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Introduction

As a primary risk factor, the volatility characteristics of stock

returns have been one of the key topics examined in finance

literature. Numerous studies on this subject have found

significant support in favor of the existence of conditional

variance in stock returns. However, these are no consensus in the

answer to the question of why we observe these autoregressive

effects in the conditional variance of many variables. There are

several possible explanations for the existence of ARCH effects.

One possibility is the existence of autocorrelation in the news

arrival process (Diebold and Nervole (1989)). If information

reaches the market in clusters then we should observe volatility

serial correlation. Another explanation for volatility clustering in

financial variables is related with the time it takes market

participants to fully process information. Therefore, following

this explanation, it is agents' slow adaptation to news what

generatesARCH-GARCH effects (Brock and LeBaron (1996)).

Although there is no a clear-cut consensus regarding the

underlying rationale for the ARCH and GARCH effect in stock

returns, one of the predominant theoretical justifications has been

the mixture of distributions hypothesis (MDH hereafter). MDH,

as put forward by Clark (1973), Tauchen and Pitts (1983) and

Lamoureux and Lastrapes (1990), alleges that the conditional

heteroscedasticity in stock returns can be explained by a serially

correlated mixing variable that measures the rate at which

information is transmitted to the market. These authors have

shown that the information arrivals stemming from the existence

of exogenous variables can be identified by the mixture of

distributions, and that these variables exhibit time-varying

ARCH effect.

Indian studies have failed to take the phenomena of volatility

persistence/volatility clustering in return-volume relationship.

As cited in Ahmed et al., (2005), financial time series behave in

such a way that does not conform to the normality distribution.

Hence, the volatility observed in the market is a natural

application for the autoregressive conditional heteroscedasticity

(ARCH). To observe this phenomena, ARCH model introduced

by Engle (1982) and Bollerslev's (1986) generalized ARCH

(GARCH) model is used in many studies (for e.g. Schwert

(1990), Lamoureux and Lastrapes (1990) and Kim and Kon

(1994)). The GARCH specification allows the current

conditional variance to be a function of past conditional

variances. Therefore, the current study investigates return,

Volume and GARCH Effects:
Evidence from Indian Stock Market

ABSTRACT

The GARCH specification allows the current conditional variance to be a function of past conditional variances.

Therefore, the current study investigates return, volume and volatility relationship in Indian stock market using

GARCH model. Moreover, an attempt has been made to examine the volatility persistence in Indian stock market using

daily data of closing prices and volume of NSE Indices from their inception till June 2007.

The result of GARCH (1,1) model indicate the presence of information asymmetry, inefficiency and leverage effect in

Indian stock market. There is not significant reduction in volatility persistence even after inclusion of volume in

variance equation. Simultaneous trading participation of informed and uniformed traders increases information

asymmetry because later trades on noise rather than on information, which induces jumps in the price changes and

results into volatility clustering

Keywords: GARCH (p,q), Volatility Persistence/Clustering.

JEL Classification: C32, G14.

Dr. Sarika Mahajan*
Dr. Balwinder Singh**

* Assistant Professor, Lala Lajaptrai Institute of Management, Mumbai
** Reader, Department of Commerce & Business Management, Guru Nanak Dev University, Amritsar



3Volume and GARCH Effects: Evidence from Indian Stock Market

volume and volatility relationship in Indian stock market using

GARCH models. The remainder of the paper is as follows.

Section I reviews the literature. In section II, the methodology

and data employed are presented. In section III, the key results

from the empirical investigation are reported and in section IV

conclusions are drawn

This linkage has been documented for the U.S. stock market by

Andersen (1996), Gallo and Pacini (2000), Kim and Kon (1994)

and Lamoureux and Lastrapes (1990) and for the UK stock

market by Omran and McKenzie (2000). In general, the bulk of

empirical studies have found evidence that the inclusion of

trading volume in GARCH models for returns results in a

decrease of the estimated persistence or even causes it to vanish

(Bohl and Henke (2003)).

The use of GARCH models in the study of price-volume

investigation has been pioneered by Lamoreux and Lastrapes

(1990), who found that the GARCH effect in stock returns (i.e.

the persistence of stock return variance) disappears when trading

volume was included in the conditional variance. Similar results

are achieved in various studies using different countries. To name

a few, Bohl and Henke (2003) in Poland, Gallagher and Kiely

(2005) in Ireland, Pyun et al., (2000) in Korea, Wang et al., (2005)

and Gallo and Pacini (2000) in the U.S, have all concluded that

trading volume, serving as an appropriate proxy for information,

significantly reduces the volatility persistence in those countries.

Sharma et al., (1996) re-examined the findings of Lamoureux and

Lastrapes (1990) and found that the introduction of volume as an

explanatory variable in the conditional variance equation

dampened but did not eliminate the GARCH effects completely

(as they did for individual stock return in Lamourex and

Lastrapes (1990) study). This difference in results leads us to

contend that while GARCH effects for individual stocks arise

from time variation in information arrival as proxied by trading

volume, volume may be a poor proxy for market-level analysis.

This may explain why the introduction of volume in the

conditional variance equation does not lead to a complete

disappearance of the GARCH effects in case of Sharma et al.,

(1996). Likewise, Huang and Yang (2001) in Taiwan, Chen et al.,

(2001) in nine developed markets, Salman (2002) and Yuksel

(2002) in Turkey and Ahmed et al., (2005) in Malaysia,

concluded that persistence in return volatility remains even after

volume is included in conditional variance equation, results in

conflict with MDH (Baklaci and Kasman (2006)).

On the basis of above-mentioned studies, it can be concluded that

financial literature has documented the various flavours of the

price-volume relationship especially in developed stock markets.

By contrast, relatively little attention has been devoted to this

relationship in India. Moreover, the studies have failed to take the

phenomena of volatility persistence/volatility clustering in such

relationships. Therefore, through current study, an attempt has

been made to examine the volatility persistence in Indian stock

market.

The current study has covered the 5 major indices of National

Stock Exchange (NSE) of India (leading stock exchange in

India) from their inception till June'07 (see table 1).

We have taken daily closing prices of indices for calculating

return. The daily stock returns are continuous rates of return,

computed as log of ratio of present day's price to previous day's

price . To proxy return volatility, a squared

value of daily stock returns is calculated as advocated by Lee and

Rui (2000), and Mestal et al., (2003). Further, trading volume

data has been obtained from CAPITALINE DATABASE.

The volume series is expressed as:

Where VOL is the number of the shares traded at time t and

ln( ) is the natural logarithm operator. The utilization of the

natural logarithm of the volume series will improve their

normality.

Time series analysis requires that series under examination

should satisfy certain properties otherwise the analysis may

lead to spurious interpretations. In the current study, stock

prices have been found to be stationary at levels through

Augmented Dickey Fuller (ADF) and Philips Peron (PP) tests.

Prior to examining the impact of derivatives trading on cash

market volatility, it is important to study the distribution of

returns, which has been documented through descriptive

statistics in table 2.

