc;agesﬂﬁf%‘%ﬁs ;
satisfaction level towards 'ffﬂi";};f'-fﬁil"" ;
product. 3 ]

.-m."

£

ol ﬂﬂmﬁ ‘nta, TR-Tojal He m#ﬂiﬁ. - .‘fp:-'w' :M-M ": 5D,
gin | ﬁhﬁ#}fwm-ﬁbﬂhufﬁélun ;;_rrq'-l Tt AR AL

- devel towards

T The shorape tuciliry i poed

_—— 1 'l i
Vs pad SR B

F . the place.

_l.1hn: WA Conasmer aliEias
| = ;.lrn-.-:n:u | I'R_r T .-"L‘r[-_:. il [sn|

—

—
Supplier nifer cheapest prce.

- faw s Price with regand 1w

540

14361 200 1270 124 £3.93

o e
There (5 0o yurkatian in prinied 1,19 55.30| Ave

price and ehargeable prict

1443 .

W | =1 &]

540 298

The price 8 reasonnble (R ) h
3 retation. to benefite. s4n1 1614 59.63| Aversge

72498 128

fHeeis eguimble m Good

The pric
el s Quality

1R Aau] 1.21] 678D

Y hebween Bronded

e s Jhguizble. |7 b Y1538 1.27) 66.9%) Gosd

i s 0

5.0

(-1l & Bed

Averdue

o o |
A

P
; T

The study of table no. 4 shows that satisfaction
_ the price.is equitable. in gelation to =
\quality and pricing di fference ' in unbranded and
" branded is Good. Supplier offer chicapest price,
variation in printed and actual price; reaso; faie
price in relation 10 benefit and overall satisfaction
towards priceis Average. =

ST .r..' ._ el L o s -'.-.;'I 1---:: -.:I‘:.- £ - 2
s‘?ﬂtﬁqlﬁgﬁ Cansumer Satisfcton Wﬂﬂwﬁ Tl..'g_l_lfd HF&E
hvel m | sof % :
15 3.95

¥ Statements

1] e store tocared converiently. | 3 Al .49

Tirne of stores i¢ Eonverient, 5l 360|112 7388
e aid TS =X 4
mere i egularity of
n‘uﬁm al produes.

e G

ersf it

e nrder processing & qndet :'ﬂ-;l_ﬁ? .-'l.\l:r:g

| Phicyelis G in sioed. 12

Vi detivery. fmeitity 6 =

Sho) 1522 /30| 282 i seam
5t Llpaiiies e e il :
Sourer: Surveyed Data, TR-Tutal Red ity =Tl Seare, M-Me an, &0
euel | T, J
: O

Sennelard Bevimton, 51- Sassnetion

e

product is Saisfactory

e

indicates, that satisfaction level towards
The satisfaction level towards location of
hours are convenient, regular
availability of product; storage facility is at Good
scale whereas order processing, order eycle and
Thoe delivery of productis Average.

Table No. 3

stores, ‘working

1SBN Mo, ; 978-81-906732-6-6
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2| Ads campaigas are greellent] Sa0LneT 3 gk i ast e aaplesn) Good
o f errrT] ::'.-.. ME i e Y s 14 |
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A R S

AT
o

T 'jlluﬁiz;.ltﬂs sat;sfacnﬂ;l level < of

g;uaras the aamfacﬂan towards
ard to Food & Beverages.

consymer 10 'n';ucflm ads prﬂwde satisfactory.
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| Results & Discussion:
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INTRODUCTION
Today, econonty is conformed 1o WO Tajor and far-reaching changes- # change from domestic to global
and a change from the gl obal to rural economy. Both these changes are evolutionary. FMCG sector was witness
more than 60 percent growth in rural and semi-urban India in 2010. Indian consumer goods market is 10 reich
$450 billion in 2010. The indian rural market with ase offers & huge apportunity for
investment. Rural India has large consuming class with 41 percent of India’s middle-class and 58 perc ent of the
total disposable income. The Corporate sectors have already realized the vast opportunities, existing in the
rural sector and are rying w0 harness these with their stravegies specially aimed at rural markets. Indian Fast
Moving Consumer Goods (FMCG) industry hiis a long history. However, the Indian FMCG industry began to
segtor in the economy with

rake shape only the last fifty years. The Indian FMCG sector is the fourth largest
ion capacity of nearly 20 billion U.5. Dollar & a total market size of US$ 25 billion as

sum of domestic consumpll

af2007 and it is reach USS 30 billion in 2010. The sector generates 77 of total factory employment in thi country
and is creating employment for three and halfmillion people, especially in omall towns and rural India. Withthe
average growth of Indian conofy in the range of 6-8% per yedr will witness & consistence rise in demand and
purchasing power of Indian market. The FMCG sector will grow by 5-6% per year il mature categories and 8-
10% per year in upcoming categories. Presently, the FMCG sector is one of the largest in the country. which

accounts for more than 14.5 per cent of GDP.

The FMCG sector consists of three product categories, each with its owWn hosts of products that have
relatively quick turnover and low costs: Household Care, Personal Care and Food & Beverage. Indian
customers' for FMCGs are shifting towards higher lifestyle categories like skin care, hair ecare, deodorants,
convenience foods, health foods etc. In fact, skin care, hair care, deodorants, convenicnce foods, and health
foods are expected to expetience notably higher growth than others in the neae 1erm, Spurmng various types of
MNC igvestments 10 improve their fifestyle products businesses, More than 200 million people were shifted
towards processed and packaged food upto 2010. For personal care lifestyle products, cansumers are becoming
increasingly willing 10 pay premium prices for them, This trend has compelled some companies 10 raise prices
and even create producls aimed at the premium segment. In fact, deodorants, hair dyes and shampoos alone

helped the FMCG industry to grow by 939 in 2010 and 18% i the same period in 2009. The skin care and
cosSmetics market was grow by 18%. India’s anti-ageing products market doubled from 2009. With the growing
market the anti-dandruff shampoo was grow 22% and hair dye 30%. According to industry estimates, It is

organized deodorant market, which 1

expected to continu¢ to grow at a faster pace in coming years, the
Hy inthe major metropolitan areas), is growing at 15%

its vast size and demand b

replacing the wraditional taleum powders market (especia
annually.
Even today, the Indian FMCG industry continues 1o suffer from a definitional dilemma as wel! as the exact
hed at US$ 450 billion in 2010 and is projected

estimation of market size. The Indian Consumer market size isreac
fo grow at 13 per cent per annum to reach USS 390 pillion by 2011-12. More than Rs, 43,000 crores {in qm;nlzzd
sector) fast moying consumer goods (FM CG) industry is 2 critical component of the Indizn E:ﬂm}@i Hiweser,
factors such as low rural penetration, dependence on monseon, the price sensitivity of the E_g.pamj.n:;t_s?aﬂd
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additional INR 18500 Cron them every year, By 2015, indians under 20 are estimated to make up 33%
of the population - and wield proportionately higher spending power, Means, companies that are able
ta influenee and excite such consumers would be those that win in the market place. FMCG Industry
which is directly related to the population is expected to maintain a robust growth rate.

An increase is spending pattern has been witn essed in Indian FMEG market, There is an upward trend
i urban as well as rural market and also an jncrease in spending in organized retail sector. An Increise
in disposable income, of household mainly because of in-grease in nuelear family where both the
hushand and wife are eaming, has leads 1o growth rate in FMCG goods.

Changing Profile and Mind Set of Consunier - People are becoming conscious about health and
hysienic. There is a change in the mind set of the Consumer and now loaking at “Money for Value™
rather than “Value for Money”, We have seen willingness in consumers to move 1o evolved products’
brands, because of changing lifestyles, rising disposable income étc. Consumers are switching fram
economy to premium product even we have witnessed a sharp inerease in the sales of packaged waler
and water purifier. Findings according 10 a recent survey by A. C. Nielsen shows about 71 per cent of
Indian take notice of packaged goods' labels containing nutritional information compared 10 two years
ago which was only 5% per cent.

Advantiges to the Sector- Governmental Policy - Indian Government has enacted policies aimed at
attaining international competitiveness through lifting of the quantitative restrictions, reducing eXLine
duties, automatic foreign in-vestment and food laws resuiting in an environment that fosters growth.
100 per cent ex-port oriented units can be set up by govemmenl approval and use of foreign brand
names is now freely permitted. India is second lnrgesi Country in terms of Populution growth and
increase in population has & direct relation 10 FMCG Products. Survey by A. C. Nielsen shows about
71 per cent of Indian take notice of packaged goods’ labels containing nutritional information compared
to Two years ago which was only 59 per cent,

Central & State Initiatives - Recently Government has annou nced a cut of 4 per cent in excise duty 1o
fight with the slowdown of the Economy. This announcement has o positive impact on the industry,
But the benefit from the 4 per cent reduction in excise duty is not likely to be uniform across FMCG
categories or players. The changes in excise duty do not impact cigareties (ITC, Godfrey Phillips),
biscuits (Britannia [ndustries, ITC) or ready-to-eat foods, as these produets are either subject 10
specific duty or are exempt from excise, Even players with manufacturing facilities located mainly in
tax-free zames will also not see materinl excise duty savings. Only large I MCG-muokers may be the key
ones to bet and goin on excise oot

Foreign Direct lavestment (FDI) - Automatic investiment approval (including foreign technolopy
agreements within specified norms), up to 100 per cent foreign equity or 100 per cent for NRI and
‘Overseas Corporate Badies (OCBs) investment, is allowed for most of the foad processing sector
except malied food, alcoholic beverages and those reserved for small scale industries {SS1), There 1=
a continuous growth in net FDI [nflow.
Infrastructure - Al the macro-level, over the Jong term, the efforts on the infrastructure front (roads,
rails, power, river linking) are likely to enhance the living standards across India. Till date, Indin's per
capita consumption of most FMCG products is much below world avernges. This ie the latent potential
that most FMCG companies are looking at. Even in the much-penetrated categories like soaps!
detergents companies are focusing on getting the consumer up the value chain. Going forward, much
of the battle will be fought on sophisticated diswribution strengths

Marlket Opportunities -
(i) Vast Rural Market- Rural India accounts for more than 700 Million consumers, or ~70 per cent of
the Indian population and accounts for ~50 per cent of the total FMCG market. The working rurdl
population is approximately 400 Millions. And an average citizen in rural India has less than halfor

the purchasing power as compare to his urban counterpart. Still there is an untapped pmyarket and
most of the EMCG Companies are taking different steps to capture rural mark mq" S
for FMCG products in rural India is estimated - 32 per cent and is projected] o f=C
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withima year. Hindastan Unilever Ltd is the largest player in thie industry and Jras the widest market
COVED .I:-__ﬂf.‘
(i} Export-“Leveraging the Cost Advantage” - Cheap labor and quality product & Services have
; helped India 1o represent as a cost ad-vantage over other Countrics, Even the Government has
i offered zere import duty on capital gaods and raw material for 100% export oriented units, Multi
Mational Companies out-source its product requirements from its Indian company to have a cost
. advantage. India is the largest producer of livestock, milk, suparcane, coconut, Spices and cashew
apart from being the second larmest producer of rice, wheat, fruits & vegetables. It adds a cost
A \ advuntage as well as cosily-available raw materials
. (9) Sectoral Opportunities - Major Key Sectoral opporiunities for Indian FMCG Sector are mentioned
helow
¥ (i) Dairy Based Products- India is the largest milk producer in the warld, yet only around 15 per cent

H) of the milk is processed. The organized: liquid milk business 15 im its infancy and also has large
f jong-tarm prowth potential. Even investment opportumities cxist i value-added products hike
- desserts, puddings etc. ' 3

{il) Packaged Food- Only about 10-12 per cent of output is processed and consumed in packaged
al furm, thus highlighting the huge potential for expansion of this industry

a (i) Oral Care- The oral care industry, especially toothpastes, remains under penetrated i India with
h penetration rates around 30 per cent With rise in per capitn incomis and awareness of oral_
i hygiene, the growth potential 18 huge. Lower price and smaller packs are also likely to drive
1d potential up trading.

[H]! . . . - . i .

q {iv) Beverages- Indin tea market is dominated by unorganized players. More than 50% of the market
) share is capture by unorganized players highlighting high potential for organized players.

Lo Y INDIAN COMPETITIVENESS AND COMPARISON WITH THE WORLD MARKETS

Ty = 5 ¥ , . P

‘G I'he following faciors make Indin a competitive player in FMOG sector )

g). s Availability of raw materials-Because of the diverse agro-climatic conditions In India, there is a large
‘A raw material base suitable for food processing industries. India is the largest producer of livestock,
i milk, sugarcane, coconut, spices and cashew and is the second largsst producer of rice, whesit and
& ' fruits & vepetables. Indiz also produces canstic soda and soda ash, which are required for the production

of spaps and detergents.
e availability of these —

oy : d )
o |;:~,-.-n|...'.h.‘.r|:..|:1i‘_|1.r£'5II1[11':1 | Labar Cost Comparison
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of low cost of production, Many MNC's have established their plants in India to outsource for
damestic and export markets.

® Presence across value chain- Indian companies have their presence across the value chain of FMCG
sector, right from the supply of raw materials to packaged goods in the food-processing sector, This
brings Indis a more cost competitive advantage. For example, Amul supplies milk as well as dairy
products like cheese, butter, ete.

® Rural marketing has become the latest marketing mantrs of most FMCG majors. True, rural India is vast
with unlimited opportunities. All waiting to be tapped by FMCGs. Not surprising that the Indfan FMCG
sector is busy putting in place a parallel rural marketing strategy. Amaong the FMCG majors, Hindustan
Lever, Marico Industries, Colgate-Palmolive and Britannia Industries are only a few of the FMCG
majors who have been gung-ho about rural marketing.
® Not just rural population is numerically large; it is growing richer by the day,
The Indian FMCG market has been divided for a long time between the organized sector and the
unorganized sector, While the latter has been crowded by a large number of local players, competing
on margins, the former has varied between a two-player-scenario to a multi-player one
® Unlike the U.S. market for fast moving consumer goods (FMCG), which is dominated by a handful of
global players, India's Rs.460 billion FMCG market remains highly fragmented with roughly half the
Inarket going to unbranded, unpackaged home made praducts, This presents a remendous opportunity
for makers of brandad products who can convert consumers to brandad products, However, successfully
launching and growing market share around a branded product in India presents tremendous challenges
Take distribution as an example. India is home to six million retail cutlets and super markets virtually do
not exist. This makes logistics particularly for new players extremely difficult. Other challenges of
similar magnitude exist across the FMCG supply chain. The fact is that FMCG isa structurally unattractive
industry in which to participate, Even so, the opportunity keeps FMCG malkers trying,

INDIAN CONSUMER CLASS

India has a population of over | billion and 4 climatic zones . Several religious and personal beliefs, 15
official lunguages, different social customs and food habits characterize Indian consumer class, Besides, India
15 also different in culiure if compared with other Asian countries. Therefore, India has high distinctiveness i
demand and the companies in India can get lot of market opportunities for various classes of consumers,
Consumer goods marketers' experience that dealing with India are like dealing with many small markets at the
same time. Indian consumer goods market is to be reach at $450 billion in 2010, India has the youngest
population amongst the major countries. There are a lot of young people in India in different income categories

Consumer goods marketers are often faced with a dilemma regarding the choice of appropriate market
segment. In India they do not have to face this dilemma largely because rapid urbanization, inerease in demand,
chaiiging habits & life style, presence of large number of young population, many number of opportunities are
avatlable. The bottom line is that Indian market is chianging rapidly and is showing unprecedented consumer
business oppartunity, As the restrictions on foreign investments were relaxed in 1991, Multi-National Companies
have been entering India since then. Indian consumer class can be classified acco rding to the following critgria:

1. Income 2. Socie-Economic status

3. Agedemographics 4. Geographical dispersion

FMCG - AS A CAREER

FMCG is one of the most dynamic domains of the business world, A career in this sector encom
large number of job roles like market research, pricing and product development, purchasing, adveet
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Strengths:

Low operntional costs,

brasence of established distribution networks in_*

bath urhan and rurl preas.
Presence of well-known brands in FMCG

secion

Weaknesses:

3. Low expors levels

1.ower seape of investing in technology und
achieving economies of scale,
especinlly in small sectors. |

“Me-toa” products, which illepally mimic the
|abels of the established brands.

Opportunities:

Untapped mral markel.

Rising inenme levels ie. increase in purchasing
power of consuimers

Large domestic markel- 2 populatian of over
ane billion.

Expart potentinl 5 High consumer gopds
spending.

Thrents:
1.

b

femoval of import restrictions resulling in
replacing of domestic brands.

s1owdown in rural demand
Duplication of products.