Financial time series such as stock prices often exhibit the

phenomena of volatility clustering. Thus in most cases,

financial time series behave in such away that does not

conform to the normality distribution. Hence, the volatility

observed in the market is a natural application for the

autoregressive conditional heteroscedasticity (ARCH). To

observe phenomena, ARCH model introduced by Engle (1982)

and Bollerslev's (1986) generalized ARCH (GARCH) model is

used. The GARCH specification allows the current conditional

variance to be a function of past conditional variances,

allowing volatility shocks to persist over time. Therefore, the

present study divert the research by applying GARCH (1,1)

I .Literature Review:

II. Data Base and research Methodology:

Table 1 Brief Description of the Samples to be used in this

Study

(i.e. R = ln (P /P ))

Volume = ln (VOL )

Methodology

t t t-1

t t

t

Sample No. of Observations Period

NIFTY 2628 1997-2007

NIFTY JUNIOR 1629 2001-2007

CNX 100 391 2005-2007

CNX 500 1601 2001-2007

CNX MIDCAP 481 2005-2007
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framework which provides insights into the interactions that

are not apparent in an ordinary least squares model. In

particular, to test whether the positive contemporaneous

relationship between trading volume and returns exists, the

following GARCH (1,1) model is estimated where volume is

included in mean equation.

Where h

is the coefficient of

GARCH term with order j to q. The conditional volatility as

defined in equation (2

and the forecasted volatility from the previous period

called GARCH component expr h

1, which secures covariance

stationarity of conditional variance. A straightforward

interpretation of the estimated coefficients in equation (2

represents how volatility is affected by

current and past information respectively. Moreover, the

shows that shocks to

conditional variance take a long time to die out, thus volatility

is persistent. Large GARCH error coefficient indicates that

volatility reacts quite intensely to market movements. As

pointed out by Lamoureux and Lastrapes (1990), a GARCH

(1,1) specification is a parsimonious representation of

conditional variance, while it fits comfortably with many

economic time series (e.g., Bollerslev (1986)).

Further, to investigate whether trading volume explains the

GARCH effects for returns, GARCH (1,1) model with a

volume parameter in the variance equation is estimated.

Prior to discussing GARCH (p,q) model results, table 2 discusses

the descriptive statistics to assess the distribution properties of

return and volume series. Significant Jarque Bera statistics

clearly rejects the hypothesis, which implies that pattern of all

variables does not conform to normal distribution, which is the

precondition for any market to be efficient in the weak form.

t i

j

i t-i

j t-j

t

i j

i j

i j

j

is the conditional volatility, á is the coefficient of

ARCH term with order i to p and â

) is determined by three effects namely

the intercept term given by ù, the ARCH term expressed by

á å

essed by â . Parameters ù

and á should be higher than 0 and â should be positive in order

to ensure conditional variance h to be non-negative. Besides

this, it is necessary that á +â

) is

that the constant term is the long-term average volatility

whereas á and â

size of

parameters á and â determine the short run dynamics of the

resulting volatility time series. Large â

2

<

III. Results and Analysis:

Symbols Variables Count Mean Std. Dev. Skewness Kurtosis Jarque-Bera

NIFTY

Volume 2628 18.80396 0.739780 -0.101774 4.173069 79.32380*

Return 2628 0.000585 0.016049 -0.494965 7.505172 7.505172*

Volatility 2628 0.000258 0.000653 10.52354 198.1145 198.1145*

NIFTY

JUNIOR

Volume 1629 17.02453 1.145632 -1.054083 3.924180 360.9583*

Return 1629 0.000793 0.016573 -1.168219 10.44942 4152.405*

Volatility 1629 0.000275 0.000834 10.77845 168.9912 1908711.*

CNX 100

Volume 391 18.78800 0.344365 -0.688055 6.822514 273.0250*

Return 391 0.001274 0.015475 -0.730825 6.091972 193.4830*

Volatility 391 0.000240 0.000528 4.781422 33.12975 16529.26*

CNX 500

Volume 1601 18.95492 0.528576 -1.081801 5.988302 907.9752*

Return 1601 0.000858 0.014757 -1.067667 10.17247 3735.935*

Volatility 1601 0.000218 0.000651 13.30794 279.7699 5157222.*

CNX

MIDCAP

Volume 481 17.79605 0.300974 -1.107468 8.751855 761.3785*

Return 481 0.001148 0.015046 -1.276944 9.445291 963.2851*

Volatility 481 0.000227 0.000643 6.272945 50.35913 48105.74*

* Significant at 1% level of significance

Table 2 Descriptive Statistics of Indices (NSE)
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Further, skewness and excess kurtosis enshrine the evidence of

the nature of departure from normality. The empirical

distribution of the volatility series is positively skewed,

indicating a right tail of distribution, which shows asymmetry.

On the other side, negative skewness is observed for return and

volume, which has led the returns to be asymmetric and non-

normal and it can be verified from p value of Jarque-Bera test.

This table also reports that returns are asymmetric and highly

volatile. Risk averse

nature of the traders in the

market may be prominent

cause for the asymmetric

returns.

Table 3 provide the

estimated results of

e q u a t i o n 1 ( m e a n

equation) and equation 2

(variance equation),

w h i c h c o n v e y s

information relating to

a u t o r e g r e s s i o n ,

relationship between

v o l u m e a n d r e t u r n

(impact of volume on

return) and volatility

c l u s t e r i n g . M o v i n g

average is not part of

m e a n e q u a t i o n o f

GARCH es t ima t ion

because of incorporation

of volume dynamics

which itself is proxy for

information shocks.

Order of autoregressive terms has been decided on the basis of

SIC criteria. Autoregressive terms for all indices of NSE are

significantly different from zero, which suggest the predictability

of returns. Thus, the price discovery processes in the Indian stock

market do not conform to weak form efficiency hypothesis.

Further, positive impact of volume on return has been observed in

NIFTY, NIFTY JUNIOR and CNX 500 and thus supporting the

both mixture of distribution hypothesis and sequential

information arrival hypothesis.

Information about volatility persistence in Indian stock market

has also been observed in this table. The results of variance

equation in table 3 suggest that volatility of all NSE indices

persist over the sample period because estimated coefficients of

(ARCH) and (GARCH) are highly significant, consistent

with Lamoureux and Lastrapes (1990), Kim and Kon (1994),

Gallo and Pacini (2000) and Omran and McKenzie (2000) and

the sum of ARCH and GARCH terms (measure of volatility

persistence) is approximately equal to one. Among all indices,

NIFTY ranked first for volatility persistence (0.96). Presence of

volatility clustering refutes the EMH because volatility

clustering implies that large price changes are followed by large

price changes and small price changes will be followed by small

price changes, hence, the movement of return volatility is

predictable. Moreover the coefficient of ARCH term (effect of

new information set) is significantly lesser than the coefficient of

GARCH term (effect of previous information set) in all indices,

which again rejects the null hypothesis that price changes in the

Indian equity market is a function of new information shock and

past information set fails to predict subsequent price changes.

Further, to examine contemporaneous relationship between

volume and volatility and to investigate whether trading volume

explains the GARCH effects for returns, GARCH(p,q) model

(given in equation 3) with a volume parameter in the variance

equation is estimated and results are reported in table 4. Positive

impact of volume on volatility is found for CNX 100 and CNX

500. Significant and positive parameter of volume indicates that

current volatility is dependant on contemporaneous volume (i.e

there is positive effect).