Tax and regulatory SrRCiUre.

=

hrand awareness. FMCG

roducts are those that move offthe shelves in retai
(FMCG) sector, one need
the products that people trust, enjoy and use in
play in this. FMCG sector requires huge amoun

player. Apart from that, good numerical skills, communicatio

cuccessful career in this industry. K
Here are seven good reasons why

3

Job seenrity: Itis astable industry.

gitlines, FMCG industry does not suffer from misss
may drap the idea of buying a car but not the idea o

security unknown in other industries,
A high profile industry: India has 1.1 bill
affected by FMCG sector. People now are
concerned about what they are eating. All

various advertisements, such as protests against the genetic Mo

problem of obesity, etc.
Criick experience:

is working in the sales of juice. At the end of the mon

ion peop

£ having dinner. This le

is a sector where graduates can aain excellent rewards if they work hard. FMEG
 outlets very quickly. In the Fast Moving Consumer Goods
: to be fast in translating the ideas into new produgts, There is a requirement t0 create
theie daily lives. Advertising and marketing have a vital role to
t of commercial awareness; one must have the skills of a team

n and organizational skills are all essential for a

ey skills will also depend upon the type of position you want 1o pursuc,
one should pursue one's career in FMCG sector:-
Unlike some other industries, suchas automobiles, consputers, and

Jayoffs, every time the economy starts 1o dip, One_
nds FMCG n level nl'jnL

16 and all are consumers. Therefore everyonc is

getting more & more health conscious. They are gerting

makes o maximum of 2 or 3 eales, if heis fortunate.

number of products every day. Definitely, the juice sel
in FMCG than any other sectot, 1O matter whether i

this has become possible because of the frequent display of

dification of foods, the growing

Congider anexample; One person is working in the sales of cars while the other one
th, the person who is working for the sales of cars

On the other hand, the ather person sells a lorge
ter will get more experienced in less time working

n sales, marketing, operations, accounting, etc. In

the end, one will land up learning more and gaining a firm grasp of basic business skills.

A wide range of experience: One cau have

sector. Wide availability of options for working

people in FMCG sector have arange of job

requires people who are flexible. Transfer from sales to market fng or to aperuti

awide range of choices if one desiresa career path in FMCG
in 2 large MNC or a small local company ensures that

roles available to them. The “fast moving” part of FMCGs

Eact all three rales can be played at onge in sm aller fi

this secror for a short duration,

An industry that thrives on innovation Fi

i& a constant requirement of Innovation in pro

CG sector givesthe uppnrtunit}g'fqﬁd creatiy
duction, advertising. Daqu{:ﬁ ?tld_,.bj;}

s pormagon. In
rms. One will get to learn 210 '

-~

r
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offers an opportunity Lo EXress your creativity througit developing new ideas for products, 25 brands

compete head 10 head on the shelf

6, Nationwide opportunities, both urban and rural: 3
connection tp the primary sector in rural and urban Areas. The sector is particular
interested in working i different parts of the country, as ithas 2 nationwide base,
sectars confined to particular locations.

7. Offshore opportunities: The International offices of most FMCG multinationals regularty recruit sta i

from our colntry, either for short prejects of for longer stints.

MCG sector offers apportunines through iis
ly attractive for those
unlike many other

FMCG PLAYERS DO NOW
Late Mahatma Gandhi- the father of our nation had made 2 visionary and decp
+ Adrica in 1890- * A cusfomer Iy masi imporiait pisitors on our

premises. He is ol dependent on s Weare dependent on hiny, He ls not ait [rterruption an eur work. Heis
the purpose of it and not an outsider on oU° premises. He is a part of it. We are nof doing hint a favour byt
serving hins. He is doing us favour by giving us the oppartunity to do ¢0.” Even today this gtatement 15 frue
and there is o business withoul custamer in fiture too, Therefore every husiness has to add the customer and

also retain them the FMCG players should -
¢ They should not anly price their products competitively, but also offer their rural prospects aximm
value for money spent. Certainly, reaching out 1o 1.33 mililion retll outlets is an uphill task. The anly
way out for Indian FMOCG players: put in pace an aegressive cost structure that would enable them 1o
offer low-price and value-for-mongy products. But then, FMCG is# Jow-margin business with a high
cost of raw materiais. However, customer-centric and marke-savvy FMCG companies have always

chased prospects when they perceive there is a latent demand

Hindistan Lever had given shape to its rural strategy & fiew years ago when it perceived that its urba
market was shrinking due to an industrial slowdown. It’s Operation Bharat that focused on personi|
ames. The result was there for all to sce. The

care products made the most out of surging rural inc

company has been able to clock m double-digit profils every three years and 108 in double-digit
revenyes avery four year. Britanmia with its Tiger hrand of biscuits and Colgate-Palmolive with its
jow-priced and conveniently-packaged products des! gned for the rural masses have been pther pioneers

in rural marketing.

» Distribution: One of the age-old problenss that FMCG has been facing not ealy in India but globally is

that of distribution. Integrating gperations with your distributors and channel parmers isa Herculean
task. Few ways 10 reduce pain involved n this link: - Reducing supply chain costs by reducing
intermediaries - Orzanized cetail chaing have set up gystems for inventory management wnd guick

1 servicing, thereby offering the opporunity for & companvisupplier o reduce distribution €0st by

reducing ntermediaries such as wholesalers/distributors and supplyng directly to the warehouse of

retail chain.
o Brand Managers 10 fusiness Managers. Tough murket situations and a more aware and gaviser——_%
demanding consumer have necessitated that yesterday's Brand Managers be transformed | :‘.E ?yms S N
Managers who understand consumers and can innovate and be flexible 10 move with the 0} sumep: ¥
Gone are the dueys when brands could be made to gallop with 2 big budgst mediaplan, 2 g&tﬁ?ﬂus dose_ %

of below-the-line and ahove-the-line activities ar( constant promotions and schemes in'-:c.’r-jé.rhﬁi'ka:_:,—’
Consumers who have hecome demanding yet inscrutable n (erms of attitudes, outlook, ‘oads.and

s % '\ s
------ - clered canveritional Brand Management 10018 absolete. This makes 1t all'ihe MOE
N o epaeranthy ERALVILE “Ths

Focusing customel,
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fural marketing could open the doors of paradise, but the path i paved with thorns. One major limitation
here is this: most MG players just do not have the critical size for going all oul o rural marketing. That is why
most FM 0 players are :mpu-‘;led {0 concentrate bothon pural and urban marketing: focuson urban markets for
value and focus on Fi 4l markets for yolume. Rural m arketing has becoms the |atest marketing mantra of most
FMCG majors 1o pick up the vast with wnlimited opportunitics of rural India. One result-oriented markeling
<trategy here is this: offer yalue-additions 10 existing lines 1o jure the urban consumer and alongside ofter the
rural consumer wide-ranging choices within @ gingle product category @ bid to generate high volumes.
Companies <hould not enly price their products unmpatiﬁi\-‘c]j, but also ofter their rural prospects maximum

walue for money they spent.

REFEREN CES

| Aydyn Celen

Tapers in Eoofiomics i

[ Wyine 20D, TSt B aving Consumst Goodds-
sfud

pelinda Dewsnap. David Jobber | Fedruary 23N i E-thinking nAarketing Stpuchires i the Fast wloving Consumer
Gioods Sector: An Exploraiiy Study of UK Firms®, Working Taper Sarjes- Working Paper Mo RTINLH

Jan, 282009, {hanging Gear —The merging States for FMICG in India’, Www

3 Ghukl.uﬂh:mssl.i.t .ghmlubhnn:mii.c:.mm_
. FMCG SECTOR, Page 2-
4 John W. Schoulen % James H. Me Alexander & Haro
and brand communiny’, Academy of narketing Science 7007, 35:39 7-368
peation for Customers. Choice in Retail

1d FKoenig (% nay 2007} “Transcendent CushoImEr

gxperience
s prasun Dus (AP 2009 ' Adaptation of Fuzzy Reasoning and Rule Ge
FrdCl Business’, [l of fanagement n escureh Vol 9, Mo, 1, pp- 15-26.

My 04, 2009}, Indin’s largest FMCG Company’, Globaol Press Release Distribution,

&, Rediohms Agencies Limited fi
a— the next BIE thing?’ '|1Llp:.‘lﬁsrn.cnmfnhstruth 1137506

7 Saeed Khan (Al aq0g).! FMEUU hfarkets in Indi
FRACG Sector [BEF.

& '|'|1l1|J.."l'W‘.'-'\'.'.L‘:l:"|111:'7|i.'.1.i.,l.":"l1..

Compelitive Conditiens and policies’, ERC Workings

L



93:5024-906-2

Wil llr_
WEATS

SR




pals
..HM
=\
2
-0
C

¥
o E
v

\

o W il |

T

I_..' ;r". !-: e
A b

-
|

¥ =
L

A




QL ppl. Q009
Comfteris x | Vil
33. Low Power VLSI Design: Technology of Future 249
= Parag Parandkar and Sumant Katiyal
34. Mobile Computing 255
Shakuntala Chowudhary and Anjana Poonia
35. Mobile IP: An Efficient and Scalable Mechanism for Roaming
within the Inteinel 2h3
Akanksha Nigam
36. Model View Controller Design Pattern in J2EE 269
Rharti Motwani
‘t 37. Ontology: Applications and Research 276
‘ Sumit Jain, Nirved Kumar Pandey and Pooja Kushwaha
3%. Performance Evaluation of Procedural versus Object
Oriented Programming Paradigms 284
Raksha Choukan and Alpana Trehan
39, Real-Time Computerized Annotation of Images 294
Manish Pundlik, Kavita Choudhary and Diamond Jonawal
40, Streaming Technology and RTSP Protocol: An E-Leamning Approach 300
Y. §. Chouhan and Mukesh Harshwal
41. Unattended Remote Installation and Uninstallation of Software 309
- Minal G. Patil Zope and Abhijit B. Zope
IV. SOCIALAND SECURITY CONCERNS IN KNOWLEDGE ECONOMY
42, AnAnalysis of Diffusion of Fixed Line and Mobile Phones in India 319
Naresh Kumar and Shailaja Rego
43, Applications and Challenges of Security Issues in Mobile
Ad-hoe Networks (MANETs) 328
. Chetan Hadap, Deepali Deshmukh and Neclam Chandolikar
(T 44, Designingan Architecture for Knowledge Discovery in Databases 337
" Vishal Kadam, Vishnu Patidar and Rajesh Shal
45. E-Voting: Threats and Security Issues 343
Rakesh Pandit, Vishru Patidar and Neeraj Jaistoal
) 4. Fifth Civilization: Technological Aspects in Indian Perspective 349
% Neeraj Jaiswal, Y. 5. Chowhan and Rajesh Shah
47. Increasing Computer Network Security using Honeynets 356
Ajay Verma and Mukesh Ha rehwal
4. Knowledge Economy in India 363
Farhurt Anjum Khan
39, Knowledge Engineering Approach towards ERP Systems 371
I| Vishnu Patidar, Rakesh Pandit and Vishal Kadam
37

iy 50, Knowledge Managementin Academia
. I Mrunal LI Josh
& 51. Knowledge Managementin Knowledge Economy: m
XL An Emerging Perspective /k" L;}'-'ﬂm 384
L~ 2

i

Sudhir A. Atwadkar and Reshma T. Nathan {J.L o
i o) S )




Knowledge Management in Knowledge
Economy: An Emerging Perspedive

Sudhir A. Atwadkar®
Reshma T. Nathani**

The knowledge economy is & term that refers either to an economy of kmowledge
focused on the production and management of knowledge in the frame of economic
constraints. Knowledge Management i about making the collective tnformation
and experience of an enterprise available to individual worker. The organization
should start knowledge management practices for their growth and su roiodl in this
competitine eTa. Knowledge management practices require proper framiework gl
flexible technology in the organization. The paper discusses the framework and
drivirtg forces of knowledge management with in the knowledge economty for overall
and comtinuons impravement of the organization.

Keywords: Knonoledge Management, Knowledge Economy, Explicit Knowdedge
Tact Knowledge

. INTRODUCTION

Data, Information and Knowledge

Data are raw facts and figures. Information is processed form of data and readily captured in
documents and databases Knowledge isinformation plus experience L0 A upon. There are
two types of knowledge: Explicit and Implicit. Explicit know ledge is formalar codified like,
reports, policy manu als, white papers, standard procedures, public databases, books,
magazines, journals, etc. Implicit (Tacit) knowledge is informal and uncodified like, values,
perspectives, culture, knowledge in heads, memaories of stalf, suppliers andvendors, etc

«  Assistant Professor, Institute of Business Management and Resgarch, Pune.
s o " i -
w Sentor Lecturer, Alard Institute of Management ancd SCENCES, Pune fl.e
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Knowledge Management

KM is a strategy to enable people to develop a set of practices to create, captures, share and
use knowledge. It is 2 discipline that promates 0 integrated approach for identifying,
managing and sharing all of an enterprise’s information assets, including databases,
documents, policies, and procedures, as well as previously unarticulated expertise and
experience held by individual workers. Fundamentally it is Jbout making the collective |
information and experience of an enterprise available to individual worker. KM efforts have | L
a long history, to include on-the-job discussions, formal nppmntireﬁhip,d:‘scussim forums,
corporate libraries, professional training and mentoring programs. More recently, with
increased use of computers in the second half of the 20th century, specific adaptations of :)
technologies such as knowled ge bases, expert systems, knowledge repositories, group dedision =
support systems, intranets and computer supported cooperative work have been introduced
to further enhanoe such efforts.

Many large companies and non-profit organizations have resources dedicated to internal
Knowledge Management (KM) efforts, often as a part of their business strategy.
consulting companies also exist that provide strategy _nd advice regarding KM to these
ished discipline of KM includes courses taught in the fields of
pusiness admnistration, information systems, management and library and information
cciences. More recently, other fields have started contributing to KM research; these include
information and media, computer science, public health, and public policy. KM comprises &

range of practices used in an organization to identify, create, represent, distribute and enable ®
adoption of insights and experiences. Such insights and experiences comprise knowledge,
¢ither embodied in individuals or embedded in organizational processes orp

KM efforts typically focus on organizational objectives such as improved performance,
advantage, innovation, the sharing of lessons jearned, and continuous

competitive 4
improvement of the organization. KM efforts overlap with or tional learning, but may

be distinguished from that by a greater focus on the management of knowledgeasa strategic ! :

asset and by a focus on encouraging the sharing of knowledge. KM efforts can help
individuals and groups to share valuable organizational insights, to reduce redundant
work, to avold reinventing the wheel per se, t0 reduce training time for new employees, to
retain intellectual capitalas employes turnover in an organization, and to adapt to changin
environments and markets.

Knowledge ECOI‘IOII:’I}"

The knowledge economy 153 term that refers either to an economy of knowledge focused on

the production and management of knowledge in the frame of economc constraints, or toa

m
I knowledge-based economy. In the second meaning, it refers to the use of knowledge

are ]

:“.J wechnologies (such as knowledge engineering and knowledge management) to produce

Xs. economic benefits. The essential difference is that in a knowledge economy, knowledgeisa 0

05, product, in knowledge-based economy, knowledge is a tool. This difference is not yet well

, distinguished in the subject matter literature. Both are S{roney interdisciplinary, involving
econemists, computer scientists, software engineerscmnGmiamt ;..h:-. ists, physicists,

as well as cognitivists, psychologists and sociologists
in transition to a knowledge 0
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knowledge resOUILES such as know-how and expertise are as critical as other economis
resourees. According to analysts of the knowledge economy, these rules nesd tobe rewTithen
at the levels of firms anid indusiries in lerms of knowledge management and at the level of
public policy as knowledge policy or knowledge-related policy.

KNOWLEDGE CREATING PROCESS

How the knowledge © reating process works in an organizato
organization engages the tacitand explicit Lnowledge in the process. 1t can't be julst one way
or the other. The process works by different linking process of these two types of ko wledge
{11 the organizaticn Knowledge creating process is a continuous, splf-transcending process
As knowledge is created among individuals or between individual and the environment,
individuals transcend the boundary between self and others and Lotween self and
snvironment. There are four types of knowledge creating processes: Soctalization,
Externalization, Combination and Internalization (Figure 1).

n? The answer liess with how

e
-
G TACIT TACIT =3
{;_.f :_ - o = = 1'_.»_._.;1..
E socialization Externalization ';.:_;
1
= | Empathizing Articuiating E
R e i
5 Connecting =
5} Embodying >
< | Internalization Combination |5
s L e e —— :

Figure 1: SEC! Model

Socialization: This process focuses on tacit to tacit knowledge linking Tacit kinowledge goes
beyoend the houndary and new knowledge 15 created by using the process of Interactions,

1851V, ami}r?.m;._{,ﬁ;h-'nd'.n;: time together or living in same environment

observing, disc
ywiedge through shared expenences.