In addition, table 4 reports that with inclusion of volume in

variance equation, ARCH and GARCH effects remain

significant in all indices, which is inconsistent with Lamourex

and Lastrapes (1990) who reported that ARCH and GARCH

effects become insignificant with inclusion of volume. This

finding indicates that additional information about the variance

of the stock return process exists after accounting for trading

volume, and is consistent with the proposition that volume

provides information on the precision and dispersion of

information signals, rather than serving as a proxy for the

information signal itself.

á âi j

Symbol

Constant of

Mean

Equation

AR(1) VOLUME

Constant of

Variance

equation

ARCH

(1)

GARCH

(1)
LM (10)

NIFTY -0.020757* 0.088764* 0.001164* 1.00E-05* 0.131067* 0.834155*
1.035311

(0.410473)

NIFTY JUNIOR -0.019241* 0.177831* 0.001221* 2.27E-05* 0.210681* 0.700675*
1.289566

(0.230676)

CNX 100 0.060004* 0.065067 0.003081 1.15E-05* 0.189424* 0.760469*
0.636732

(0.782308)

CNX 500 -0.038069* 0.132635* 0.002085* 1.58E-05* 0.171871* 0.747016*
0.642268

(0.778305)

CNX MIDCAP -0.009861 0.161454* 0.000684 2.41E-05* 0.271267* 0.602432*
1.248440

(0.257650)

Table 3 GARCH (p,q) Model Estimation for Volume-Return Relationship

* Significant at 1% level of significance, ** Significant at 5% level of significance, *** Significant

at 10% level of significance, AR= Autoregression, Volume is included in mean equation, LM=

Langrage Multiplier Test Statistics, NA= Not Applicable.
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For more clarity regarding power of volume in capturing

GARCH effects (volatility persistence), table 5 (comparision

between GARCH models with and without volume in variance

equation) is created on the basis of tables 3 and 4, which depict

that there is not significant reduction in volatility persistence

even after inclusion of volume in variance equation consistent

with Bwo and Yang (2001). Therefore, our results for Indian

stock market (both BSE and NSE indices) show weak support

for the MDH model.

a- Sum of ARCH and GARCH term without volume in

variance equation.

b- Sum of ARCH and GARCH term with Volume in variance

equation.

This finding leaves the possibility that there may be other

variables besides volume that contribute to the heteroscedasticity

in market indicator returns. Therefore, we expected that while

volume may be a good proxy for information arrival (on the

assumption that the return generating process is a mixture of

distributions) the same may not be true for the market as a whole.

In other words, for index-based analysis, volume may not be

good proxy for information arrival.

In a nutshell, the persistent volatility of NSE indices perhaps has

its root in the way it assimilates and disseminates information

contents. There is no significant reduction or change in volatility

persistence even after trading volume is included in the

estimation. The failure to support (weak support) the MDH in the

Indian market can be attributed to some factors. First, majority of

the participants are short-term individual investors who fervently

engage in speculative activities. Lacking fundamental analysis,

their behavior can be characterized by overreaction to news

announcements. Second, the price limits imposed by SEBI do

contribute, to some extent, to the persistent of return volatility.

The results of variance equation of GARCH(p,q) suggest that

volatility of all NSE indices persist over the sample period as

estimated coefficients of (GARCH) are highly

significant and the sum ofARCH and GARCH terms (measure of

volatility persistence) is approximately equal to one. It reflects

that there is time gap in processing new information. Indian stock

market has been driven by retail participants who have little

knowledge regarding technical and fundamental analysis.

Moreover, uninformed investors create noise in the market by

following the trading pattern of informed investors, which leads

to volatility shocks in the market. Noise traders take time in

processing the new information because information is arriving

in sequential form to traders. Thus, persistence of volatility

shocks in returns is observed.

These evidences imply that Indian stock market is not efficient in

weak form. Positive impact of volume on return highlights the

relevance of volume data to traders. Predictability of return is not

only dependent on lagged returns but on trading volume. Thus,

before taking final decision in stock market, rational investors or

traders must collect complete information by studying the joint

dynamics of return and trading volume instead of focusing only

on return dynamics. Moreover, existence of volatility persistence

in daily returns (volatility clustering) supports the information

asymmetry and inefficiency in market.

Further, there is not significant reduction in volatility persistence

even after inclusion of volume in variance equation. It means

small degree of persistence is absorbed by the volume series.

This finding leaves the possibility that there may be other

variables besides volume that contribute to the heteroscedasticity

in market indicator returns.

Table 5 Power of Volume in Capturing GARCH Effects

(NSE)

IV. Conclusion:

á (ARCH) and âi j

Symbol

Constant of

Mean

Equation

AR(1) AR(2)

Constant of

Variance

Equation

VOLUME
ARCH

(1)

GARCH

(1)
LM(10)

NIFTY 0.001335* 0.094777* NA 0.000113* -5.22E-06* 0.139759* 0.803657*
0.844403

(0.585619)

NIFTY

JUNIOR
0.001611* 0.203511* -0.067953* -4.78E-06* 1.58E-06 0.206533* 0.707015*

1.290078

(0.230386)

CNX 100 0.002177* 0.052126* NA -0.000304* 1.70E-05* 0.186359* 0.737988*
0.484775

(0.899828)

CNX 500 0.001475* 0.155303* -0.071012** -3.77E-05 2.80E-06** 0.166784* 0.753611*
0.610281

(0.806241)

CNX MIDCAP 0.002401* 0.180349* -0.114828** -0.000113 7.74E-06 0.296919* 0.581860*
1.108922

(0.353451)

Table 4 GARCH (p,q) Model Estimation for Volume-Volatility Relationship

INDICES (ái+âj )
c

(ái+âj)
d

NIFTY 0.96 0.94

NIFTY JUNIOR 0.91 0.91

CNX 100 0.94 0.92

CNX 500 0.91 0.91

CNX MIDCAP 0.87 0.87
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INTRODUCTION

OBJECTIVES OFTHE STUDY

RESEARCH METHODOLOGY

Type of research

Type of data source

Shipping service providers' problem analysis is critical to success

in the global market distribution network. This is a stage where

the Competitive advantage will increasingly come from the

supplier's ability to rapidly respond to changing customer needs,

for which effective logistics are the prime importance.

Ports have always been part of the maritime transport chain but

their full integration in the channel chain is a recent phenomenon.

Earlier chains were highly fragmented, uncoordinated and

inefficient. Ports were important but weak links in the chain.

Individual firms in the chain including ports were internally

rather than market-driven; their focus was on maximising their

own profit by being managed as stand-alone entities. Shippers

were more concerned with minimising transport cost to remain

competitive. For most shippers, therefore, the actual selection of

a port, shipping line, and land transport service providers was a

major logistics consideration because these elements of the

transport chain were perceived as significantly eroding value

created and thought to be delivered to end customers.

Competition was driven by cost; the quality of the service

provided was a secondary consideration.

Under these circumstances, the question of how a shipping agent

chooses a port as such was an important issue not only for

shippers but also for port managers, shipping lines, and policy

makers. It is then not surprising that research was called in to

shed light on the issue. In response, a number of studies on either

Inland Container Depot or port choice were undertaken and

published in economics and management journals using a

number of methodologies depending on the tastes and

knowledge of the researchers involved.

1. To analyze the problems of logistics service providers working

with the selected Inland Container Depots (ICDs) and Sea ports

2. To suggest the remedial measures to overcome these above.

It is a field research study wherein that the data collected from the

respondents are directly associated with the problem to be

analysed.

A Study on the Problems of Logistics Service
Providers with special reference to Coimbatore
ICDs, Tamilnadu.

ABSTRACT

The meaning of Logistics denotes the physical movement of goods and services from the place of manufacturer to the

people who really needs it. In other words, it is the moving process of supplying materials like purchasing, checking,

warehousing, storing, packing, loading and unloading. Nowadays, the firms are well aware of their sufficient

resources that can develop and sustain large-scale operation in the long run. In many places around the world bimodal

and trimodal inland container terminals have become an intrinsic part of the transport chain system, particularly in

gateway regions having a high reliance on global trade.

The main focus of the present study is to evaluate the problems of logistics service providers such as, Steamer agents,

Shipping agents, Freight forwarder and Cargo consolidator. The sampling frame taken for this study is the office

record of Steamer agent association in Coimbatore and though the population size is 420, the sample size taken for the

study is 210 only.

Key words: Logistics, Inland Container Depot, Shipment.

Dr. M. Ravichandran
Dr. R. Perumal

*
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The primary data were collected for this study.

Primary data were collected through a structured questionnaire

The total population of logistics service providers using ICDs

regularly is about 420 in Coimbatore District.

A sample frame is taken from CHA and Steamer agent's

Association offices at Coimbatore.

In Coimbatore District, three ICDs were taken for the study as

follows:

1. Container Corporation of India (CONCOR) Irugur,

2. CLPLLogistics Pvt. Ltd., (CLPL), Thudiyalur and

3. Central Warehousing Corporation (CWC), Singanallur

Three sea ports situated near Coimbatore district are namely:

1. Tuticorin Port

2. Chennai port and

3. Cochin port.

A random sampling method has been used in selection of

respondents.

The total size of population in all the three ICDs is estimated as

400. Out of which, 70 respondents from each three ICDs were

selected and the total number of respondents selected for this

study is 210.

This technique was used to rank the problems faced by the

logistics service providers in the study area. In this method, the

respondents were asked to give ranks according to the magnitude

of the problem. The order of merit given by the respondents were

converted into ranks by using the formula

Percentage position = 100 (Rij- 0.5)/ Nj

Where, Rjj = Rank given for i th factor by j th individual

Nj = Number of factors ranked by j th individual

The percentage position of each rank thus obtained is

converted into scores by referring to the table given by Henry

Garrett. Then for each factor the scores of Individual

respondents are added together divided by the total Number of

respondents for whom scores were added. These mean scores

for all the factors are arranged in the descending order, ranks

are given and most important problems are identified.

Primary data source

Population

Sample frame

Sample Units

Sampling Method

Sample size

TOOLS OFANALYSIS

Garret Ranking

PROBLEMS OF LOGISTICS SERVICE PROVIDERS

TABLE -1. PROFILE OF THE LOGISTICS SERVICE

PROVIDERS IN CONCOR.

S.NO PROFILE RESPONDENTS

NUMBER PERCENT

1 Designation a)Managing director 17 24.3

b)Functional Manager - -

c)Branch Manager 45 64.3

d)Executive 8 11.4

2 Educational

qualification

a)Non-graduate

4 5.7

b)Under Graduate 42 60.0

c)Post Graduate 8 11.4

d)Professional Degree 16 22.9

3 Year of

establishment

a)Before 1980

7 10.0

b)1980-1990 7 10.0

c)1990-2000 19 27.1

d)After 2000 37 52.9

4 Nature of

establishment

a)Steamer agent

14 20.0

b)Shipping agents 25 35.7

c)Freight forwarder 23 32.9

d)Cargo consolidator 8 11.4

5 Experience in

the field

a)Up to 2 years

17 24.3

b)2 to 5 years 28 40.0

c)5 to 8 years 13 18.6

d)8 years & above 12 17.1

6 Kind of Cargo

handled

a)Agriculture

3 4.3

b)Engineering 4 5.7

c)Textile 3 4.3

d)All 60 85.7

7 Need of ICD

services.

a)To avoid the

multiple truck use in

stuffing at Sea port

- -

b)To minimize the

risks in carriage of

goods

57 81.4



(Source: Primary data)

The above table revealed that 64.3 percent of respondents in

CONCOR are working as branch managers in their logistics

firms. The 60 percent of the respondents are graduates and 40

percent of respondents are having 2 to 5 years of experience in

their respective field. The 85 percent of respondents are doing

shipments other than agriculture, engineering and textile. The

majority of the respondents 81.4 percent are using the ICD

services to minimize the risks in movement of cargo and 100

percent of respondents chose the ICD based on availability of

operational conditions of equipments for handling or stuffing.

The 80 percent of logistics service providers have agreed that the

reason for difference in logistics costs are due to the difference in

basic tariff rates and 100 percent of respondents have adopted

CFR as INCOTERM.

Interpretation

TABLE -2. PROFILE OF THE LOGISTICS SERVICE

PROVIDERS IN CLPLLOGISTICS.
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c)To speed up the

documentation process

13 18.6

d)To avoid over

crowed at sea port

-

8 Criteria

considered

most important

in selecting

ICDs.

a)Availability and

operational conditions

of equipments for

handling/stuffing

70 100

b)Availability of FCL

facilities

- -

c)Distance between

factory and ICD

- -

d)Customers

preference

- -

9 Basis for the

change of cost.

a)Changes due to

Difference in basic

tariff

56 80

b)Local haulage 14 20

c)Availability of

handling equipments

- -

d)Vari ations in ICDs

tariff

- -

10 INCOTERM

used mostly in

shipments.

a)CIF - -

b)FOB -

c)CFR 70 100

d)Others - -

S.NO PROFILE RESPONDENTS

NUMBER PERCENT

1 Designation a)Managing director 7 10.0

b)Functional

Manager 6 8.6

c)Branch Manager 42 60.0

d)Executive 15 21.4

2 Educational

qualification

a)Non-graduate

9 12.9

b)Under Graduate 34 48.6

c)Post Graduate 18 25.7

d)Professional

Degree 11 15.7

3 Year of

establishment

a)Before 1980

28 40.0

b)1980-1990 17 24.3

c)1990-2000 13 18.6

d)After 2000 12 17.1

4 Nature of

establishment

a)Steamer agent

19 27.1

b)Shipping agents 19 27.1

c)Freight forwarder 26 37.1

d)Cargo consolidator 6 8.6

5 Experience in

the field

a)Up to 2 years

10 14.3

b)2 to 5 years 36 51.4

c)5 to 8 years 10 14.3

d)8 years & above 14 20.0

6 Kind of

Cargo

handled

a)Agriculture

5 7.1

b)Engineering 8 11.4

c)Textile 3 4.3

d)All 54 77.1

7 Need of ICD

services.

a)To avoid the

multiple truck use in

stuffing at Sea port

-

b)To minimize the

risks in carriage of

goods

56 80.0

c)To speed up the

documentation

process

14 20.0

d)To avoid over

crowed at sea port

- -



(Source: Primary data)

The above table revealed that the 60 percent of respondents using

CLPL are branch managers and 48.6 percent of the respondents

using CLPL are graduates. The 40 percent of respondents have

agreed that their firms were established before the year 1980. The

37.1 percent of respondents working in Freight forwarding firms

and the 51.4 percent of respondents are having experience

between 2 to 5 years. The 77.1 percent of respondents are doing

shipments other than agriculture, engineering and textile items.