The socialization is also KNown as converting new ki
Organizations gain new knowledge from outside its boundary also like interacting with
customers, suppliers and sta o holders, This occurs i traditional environments where son
learns the technique of wood craft from his father by working with him (rather than rea ding

Fram books or manuals)

Externalization: This process focuses on tacit to explicit knowledge linking. [t helps in

eraating new K whedge as tacit knowledge comes o 1t of its boundary and became collective
group knowledge. In this [irocess one can say that knowledge is crystalls sed The process of
externalization is often driven by meta phor analogy and models, Quality « srcles are formed
in manufacturing sectors where workman put their jearning and experience they
improve ar solve the process related problems. s
bination isa process where knowledge transiorms from explicit 'rcm"\?j%ﬁﬂ‘ - -—E.’_Jir\\‘u

Combination: Co
ynowledge. The finance department collects all financial reports fromieptin ol < N Sy
: | y

have 1o

Y
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department and publicizes a consolidated annual financial performance report. Creative
uee of database to get business report, sorting, adding, categorizing are some examples of
cormbination process.

Internalization: By internalization explicit knowledge is created using tacit knowledge and
s shared across the organization. When this tacit knowledge is read or practiced by
individuals then it broadens the learming spiral of knowledge creat ion. Organization tnes to
innovate of leam when this new knowledge is shared in socialization process. Organizations
provide training programs for its employees at different stages of their wirking with the
company. By rending these training manuals and documents employees internalize the tacit
knowledge and try to create new knowledge after this internalization process,

KNOWLEDGE MAMAGEMENT: AN EMERGING PERSPECTIVE

Knowledge management is the hottest subject of the day. The question is - why this activity
is called as knowledge management, and why is it so imporiant o each and every one of us?
Before attempting to address these questions of knowledge management, it's probably
appropriate to develop some perspective rega rding this stuff called knowledge, which there
cosms to be such a desire to manage, really is. Consider the following observation made by
Fleming (1996) as a basis for thought:

A collection of data is not information; a callection of information is not knowledge; a
collection of knowledge is not wisdom; and @ collection of wisdom is not truth. The idea is
shat information, knowledge, and wisclom are more than simply collections. Rather, the
whaole represents more than the sum of its parts and has a synergy of its own (Figure 2).
Thus, in summary the following associations can reasonably be made:

e Information relates to description, definition, or perspective (what, who, when, where),
® Knowledge comprises strategy, practice, method, or approach (how)

- Wisdom embodies principle, insight, moral, or archetype (why}

B context s
independence S0
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v
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Note that the sequence data -> snformation -> knowledge -> wisdom represents an emergent
continuum. That is, although data is a discrete entity, the progression to information, 10
knowledge, and finally 10 wisdom does not oocur in discrete stages of development. Everything
is relative, and one can have partial understanding of the relations that represent infarmation,
partial understanding of the patterns that represent knowledge, and partial understanding
of the principles which are the foundation of wisdom. Data, nformation, knowledge and
wisdom are jointly explained with the help of example. This example uses a bank savings
~ccourtt toshow how data, information, knowledge, and wisdom relate to principal, interest
rate, and interest payment (Figure 3).

Data: The figures 100 or 5 percent, completely out of context and are just pieces of data.
Similarly, figures of interest, principal, and interest rate, out of context and are not much
more than data as each has multiple meanings which are context dependent

Information: 1f client establish a bank savings account as the basis for context, then interest,
principal. and interest rate become meant ngful in that context with specific interprefations
like - pr'mrirmi is the amount of money, $100, in the savings account and interest rate, 5
percent, is the factor used by the bank to compuie interest on the principal

Knowledge: If client put 100 in savings account, and the bank pays 5 percent interest yei rly,
then at the end of one year the bank will compute the interest of §5 and add it to clients
principal and he/she will have $105 in the bank. This pattern represents knowledge, W hich
allows to understand how the pattem will evolve over time and the results it will produce. In
understanding the pattern, what client knows is knowledge. If client deposit more money in
account, he/she will earn more interest, while if withdraw money from account, he/she will
carn less interest.

Wisdom: Getting wisdom out of thisis a bit tricky, and is, in fact, founded in systems principles.
The principle is that any ac tion which produces a result and which encourages more of the
same action produces an emergent characteristic called growth. And, nothing grows forevet
for sooner or later growth runs into limits. If one studied all the individual components of
this pattern, which represents knowledge, they w ould never discover the emergent
characteristic of growth, Only when the pattern connects, interacts, and evolves over ime,
does the principle exhibit the characteristic of growth.

| S LJ‘
interest M,_., S

payment
/4 v
mterest
rate

Figure 3: Example of a Bank
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CAVEGORIZATICN OF KM APPROACHES

There are, of course, many ways toshice up the multi-faceted world of knowledge management.
However, it is often useful to categorize them. Three part categorization of KM approaches
are: (1) Mechanistic approaches, (ii) Cultural /Behavionistic app roaches, and (iii} systematic

approaches to knowledge management. .

Mechanistic approaches to knowledge management: Mechanistic approaches to knowledge
management are characterized by the application of technology and resources to do more for
the same matter. The main assumptions of the mechanistic approach include:

e Better accessibility to information is a key, including enhanced methods of access and
reuse of documents (hypertext linking, databases, full-text search, etc.)

e  Networking technology in general (especially intranets). and groupware in particular,
will be key solutions.

. In general, technology and sheer volume of information will make it work

Culturallbehavioristic approaches to knowledge management: Cu Itural /behavioristic
approaches, with substantial roots in process re-engineering and change management, tend
to view the knowledge problem as a mamagement issue. Technology - though ultimately
essential for managing explicit knowledge resources - is not the solution. These approaches
tend to focus more on innovation and creativity than on leveraging existing explicit resources
or making working knowledge explicitly. Assumptions of cultural /behavioristic approaches
aften include:

e  Organizational behaviors and culture need to be changed dramatically. In the
information-intensive environments, organizations become dysfunctional relative to
business objectives

e  Organizational behaviors and culture can be changed, but traditional technology and
methods of attempting to solve the “knowledge problem™ have reached their limits of
effectiveness, A "holistic” view is required. Theories of behavior of large-scale systems
are often invoked.

] It is the processes that matter, not the technology
° Nothing happens or changes unless a manager makes il happen

Systematic Approaches to Knowledge Management: Systematic approaches to knowledge
management retain the traditional faith in rational analysis of the knowledge problem: the
problem can be solved, but new thinking of many kinds is required. Some basic assumptions

afet

. [ s sustainable results that matter, not the processes or technology or any delfintion of
knowledge

™ A resource cannot be mmmgvd unless it is modeled, and many aspects of the
organization's knowledge can be modeled as an explicit resource

3 ""-]"E‘é?ir[ﬂlngies* and ;rﬂdiﬁgn'ﬂl

e  Solutions can be found in a variety of disaplines
methoxds of analysis can be used to re-examinethe nifup 'E!"q"-""-'dh"-‘ wark and to
solve the knowledge problem, | L |
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, _"-, e  Culturalissuesare important, but they too must be evaluated systematically. Employees
'I i may or may not have to be changed, but policies and work practices must certainly bg
N changed, and technology can be applied successfully to business knowledge problems

i themselves

e Knowledge management has an important management component, but it is not an
activity or discipline that belongs exclusively (0 managers.

SUCCESS OF KNOWLEDGE MANAGEMENT PROGRAM

4 What is the key to the success of knowledge management in any Organizd tion? The authors
have asked this question to their visitors through an opinion poll and found that 73 percent
says that peaple are the key to the success of knowledge management. 11 percent says
process is the key and 14 percent says technology is the key (rest 2% says can't say). The
. initial foundation for the knowledge economy was first introduced in 1966 in a book by Peter
1 Drucker. The Effective Executive described the difference between the manual worker and
the knowledee worker. He differentiated between the two by describing a rmanual worker
whoworks with his hands and produces goods or services. In contrast, a knowledge worker
works with his or her head not hands, and produces ideas, knowledge, and information.