The 80 percent of respondents felt that they need of ICD services

to minimise the risks in carriage of goods. The majority of the

respondents have agreed that the causes for change in total

logistics costs are due to the changes in basic tariff rates. The 97.1

percent of respondents have agreed that they use INCOTERM of

CFR in the shipment of cargo.

Interpretation

TABLE -3. PROFILE OF THE LOGISTICS SERVICE

PROVIDERS IN CWC.

11A Study on the Problems of Logistics Service Providers with special reference to Coimbatore ICDS, Tamilnadu.

8 Criteria

considered

most

important in

selecting

ICDs

a)Availability and

operational

conditions of

equipments for

handling/stuffing

2

b)Availability of FCL

facilities

1

c)Distance between

factory and ICD

-

d)Customers

preference

67 -

9 Basis for the

change of

cost.

a)Changes due to

Difference in basic

tariff

53 75.7

b)Local haulage

c)Availability of

handling equipments

14 20

d)Variations in ICDs

tariff

3 04.3

10 INCOTERM

used mostly

in shipments.

a)CIF - -

b)FOB - -

c)CFR 68 97.1

d)Others 2 2.9

S.NO PROFILE RESPONDENTS

NUMBER PERCENT

1 Designation a)Managing director 17 24.3

b)Functional Manager - -

c)Branch Manager 45 64.3

d)Executive 8 11.4

2 Educational

qualification

a)Non-graduate

4 5.7

b)Under Graduate 38 54.3

c)Post Graduate 13 18.6

d)Professional Degree 15 21.4

3 Year of

establishment

a)Before 1980

8 11.4

b)1980-1990 8 11.4

c)1990-2000 18 25.7

d)After 2000 38 54.3

4 Nature of

establishment

a)Steamer agent

12 17.1

b)Shipping agents 24 34.3

c)Freight forwarder 24 34.3

d)Cargo consolidator 10 14.3

5 Experience in the

field

a)Up to 2 years

19 27.1

b)2 to 5 years 26 37.1

c)5 to 8 years 13 18.6

d)8 years & above 12 17.1

6 Kind of Cargo

handled

a)Agriculture

2 2.9

b)Engineering 4 5.7

c)Textile 4 5.7

d)All 60 85.7

7 Need of ICD

services.

a)To avoid the multiple truck

use in stuffing at Sea port

-

b)To minimize the risks in

carriage of goods

50 71.4

c)To speed up the

documentation process

20 28.6

d)To avoid over crowed at sea

port

- -



8 Criteria considered

most important in

selecting ICDs

a)Availability and operational

conditions of equipments for

handling/stuffing

70 100

b)Availability of FCL

facilities

- -

c)Distance between factory

and ICD

- -

d)Customers preference - -

9 Basis for the

change of cost.

a)Changes due to Difference

in basic tariff

50 71.4

b)Local haulage 20 28.6

c)Availability of handling

equipments

- -

d)Variations in ICDs tariff - -

10 INCOTERM used

mostly in

shipments.

a)CIF - -

b)FOB - -

c)CFR 70 100

d)Others - -
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(Source: Primary data)

The above table depicts that the 64.3 percent of respondents

using CWC are branch managers and 54.3 percent are graduates.

The 54.3 percent of respondents recorded that their business firm

was established after 2000 and the 34.3 percent of respondents

are Freight forwarders category and 34.3 percent of respondents

are Shipping agents. The 37.1 percent of respondents are having

experience between 2 and 5 years in their respective field. The

85.7 percent of respondents have agreed that they do the

shipments cargo other than agriculture, engineering and textile.

The 71.4 percent of respondents felt that they are using ICD

services not only to minimise the risks involved in carriage of

goods but also the availability of operational conditions of

equipments for handling or stuffing. The 71.4 percent of

respondents replied that the reasons for change of logistics costs

are due to the differences in basic tariff rates. The 100 percent of

respondents have agreed that they follow CFR as INCOTERM.

(Source: Primary data)

The above table revealed that Lack of connectivity between road

and rail has secured higher mean score and stood at the top.

Followed by higher rate of tariff has secured the next higher mean

score and stood at the second place. Lack of supports from

Custom officers has secured next higher mean score and stood at

the third place. Lack of co-operation from officials have secured

next higher mean score and stood at the fourth. Non availability

of equipments for handling has secured the next higher mean

score and stood at the fifth place. Lack of assistance in getting

duty draw back facilities has secured the next higher mean score

and stood at the sixth

(Source: Primary data)

It is seen from the above table that among the five attributes, lack

of aassistance in getting duty draw back facilities has secured

higher mean score and stood at the top. Lack of supports from

custom officers have secured the next higher mean score and

stood at the second place. Lack of co-operation of officials have

secured the next higher mean score and stood at the third place.A

higher rate of tariff problem has secured the next higher mean

score and stood at the fourth place. Lack of connectivity between

road and rail has secured the next higher mean score and stood at

the fifth place. Inadequate space in ICD has secured the next

higher mean score and stood at the sixth place. Finally, a non

availability of equipments for handling has secured the least

mean score and stood at the last.

Interpretation

TABLE 4 PROBLEMS FACED BY LOGISTICS

SERVICE PROVIDERS IN CONCOR

Interpretation

TABLE 5 PROBLEMS FACED BY LOGISTICS

SERVICE PROVIDERS IN CLPL LOGISTICS

Interpretation

S.NO PROBLEMS SCORE

RANKTOTAL MEAN

1 Non availability of equipments

for handling 2728.57 38.98 5

2 Inadequate space in ICD 5500.00 78.57 2

3 Lack of co-operation of officials 3028.57 43.27 4

4 Lack of connectivity between

road and rail 6214.29 88.78 1

5 Higher rate of tariffs 714.29 10.20 7

6 Lack of supports from Custom

officers 4542.86 64.90 3

7 Lack of assistance in getting

duty draw back facilities 1771.43 25.31 6

S.NO PROBLEMS SCORE

RANKTOTAL MEAN

1 Non availability of equipments

for handling 942.86 13.47 7

2 Inadequate space in ICD 1300.00 18.57 6

3 Lack of co-operation of officials 4107.14 58.67 3

4 Lack of connectivity between

road and rail 2500.00 35.71 5

5 Higher rate of tariffs 3485.71 49.80 4

6 Lack of supports from Custom

officers
4714.29 67.35 2

7 Lack of assistance in getting

duty draw back facilities 5500.00 78.57 1
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TABLE -6. PROBLEMS FACED BY LOGISTICS

SERVICE PROVIDERS IN CWC.