The impact of a successful knowledge management program can bie seen in terms of new
: and better product developments, higher customer satis faction, reduce in input cost, higher
. productivity etc. There are many organizations who achieve all these without having a
formal knowledge management program. These organizations have strong culture of
innovation and sharing and must be spiraling through the knowledge creating process
without even knowing the SECI model. These organizations have strong culture or sharing
and innovating within their organization. A formal KM program accelerates this knowledge
creating process in a structured way. For other type of organizations il facilitates the SECI
modal of knowledge creation.

The value of knowled ge management relates directly to the effectiveness with which the

”

P . managed knowledge enables the members of the organization to deal with today's situations
and effectively envision and create their future. In brief, knowledge and information have
become the medium in which business problems occur. As a result, managing knowledge
represents the primary opportunity for achieving substantial savings, significant
improvements in human performance, and competitive advantage. It's notjusta fortune 500
business problem. Small companies need formal approaches to knowledge management
evers mare, because they don't have the market leverage, inertia, and resources that big
companies do. They have tobe much mare flexible, more responsive, and more “rght” {make
better decisions) - because even small mistakes can be fatal to them.

k-4 DRIVING FORCES

In the 21st century, comparative advantage will become much less a function of natural
tesource endowments and capital-labour ratios and much more a function of technology
and skills. Mother Nature and history will play a much smaller role, while human ingenuity
will play a much bigger role. What makes the emergence of the knowledge economy

important is that it is, in some significant respects, different from the industrial eco i gfgl__.- |

known from most of the last 200 years, The following driving forces are ;:-re:aaaui‘izil}ﬁ_-_ 1 S A
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towards knowledge based economy and changing the rules of business and national
competitiveness:

Globalization: Markets and products are more global. Products by Nike and Virgin are
known the world over. Today, even re-sourcing is becoming global. Thus, many companies
putsource services from distant locations.

Iformation/Knowledge Intensity: Efficient production relies on information and know-how;
over 70 percent of workers in developed economies are information workers; many factory
workers use their heads more than their hands.

Networking and Connectivity: Developments such as the internet bring the ‘global village’
ever nearer. The net result is that goods and services can be developed, bought, sold, and in
many cases even delivered over electronic networks. Electronic commerce offers many
advantages in terms of costs savings, efficiencies and market reach over traditional physical
methods.

Information revolution: The IT revolution has intensified the move towards knowledge
codification, and increased the share of codified knowledge in the knowledge stock of
advanced ecanomies. All knowledge that can be codified and reduced to information can
now be transmitted around the world at relatively little cost. Hence, knowledge is acquiring
more of the properties of a commodity. Market transactions are faclitated by codification,
and the diffusion of knowledge is accelerated. Codification 15 also reducing the importance
of additional, duplicative investments in Acquiring kriowledge. It is creating bridges between
fields and areas of competence and reducing the ‘dispersion of knowledge, These

developments promise an acceleration of the rate of growth of stocks of accessible knowledge,

with positive implications for economic growth.

Knowledge, skills and learning: Information and communication technologies have greatly
reduced the cost and increased the capacity of organizations to codify knowledge, process
1nd communicate information. In doing so it has radically altered the balance between
codified and tacit knowledge in the overall stock of knowledge. In essence, creating a shortage
of tacit knowledge. As access to information becomes easier and less expensive, the skills
and competencies relating to the selection and efficient use of information become more
crucial) and meit knowledge in the form of the skills becomes more importan! than ever,

Inovation and knowledge networks: The knowledge ecomomy increasingly relies on the
diffusion and use of knowledge, as well as its creation Hence, the success of enterprises,
and of national economies as a whole, will becomg more reliant upon thelr effectiveness in
gathering, absorbing and utilizing knowledge, as well as in its ereation

Learning organfzations and innovation systems: In a knowledge economy, firms search for
linkages to promote inter-firm interactive learning, and for outside partners and networks to
provide complementary assets These relationships help firms spread the costs and risks
associated with innovation, gain access to nEwW TesETt h results, acguine key technological
components, and share assets in manufacturing, m arketing and distribution; As they develop
new products and processes, firms determine which activities they will undertake
individually, which incollaboration with other firms, which in collaboration with universities
or research institutions, and with the support of government, Innovation is thus, the result of
Aumerous interactions between actors and institutiops-adich together form an innovation
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industry, government and academia in the development of science and technology. And the
interactions within these systems influence the innovative performance of firms and
ultimately of the economy. The knowlecdge distribution power of the system, or its capability
to ensure timely access by innovators to relevant stocks of knowledge, is therefore, a major

determinant of prosperity.

CONCLUSION

It is difficult to go it alone. Stakeholders, especially employees and business partners must
share similar views for their own initiatives to succeed. Similarly, alone recognition and
reward systems usually do not sufficiently recognize contributions. Therefore, know ledpe
management is required to play important role to improve performance of organization by
viewing all its processes as knowledge processes. The competitive advantage can be acquired
through people’s heads called tacit knowledge intangible fuel for assets innovatian. The
driving forces also transforming the shape of traditional organizations into knowledee

based organizations.
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; NATURAL RESOURCE ASPECTS OF
j SUSTAINABLE DEVELOPMENT
(NATURAL RESOURCES MANAGEMENT)

Abstract

biotic material (water, air, soll, and minerals).

u advance technology for that.

SUDHIR A. ATWADKAR
Alard Institute of Managament Sciences, Pune.

The lenm Nalural resources are very wide. It inefudas so many things which cover all aspects
of ecology. Natural resources management Is the practical application of ecosystem management,
habitat conservation, and sustainable land management towards prolecting, conserving, and using
natural resources, "Nafural” resourcas are living organisms (flora and fauna) and non-living or @

Some of countries are get the bom gift of natural resources. But many eountrigs are not
using their natural resources properly. Today the davelopad & developing countries are think on
utllization of their natural resources. For that they are more conscious and they utilize

To the economy of the country, Developed countries only think about Industriatization S0

\ they destroyed natural resources very roughly. Due to this the balances of ecosystem is disturb.

@

But today the praservation and conservation of natural resources are the main problem of these
countries. So they are focusing on protecting of the natural resources. For that they develop the
diferent organization in their system. Also some of NGO's are working on presenva

tion of natural

f rasources. These organizations think and develop different strategies far Natural Resourcas

Managemanl

L A main focus of integrated natural resources management s the coordination of a wide

L when it comes to natura

i A

State agencies for maximum benefit.

- An ecosystem is a community of
ditferent species of plants and animals that
intaract with one another and with the chemical
and physical components that make up the non-
living environment, such as sall, water, and
nutrients, Ecosystems perform fundamental lite-
support services that sustain human populations
including cycling and moving nutrients, purifying
water, filtering aerial poliutants, moderating
drought and floods, and pollinating crops and

i

thal regional resources are protected. It is important to work

(155)

array of scientific disciplines, muitiple resaurce types, and the federal and State agencies that have
the primary responsibility for managing these resources. Interagency and Intergovemmental

Environmental Planning provides an outline of interagency cooperation as well as the legal
requirements under the Intergovemmental Coordination. Each agency has its own focus and mission
| resources management, which can create challanges but also ensures

with local offices of these federal and

other plants. Most of these life-suppont services
cannot be replicated by technology. Preservation
and protection of ecosystems requires that both
the physical environment and communities of
spacies be protected. It is also gritical that the
relationships batween species be protected. Each
species depends on the supporting framework
provided by the physical environment, plants, soil,
microorganisms, amphibians, reptiles, insects,
algae, and sediment-dwelling organisms - all the

P i———-—
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ecosystem elements interact to form a dynamic
systern that is interdependent (Benckiser, 1857,
Killham, 1994). The ecosystem approach to
natural resources management aims to protect
the abiotic and biotic components of ecosystems
as a way of ensuring the integrity of the whole
system. The continued functioning of ecosystems
is also highly dependent on many of the chemical
and physical processes occurring in the
ecosystem. An action that would disrupt chemical
equllibria has the potential of causing adverse
impacts to other components of the ecosystem.
Ecosystem boundaries cannot be easily
delineated. It is Important to consider the impact
of actions on overdapping habitats that may be
onty partially found on Air Force lands. Thensfore,
both the Alr Force and outside entities must
manage the resources on a regional scale for
aptimum benefit,

Wetlands
Wetlands are areas that are covered by

water ar that have waterlogged solls for significant
periods during the growing season and support
characleristic vegetation, They are very important
to the health of an ecosystem. They help filter
poliutants out of water, provide habital for wildlife
species, and serve as buffer zones to protect
shorelines from erosion. Natural resources
managers should determine how wetlands fitinto
the ecosystems they manage.
Watershed and Fioodplains Protection

A watershed Is an area that collects
precipitation and drains it into surface water
bodies. also known as “drainages” or river or
stream “basins.” Watersheds generally include
lakes, rivers, estuaries, wetlands, streams, and
the surrounding landscape. Natural resources
managers should determine how to plan and work
toward an economically healthy and
environmentally sound watershed. Planning
entalls delineating the watershed and mapping
the land in detail, including infrastructure,
topography, hydrology, natural resources, soil
types, land uses, municipalities, and potential
poliution sources. The U.S. Geological Survey

BN

(USGE) Earth Science Information Center, the
EPA, and the NRCS are good sources for this
information. 4

A floodplain is the area a river may use
when t is at fiood stage and may include an area
much larger than the river channel itself, It is the
goal to reduce the risk of flood loss; minimize the
impacts of floods on human health, safety,, -
welfare; and restore and preserve the natural and
beneficial values of floodplains.

The Federal Emergency Management
Agency (FEMA) has developed maps under the
National Flood Insurance Program that show the
locations of floodptains. These can help managers
locate floodplains and develop ways to manage
floods. Therefore, the Installation will nesed to
develop these them, It is important to note that
fioodplain delineation will change over time due
to construction within the floodplain from both on
and off base activities.

Coastal and Marine Resources

Coastal and marine resources include
beaches, coral reefs, estuaries, and marine
organisms. Many bird and fish species rely on
the estuary habitat for their survival, including
cerain Threatened and Endangered (T/E) specles
Each installation’s INRMP should be consi
1o the maximum extent practical, with the goals
of the State’s coastal zone management program.
All federal facilities whose actions may affect coral
reef ecosystems must prolect and enhance the
conditions of the ecosystem and ensure thatany
of these actions will not degrade the conditions
of the coral reef ecosystem.

Fish and Wildlife Management

Fish and wildlife (including reptiles,
amphibians and Insects) are a key indicator of
the health of an ecosystem and can help define
the boundaries of an ecosystem. Where the
habitats and ranges of species extend beyond
the boundaries of installations, cooperation with

State and feder clos is critical 1o the
magemrﬁﬂ%a
/ ;l‘(.;" o ft

Forests




o
s
58

ga
ne

nd
nd

mt
he

ea

ge

1o
sat
[§]=]

Jdai: '

ine|

ing
as.
it
als

.
the C

any
05

es,
rof
fina
the

with
the

— g

to maintain and enhance ecological integrity o
support the military mission, maintain a biological
balance in the forest community, and to protect
watersheds and wildiife habitat. Any installation
having over 500 acres of commercial forest land
must develop a forest management component
plan as part of the INRMP that includes plans for
timber harvest, fire management, reforestation,
timber stand improvement, roads
and trails, and plans for multiple use. Integrated
Natural Resource Management, timber should
never be harvested for shorn-term profit at the
expense of long-term sustainability.
Agricultural Outleasing

*Agricultural outleasing for cropland and
grazing can be used to maintain ecologically
sound stewardship of public lands. Qutleasing
can produce a cash flow o sustain the outleasing
program, enhance other aspects of the natural
resources management program, and reduce the
maintenance costs of semi-improved lands.
However, all agricultural operations must be
compatible with the military mission and long-

term ecosystermn management goals.”
Grounds Maintenance and Land
Management

Land management and grounds
maintenance are essential in the preservation and
effective management of an installation’s
ecosystems. Landscape development, design,
and maintenance should minimize irrigation,
pollution, and manpower needs while providing
for an area that is traditional, compatible, and
complimentary to the natural setting.

. Pesticide management and urban
forestry also play major roles in the planning and
development of installation lands, Pest
management programs are required to be safe,
effective, and environmentally sound while
reduging poliution and other risk factors associated
with pesticide use. Urban forestry plans should
include the use of native vegetation to beautify,
reduce pollution, improve habitats, and protect
the watershed. Invasive species are also a factor
in land management. It is the duty of federal

=12 |

agencies to prevent and control the introduction
of invasive species by researching, monitonng,
and responding to the removal of these species
and restoration of native species and habital. The
maximum use of regionally native plant species.
avoiding exotic species, reducing chemical usage,
and reducing maintenance inputs in terms of
energy, water, manpower, eguipment, and
chemicals.
Geographic Information Systems

A geographic information system (GIS)
is a computer-based tool for collecting, managing,
and analyzing spatially referenced and associated
attribute data. Information in a GIS is stored in
layers and linked together geographically. Used
by Individuals, government agencies,
organizations, and industry, GIS presents a
powerful tool to create maps, integrate information,
visualize scenarios, solve complex problems and
develop effective solutions. Managers can
implament the capabillties of a GIS to watershed,
wetlands, wildiife, and various other natural
resource management applications. There are
several organizations that can assist in the
development of a GIS, including the National
Center for Geographic Information and Analysis
(NCGISA) which is dedicated to basic research
and education in geographic information science.
Today the Indian Government also focuses on the
Environmental Sciences. They are Introduce
difarent plans for the Environmental Protection
also the made the provision in Law.
Strategies, Policles and Plans

The Agricultural Development Strategy
was revised in 1993, as the national strategy on
sustainable agriculture and rural development
(SARD). The Strategy is essentially based on the
policy on food security and alleviation of hunger.
Areglonally differentiated strategy, based on agro
climatic regional planning which takes into
account agronomic, climatic and environmental
conditions, will be adopted to realize the potential
of growth in every region of the country. The thrust
will be on ecological, sustainable use of basic
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such a way that it serves the objectives of
accelerated growth, employment and alleviation
of hunger. In the Ninth Plan, targets will be
achieved through a regionally difterentiated
strategy based on agronomic, climatic, and
environment-friendly conditions India’s National
Water Palicy (NWP) was adopted In September
1687, The National Water Resources Council
(NWRC) under the Chairmanship of the Prime
Minister lays down the NWP, reviews development
plans and advises on implementation. The Policy
envisages strategies covering ground water
development, water aflocation priorities, drinking
water, imgation, water quality, water zoning, water
conservation, flood control and management. In
the contaxt of water use, the main Issues are the
pricing of water for various end uses including
drinking, irrigation and industrial use. The NWP
of the Govemment of India accords highest priority
to drinking water supply. The State Gaovemments
in India make their water policies within the overall
framework of the NWFP.
Major Groups Involvement

The Panchyali Raj Institutions (PRIs) will
function as effective institutions of local self-
governance and they will prepare plans for
economic development and social justice and
implement them, The PRIs will be the umbrellas
for the integration of sectoral programmes with
poverty alleviation and rural development
programmes, The Council for Advancement of
People’s Action and Rural Technology (CAPART)
will continue to provide projected financial
assistance to voluntary organizations, which will
have to piay @ more dynamic role in empowering
the poor through advocacy, awareness generation
and formation of Sell-Help Groups (SHGS) during
the Ninth Plan, In order to promote people's
participation and create awareness, the practicing
farmers, village youth and school dropouts are
working as focal points for dissemination of
information e.g. on low cost technology and
producing plant material for conservation

Measures.

Programmes and Projects

+ Major activities to implement the SARD policy
are as follows:

+ Development of crops based on regionally
differentiated strategy '

+ Development of Horticultural crops

+ Adequate and timety delivery of core Inputs

+ Integrated Pest Management

« Greater use of bio-fertilizers and bio-technoloov

+ National Agricultural Technology Project
+ Ralned fanming and Watershed Management [
+ Soiland Water Conservation
+ Animal Husbandry and dairying
+ Development of fisheries
+ Agricultural research and education
+ Development of Human resources

The major thrust of the agricultural
development programmes in India fs on fmproving
the efficiency in the use of scarce natural
resources, namely, land, water and energy. This

can be achieved only through improved productivity
in a cost-effective manner, which alone could
Increase the weifare of the farmers and agricultural
|abor, Balanced and integrated use of fertilizers,
agricultural credit, institutional support,
accelerated investments in agriculture, enhancing
the competitiveness of agro-exports, creation of
additional irrigation facilities etc. have been g
encouragement through various schemes a
activities of the Government of India. A wide range
of approaches have been employed to address
problems of land degradation, some of which
include :-

+Prevention of soil loss from the catchmenls
+Promotion of multi-disciplinary Integrated
approach to catchment treatment.
simprovement of land capability and moisture
regime in the watersheds.