Interpretation

TABLE -7. PROBLEMS FACED IN TUTICORIN PORT

Interpretation

TABLE 8 PROBLEMS FACED IN CHENNAI PORT

Interpretation

TABLE -9. PROBLEMS FACED IN COCHIN PORT

(Source: Primary data)

It is seen from the above table that among the five attributes lack

of connectivity between road and rail has secured the higher

mean score and stood at the top. Inaequate space in ICD has

secured the next higher mean score and stood at the second place.

Co-operation of officials has secured the next higher mean score

and stood at the third place. A non availability of equipments for

handling problem has secured the next higher mean score and

stood at the fourth. A higher rate of tariffs secured the next higher

mean score and stood at the fifth. Lack of assistance in getting

duty draw back facilities has secured the next higher mean score

and stood at the sixth place. Finally, a lack of supports from

custom officers have secured the least mean score and stood at the

last.

(Source: Primary data)

It is seen from the above table that among the five problems,

Traffic Congestion has secured the higher mean score and stood

at the top. A Lack of support from Customs officials has secured

the next higher mean score and stood at the second place. Non

aavailability of handling equipments has secured the next higher

mean score and stood at the third place.Anonavailability of berth

has secured the next higher mean score and stood at the fourth

place. Finally, a non availability of labourers have secured the

least mean score and stood at the last.

(Source: Primary data)

It is seen from the above table that among the five problems, non

availability of handling equipments has secured a higher mean

score and stood at the top. Non availability of birth has secured

next higher mean score and stood at the second place. A non

availability of labourers has secured the next higher mean score

and stood at the third place. A lack of support from Customs

officials has secured the next higher mean score and stood at the

fourth placed. Finally, the traffic Congestion has secured the least

mean score and stood at the last.

(Source: Primary data)

S.NO PROBLEMS SCORE

RANKTOTAL MEAN

1 Non availability of equipments for

handling 3100.00 44.29 4

2 Inadequate space in ICD 5400.00 77.14 2

3 Lack of co-operation of officials 4071.43 58.16 3

4 Lack of connectivity between road

and rail 6471.43 92.45 1

5 Higher rate of tariffs 2185.71 31.22 5

6 Lack of supports from Custom

officers 1314.29 18.78 7

7 Lack of assistance in getting duty

draw back facilities 1550.00 22.14 6

S.NO PROBLEMS SCORE

RANKTOTAL MEAN

1 Traffic Congestion 6000 85.71 1

2 Non availability of berth 2220 31.71 4

3 Non availability of handling

equipments 3240 46.28 3

4 Lack of support from

Customs officials 5020 71.71 2

5 Non availability of labourers 1020 14.57 5

S.NO PROBLEMS SCORE

RANKTOTAL MEAN

1 Traffic Congestion 1340 19.1 5

2 Non availability of berth 4840 69.1 2

3 Non availability of

handling equipments 5260 75.1 1

4 Lack of support from

Customs officials 2280 32.6 4

5 Non availability of

labourers 3780 54.0 3

S.NO PROBLEMS SCORE

RANKTOTAL MEAN

1 Traffic Congestion 2680 52.6 3

2 Non availability of berth 4720 67.4 2

3 Non availability of handling

equipments 5340 74.9 1

4 Lack of support from

Customs officials 1660 23.7 5

5 Non availability of labourers 2200 31.4 4
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Interpretation

FINDINGS OFTHE STUDY

REFERENCES

It is seen from the above table that among the five problems, non

availability of handling equipments has secured the higher mean

score and stood at the top. A non availability of birth has secured

the next higher mean score and stood at the second place. Traffic

congestion has secured the next higher mean score and stood at

the third place. Non availability of laborers has secured the next

higher mean score and stood at the fourth place. Finally, lack of

support from Custom officials has secured the least mean score

and stood at the last.

1. Among the seven problems in CONCOR, Lack of

connectivity between road and rail has secured higher mean

score and stood at the top and this is followed by High tariff

rates has secured and stood at the second place. Lack of

supports from Custom officers has secured next higher mean

score and stood at the third place.

2. Among the seven attributes in CLPL, Lack of connectivity

between road and rail has secured higher mean score and

stood at the top and this was followed by inadequate space in

ICD has secured next higher mean score and stood at the

second. Lack of co-operation of officials has secured next

higher mean score and stood at the third place.

3. Among the seven attributes in CWC, lack of aassistance in

getting duty draw back facilities has secured the higher mean

score and stood at the top and this was followed by Lack of

supports from Custom officers. This was secured the next

higher mean score and stood at the second. Lack of co-

operation of officials has secured next higher mean score and

this is in third place.

4. The management of Tuticorin and Chennai ports have to

reduce the traffic problem. At the same time, Cochin port has

to reduce the port charges and the cooperation of officials are

still to be enhanced.

5. The CONCOR has to increase the space of ICD according to

the increase of volume of shipments and customs officials

cooperation should be enhance.

6. The Chettinad Logistics P.Ltd.(CLPL) has to improve the

facilities of getting duty draw back to the logistics service

providers and al so the customs officials cooperation is to be

enhanced.

7. The Central Warehouse Corporation (CWC) should increase

the space of ICD and also the customs officials' cooperation is

to be enhanced.

8. The Tuticorin port management should redress the traffic

problem and the support of customs officials are to be

enhanced.

9. The Chennai port management has to increase the number of

berths and materials handling equipments.

10.The Cochin port management has to increase the materials

handling equipments and number of berths.

CONCLUSION

Generally the problems pertaining to inadequate infrastructure

facilities either at ICDs or Ports of this country are quite common.

It is the duty of administrator as well as the management has to try

to redress the issues regarding lack of facilities include

inadequate space for storage of goods, traffic congestion and

inadequate materials handling equipments. The CWC has to

ensure the cooperation of customs officials and CLPL has to

enhance the facilities of getting duty draw back to their

customers. There are some problems that are very common all the

ports include the traffic congestion, non availability of materials

handling equipments or berths. The port management has to take

adequate steps to overcome these above problems.
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Introduction:

Review of literature:

The rise of Internet, the creation of a global fiber-optic network,

and the rapid development of long distance communication

technologies has made it very easy for people all over the world to

work together. It created global platform that has allowed more

people to plug and play, collaborate and compete, share

knowledge and share work, than anything anyone have ever seen

in the history of the world. The new communication technology

gives teams a great advantage by providing many options such as

allowing employees to work from their homes locally or by

working together in teams across the continents which generally

termed as Virtual Organization. Virtual Organization is a virtual

workplace or office which a person can achieve and complete a

task electronically.

Virtual Organization is defined as a flexible network of

independent entities linked by information technology to share

skills, knowledge and access to others expertise in non-

traditional ways. The concept of virtual organization prompted

numerous discussions on the behavioral issues also the quality of

work life and quality of life.

This study is an attempt to know organizational behavior issues

like leadership, communication, emotion and work-family

balance etc in virtual organization. The effort has been made to

elaborate that how virtual organization affects on traditional

organizational behavior issues.

A virtual organization is a temporary network of independent

institutions, businesses or specialized individuals, which work

together in a spontaneous fashion by way of information and

communication technology, in order to gain an extant

competitive edge. They integrate vertically, unify their core-

competencies and function as one organization (or

organizational unit)( Fuehrer, Votalk 1997). Also

J. Burn, 1998) virtual organization is refer

to the temporary or sometimes permanent organization which

shares skills, knowledge, costs to complete the task in minimum

time of period from geographically dispersed area. In which

Virtual

organizations are electronically networked organizations that

transcend conventional organizational boundaries, with

linkages which may exist both within and between

organizations( .So the

Impact of E-Business on Quality of Life of
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ABSTRACT:

The term virtual organization is used to describe a network of independent firms that work together, often temporarily, to produce a

service or product. Virtual organization is often associated with such terms as virtual office, virtual teams, and virtual leadership.

The ultimate goal of the virtual organization is to provide innovative, high-quality products or services instantaneously in response

to customer demands. This new organizational concept as a response to unprecedented customer expectations and alternatives,

global competition, time compression, complexity, rapid change, and increased use of technology. It describes the virtual model as a

lead organization that creates alliances with groups and individuals from different organizations who possess the highest

competencies to build a specific product or service in a short period of time.

Virtual organization (virtual work) is the working environment where people work remotely across time, place and organizational

boundaries. In such flexibility and information technology is the most important characteristic and also Virtual Organization

mainly includes flexi time, flexi work and work from home concept. It largely affect on individuals personal life i.e. quality of life of

employees. Researcher's intention is to focus on impact of e-business on quality of life of an employee in an organization. Present

research is an effort to review various behavioral issues of employees related to quality of life which has influenced by the new

emerging technology i.e. e-business. This research concludes that various things related to quality of life of employees like virtual

organization saves cost of travelling, it helps to improve family relations, and relations with relatives etc.

Keywords: Virtual organization, quality of life, work from home, flexi time, work from office, IT, e-business.
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flexibility and information technology is the most important

characteristics.

Members of the virtual organization, in turn, create a network of

interdependent relationships. These relationships require firms to

be much more dependent on one another than they have been in

the past, demanding unprecedented levels of trust. Strong

interdependencies cause organizations' boundaries to be blurred

as competitors, suppliers, and customers enter into cooperative

agreements. These new relationships among firms obligate

organizations to use innovative management practices(William

Davidow and Michael Malone ,1992).And work-life boundary

flexibility will be positively related to trust in the organization i.e.

for organizational commitment, the key finding was that the

greater organizational support for non-work commitments,

which meant that employees were not required to sacrifice

personal demands in order to get ahead, generated greater trust

and in turn affective attachment to the organization (Doral Marks

2004).

Most of the virtual organizations have a high focus on core

competences, the use of ICT is not excessively high, almost all

networks are based on a long-term perspective, and the personal

ties between the partners in the networks seem to be important

(Marita Haas, Mathisas Noester 2007).

So, virtual organization is the new and advanced concept in 21

century which is mainly has effect on software employees who

generally, work for more than their office time schedule. Virtual

organization provides facilities like work from home, flexi time,

flexi work etc. and because of these facilities employees personal

and professional life can get affected. But the most important

factor in virtual organization is trust which is difficult to handle.

There are some benefits of the virtual organization which has

positive effect on the quality of life of employees which are as

follows:

Association between use of Internet services and quality of life'

carry out that' “Total Internet services is positively correlated

with the overall quality of life in terms of social-economic status,

self-esteem, social competence, psychological pressure and

physical health and also internet services usage could raise

people's satisfaction on the relationship with others such as

families, colleagues, friends”. Therefore Virtual Organization

mainly affect on quality of life (personal life) and quality of work

life (professional life) (Te-Hsin Liang 2009).

There are many advantages to both employees and employers in

the use of telecommuting, and while these are documented more

in depth elsewhere, they include more flexibility, fewer

distractions, reduced office space cost, compliance with

environmental regulations, increased productivity, and increased

talent pool (see Apgar 1998, Baruch 2001, Kurland & Bailey

1999).

So the term virtual organization mainly concern with flexi time,

flexi work and work from home facilities which has some

advantages like positive impact on personal life (eg. Sharing

more time with family members) as well as improves employees

moral, job satisfaction and reduces employees turnover and

absenteeism and retain skilled employees.

There are some disadvantages as well of virtual organization

which are coined by some of the researchers.

Internet service usage for e-Business has a slightly negative

correlation with Community Support and also relying entirely on

Internet services for e-Business may isolate people from the

community and decrease their interaction with the real world (Te-

Hsin Liang 2009).

Virtual organization has some disadvantages like negative

impact on community support, people isolation and decrease

interaction with the real world etc but if virtual organization has

effective core competencies and trust among each other then

these barriers can be minimized.

E-business has put forth altogether different business model on

the platform of IT industry. Due to entire change in business

model possess discussions on the basis of challenges,

opportunities, pros and cons of e-business. Behavioral sciences

has coined issues like leadership, communication, work-family

balance leads to attract the attention of researchers. Also e-

business has positive as well as negative effect on quality of life

of an employee. The changing environment on the magnitude of

organizational structure and related management reform coins

many question few to quote:

Would this changing organizational structures suited to Indian

culture?

Would E-organization i.e. flexi time, flexi work, work from home

is advantageous?

Are stakeholders working with E-organization would be

alienated in society?

Present research is an effort to address the behavioral issues in e-

business and this study focuses on the impact of e-business on

quality of life an employee.

Study has undertaken with an objective to find out the impact of

e-business on quality of life of employees and to test the

hypothesis that there is significant difference into the quality of

life employees working from home, flexi time and work from

office. For testing the hypothesis independent sample t-test is

used. Researcher has used descriptive research design and to

collect quantitative data inferential approach has been used.

Structured close ended Schedule was used as an instrument in

order to collect the required data from samples. Total sample size

is 102 IT employees, divided into sample employees work in

flexi time are 36, work from home are 33 and samples working

from office is 33. Convenience sampling method is used to select

the samples.

The schedule carries 20 variables on quality of life which are

Virtual organization saves cost of travel towards office,

st

Research Problem:

Research Methodology:
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contribution to the society, Virtual organizations help improve

relations with relatives, Virtual organizations help improve your

family relations, time to do something you want to do, freely

arrange your time, enough recreation in your life, The living

condition of your present neighbors is good, ability to get along

with your neighbor is remarkable, opinion about the medical

treatment and social care services, When you feel the pressure,

you can get sufficient social support, feel depressed or anxious,

pressure has already affected your behavior in daily life because

of virtual organization, have a lonely feeling, can spend

sufficient time with your family, can give your time to your

children, A virtual organization leads to less individual contacts

and make life alienated from society, The flextime allows you to

attend social functions and help for increasing social bindings,

Work from home helps creative and innovative thinking, Work

from home helps completion of allotted task in less time in

efficient way.

The variables were asked in alternative statement for and

opinions were seek on likert scale. The opinions were tested for

validation and normality. The data was classified as opinion on

quality of life variable of samples from work from home, flexi

time, work from office. The mean and S.D. were calculated for

classified categories and ranks were calculated on mean.

Hypothesis for quality of life with respect to these sample

categories were tested using independent sample't' test. Data is

presented in two tables classified as per criteria of quality of life.