+Promation of land use to match land capability =

+Reduction of run-off from the catchments 1o
reduce peak flow Into the river systam.

sUpgrading of skillsin the planning and execution
of watershed deVEICPIORL
sincrease _..ﬁi%i'
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production.

+|dentification of critical degraded areas,

+ Generation of data on land suitabllity and
capability for regulating land use.

» Preparation of soil resource map and inventory
of soil and land resources.

+Development of technical skills in soil and water

conservation
National Environment Awareness Campaign

) :

The Ministry of Environment & Forests
has been conducting a country-wide National
Environment Awareness Campaign (NEAC) every
year since 1986 with the objective of creating
environmental awareness among each and every
citizen of the country, Fourteen such campaigns
have so far been held, with the participation of
NGOs & Community Groups, Youth & Women
Organisations, Schools, Colleges & other
Educational Institutions, Army Units and
professional Groups.

Mass Awareness Campaign
Besides the NEAC described above

another new programme “Mass Awareness
Campaign” is also being launched with the
objective of spreading wide awareness about
environmental issues and sensitizing people,
institutions and industry to the necessity of
preserving a good environment. To begin with,
five themes have been identified with the view 1o
launching focused campaigns.

These themes include: Clean Air, Clean Water,
Bio-diversity, Conservation, Management of
Wastes

Eco-Clubs :

Since the youth of today are the citizens
of tomorrow, a special programme for creating
awareness specifically among school students,
is also being implemented by the government.
Known as the Eco clubs programme, the main
objectives of this programme are to educate
childran about thelrimmediate environment and
impart knowledge about the eco-systems, their
inter-dependence and thelr need for survival,
through visits and demaonstrations and to mobilize

youngsters by instilling In them the spirit of
scientific inquiry into environmental problems and
involving them in the efforts of environmental
presarvation.
MNational Green Army

The Eco-Clubs programme is being
intensified and expanded with a view to covering
the entire country. [t is proposed 10 ralse a
‘National Green Army’ through the Eco clubs with
the objective of spreading environmental
awareness and to mativate school children to
carry out action based programmes for protection
and impravement of environment. Under this
programme, itis proposed to set up about 50,000
Eco clubs all over the country. The members of
these Eco-clubs would organize and conduct a
sories of activities on specific environmental
themes that are of local relevance and imporance.
Challenges

It is estimated that about an average
16.75 to/halyear of soil are lost through erosion
every year in India i.e. more than 5,000 million
tons of topsoil is eroded annually. A close look at
the present health of the soil and water resources
reveals their wanton misuse and degraded
environment. Almost 173.64 m. ha. covering
slightly half of the country, are threatened Dy
varous types of degradation such as salinity,
alkalinity, water logged areas, ravinous and
gullied lands, areas under ravages of shifting
cultivation, desertification, etc. About 800
hectares of arable land are belng lost annually
due to ingress of ravines. There are specific
problems of land degradation due to open cast
mining operations using good productive land for
brick kilns coastal erosion and seawater ingress,
excessive erosion and land slides in the crumbling
hill areas. Our forests and grasslands have been
over exploited. Frequent occurmences of fioods and
droughts in different pans of the country are
gvidence ol improper land use in the catchments
and inadequate conservation of rainwater. The
probiem of land degradation has brought us face
to face with the ever increasing depletion of the
productivity and the basic land stock through
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Natural resources are naturally ocourming
substarces thatare considered valuable in their
relatively unmodified {natural) form. A natural
rasource’s value rasts in the amount of the
material available and the demand for it The latter
is determined by i1s usefulness o production. A
commodity 15 generally gonsidered a natural
resource when the primary activities associated

1o creation, Thus mining, petroleum extraction,
fishing, hunting. and forestry are generally
considered natural-resource industries, while
agriculture is not. Natural resources are mostly
classified into renewable and non-renewable

living resources {ﬁsh,raindaaf.mﬂeﬂ. and forests,
for example). which can restock (renew)
themselves il they are not Wmvhamiﬂdbiﬂmﬂd
sustainably, Once ranewable resources are
gonsumed at a rate that exceeds their natural
rate of replacement, the standing stock (soe
renawab‘lamm} will diminish and eventually run
out. The rate of sustainable use ol a renewable
resource is determined by the replacement rate
and amount of standing stock of that particular
resource. Norn-iving renewable natural resources
include soll and water.
Flow renewable resources are very
like renewable resources, only they do not need
regeneration, unlike renewable rasources, Flow
renewable resources include wind, ides and solar
radiation Resources can also be classified onthe
basis of thelr origin as biotic and abiotic. Biotic
resources are derived from living organisms.

resources ane also abiotic resources some of
which are derived  from nature.

refining itinto @ purer, directly usable form, {e.g.

L B

metals, refined oits) are generally considered
natural-resource activities, even though the latter
may not necessarily occur near the former.
Natural resources are natural capital converted

" 1o commodity inputs 10 infrastructura! capital

processes. They include soil, timber, oil, minerals,
and other goods mhanmnrlesshunmﬁarm
A nation's natural resources often
determine its wealth and status in the world
aconomic system, by determining its political .
eloped nations are those which~
are less dependenton natural resources for wealth,
due 1o their greater rellance on infrastructural
capital for production, However, some see a
resouros Curse whereby easily obtainabla natural
resources could actually hurt the prospects of a
national economy by fostaring political comuption.
In recent years, the depletion of natural capital
and attempts to move o sustainable development
has been a major focus of development agencies.
This is of particular concem in rainforest
regions, which hold most of the Earth's natural
plodiversity - lrreplac:mblegmﬁc natural capital.
Conservation of natural resources is the major |
tocus of natural caphalism, environmentalism, the
acology movement, and Green Parties. Some
view this depletion as-a major source of social
unrest and conflicts In developing nations.
Some non-renewahle resources can be
renewable but take an extremely long time tud)
renew. Fossil fuals, for example, take millions of
years to form and soare not considered
‘renewable’, Sustainable forest management
(SFM) Is the management of forests
1o the principles of sustainable development. It is
also the current culmination In a progressicn of
basic forest management concepts preceded by
Sustainable forestry and sustainable yield forestry
bafore that, Sustainable forest management s

the term currently used to describe approaches =

1o forest management that set very broad social,
economic and envi ronmental goals, A range of
forestry institutions now practice various forms of

i forestmanagementanda broad range
of methods and tools are available thal have been
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over time.

The Forest Principles adopted at The
United Nations Conference on Environment and
Development (UNCED) in Rio de Janeiro in 1992
captured the general intemational understanding
of sustainable forest management at that time. A
number of sets of criteria and indicators have
since boen developed to evaluate the achievemant
of SFM at both the country and management unit
level. Thase were all attempts to codify and
provide for independent assessment of the degree
to which the broader objectives of sustainable
forest management are being achieved inpractice.
Natural resources thal gqualify as
renewable resources include oxygen, fresh water,
timber, and biomass. However they can become
non-renewable resources if used at a rate greater
than the environment's capacity 1o replenish them.
For example, groundwater may be removed from
an aquifer at a rate greater than the sustainable
recharge. Removal of water from the pore spaces
may cause permanent compaction (subsidence)
that cannot be reversed.
Renewable resources may also include
commodities such as wood, paper, and leather.
Furthermore alcohol is also a renewable source
of energy, similarly, cils from plants and seeds
can used as even as a substitute for non-

tested

renewable diesel, last but not [east methane is
also considered as a renewable source of energy.
Gasoline, coal, natural gas, diesel and other
commedities derived from
fossil fuels are non-renewable. Unlike fossil fuels,
a renewable resource can have a suslainable
yleld. Management of Naiural Resources broadly,
farmers have indicated three ways to protect
resources by means of traditional technology.
They are mechanical, agricultural and vegetative.
Conclusion

Today the whole ecosystem is
imbalance. Due 1o this the different threats are
created on the Earth. The main reason of his is
human being. The human being destroyed the
natural resources. He is not maintaining the
balance of the natural resources. But now there
is a need to protecting & conservation of natural
resources 1o avoid the future threats. So this 15
the responsibility of each and every human being
to use property the natural resources and should
not polluted and disturb the ecological system. If
this responsibility is not understood by the human
then right now he will suffer with dangers threats
which he never imagines. Otherwise one day
Environment will take the revenge, So this is
opportunity 1o take care of the ecosystem and
create the good future.
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