Each table consists of mean, S.D. and rank of opinion on samples

of IT employees working from home, flexi time and work from

office.

Table narrates the perception of sample employees on quality of

life of employees.

Table 1 shows that sample employees flexi time and work from

home opine that work from home has remarkable impact on the

quality of life in organization with mean score 4.09 and S.D. 0.53

than flexi time and work from office employees. Sample working

in flexi time opine the same that is flexi time has remarkable

impact on the enrichment of quality of life in organization. It has

observed consistency in to the opinions of sample employees

work from home and flexi time since the S.D is 0.53 and 0.87

respectively. Sample employees work from office are disagree

with these statement with mean 2.60and 2.56.

(Source: Field data)

Table 2 shows that employees from work from home and flexi

time think that virtual organization saves cost of travelling as it

carries mean score 4.18 and 4.41 with S.D. 0.95 and 0.60

respectively but employees who work from office disagree with

the statement that virtual organization saves cost of travelling

with mean score 3.48 and S.D. 0.90. Also employees work from

DataAnalysis and Discussion:

Table 1

Perception about quality of life of employees.

Table 2

Opinion of Samples on Virtual Organization and Quality of Life

Sr.
Perception about

quality of life
Work from

home
Flexi time

Work from
office

Mean S.D. Mean S.D. Mean S.D.

1

Flexi time has
remarkable impact
on the enrichment
of quality of life
in organization

- - 3.97 0.87 2.60 0.93

2

Work from home
has remarkable
impact on the
enrichment of
quality of life in
organization

4.09 0.53 - - 2.56 0.75

Sr. Statements Work from home Flexi time Work from office

Mean S.D. Rank Mean S.D. Rank Mean S.D. Rank

1
Virtual organization saves cost
of travel towards office.

4.18 0.95 1 4.41 0.60 1 3.48 0.90 4

2
You are giving your own
contribution to the society.

3.93 0.89 3 4.19 0.57 3 3.09 1.01 7

3
Virtual organizations help
improve relations with relatives.

3.51 1.22 13 4.08 0.95 4 2.48 0.66 14

4
Virtual organizations help
improve your family relations.

3.75 1.14 9 4.34 0.72 2 2.21 0.78 16

5
You have enough time to do
something you want to do.

3.81 0.91 7 4.05 0.95 5 3.09 0.87 7

6
You can freely arrange your
time.

3.87 0.92 4 4.05 0.95 5 2.90 0.94 11

7
You have enough recreation in
your life.

3.69 0.84 12 3.94 0.95 9 3.09 0.94 7

8
The living condition of your
present neighbors is good.

3.81 0.63 7 3.68 0.79 12 3.21 0.85 5

9
Your ability to get along with
your neighbor is remarkable.

3.75 0.75 9 4.02 0.74 8 3.60 0.65 3

10
Your opinion about the medical
treatment and social care
services.

3.82 0.92 6 3.8 0.55 11 3.63 0.65 2

11
When you feel the pressure, you
can get sufficient social Support.

3.5 0.98 15 3.58 1.07 14 2.57 0.79 13

12
You often feel depressed or
anxious.

2.38 0.80 20 2.45 0.95 20 2.09 1.19 18

13

You think that the pressure has
already affected your behavior in
daily life because of virtual
organization.

2.40 0.94 19 2.54 1.14 19 2.36 1.31 15

14 You often have a lonely feeling. 2.56 1.04 18 2.71 1.20 18 1.90 1.01 20

15
You can spend sufficient time
with your family.

3.87 0.81 4 3.41 1.33 16 3 0.79 10

16
You can give your time to your
children.

4.04 0.93 2 3.48 1.21 15 3.11 0.71 6

17
A virtual organization leads to
less individual contacts and
make life alienated from society.

3.19 1.19 17 3.25 1.07 17 3.66 1.02 1

18
The flextime allows you to
attend social functions and help
for increasing social bindings.

3.75 0.75 9 4.05 0.58 5 2.72 0.76 12

19
Work from home helps creative
and innovative thinking.

3.51 0.90 13 3.91 0.84 10 2.21 0.69 16

20
Work from home helps
completion of allotted task in
less time in efficient way.

3.42 0.93 16 3.63 0.86 13 1.96 0.46 19
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home and flexi time disagree with that virtual organization leads

to less individual contacts and make life alienated from society

with mean score 3.19, 3.25 with S.D. 1.19 and 1.07 respectively

but opposite to this employees who work from office strongly

agree that virtual organization leads to less individual contacts

and make life alienated from society with mean score 3.66 and

S.D. 1.02.This indicates the difference into opinions of sample

employees work from office, home and in flexi time.

Though pressures provided the IT industry did not affect the daily

life. Neither employees feel depressed nor they have a lonely

tending Virtual organizations help improve relations with

relatives especially flexi time works since mean satisfaction is

4.08.

Overall with the quality of life parameters sample employees in

flexi time are more satisfied with their quality of life as compared

to sample employees work from home and work from office.

Hypothesis set for the study is there is significant difference into

the quality of life employees working from home, flexi time and

work from office. For testing the hypothesis t-test is used.

The mean satisfaction score for the variables executed to assess

the quality of life counts to 3.54 for sample employees work from

home, that to of employees work in flexi time is 3.68 and

employees work from office is 2.82. The standard deviation

shows consistency into opinion. Sample employees work from

home found to be dissatisfied with quality of work and that to

employees work in flexi time found to be more satisfied.

Above table reveals the relationship between work from home

and flexi time is insignificant at 5% level of significant since p

value is 0.422. The satisfaction towards the relationship between

work from home and work from office is significant at 5% level

of significance and that to of flexi time and work form office is

also found to be significant. Hence the null hypothesis is

accepted in case one that there is no significant difference into the

quality of life of employees working from home and flexi time.

The satisfaction of employees working in flexi time is more as

compare to the satisfaction of employees work from home.

In the case second and third the null hypothesis is rejected and

alternate hypothesis is accepted i.e. there is significant difference

into the quality of life of employees working from home and

working from office and employees working in flexi time and

working from office.

It is imperative from the analysis that in the presence of factor

work from home the difference in the significance of satisfaction

towards quality of life is existed and in the non presence of factor

work from home the significant difference does not exist.

The factor work from office plays the role. Since the average

satisfaction of samples work from office is less compare to the

satisfaction from employees work from home and employees in

flexi time.

1. Employees doing work from home think that work from

home concept has more remarkable impact on the

enrichment of quality of personal life with mean score

4.09 and S.D. 0.53 than flexi time with mean score

3.97and work from office employees with mean score

2.60 (Table 1)

2. The virtual organization which includes work from

home leads to save costs of traveling helped more in

giving time to children time to family and giving

contribution to the society with mean score

4.18,4.04,3.93 and3.87 respectively (Table 2).

3. Flexi time helps to improve family relations, time to

give contribution to the society and help to improve

relations with mean score 4.34, 4.19 and 4.08 respectively

(Table 2)

4. Employees who

work from office

think that virtual

organization leads

to less individual

contacts with mean

score 3.66 and S.D.

1.02 and make life

a l i e n a t e d f r o m

s o c i e t y w i t h

mean (Table 2).

Hypothesis Testing for Quality of Life

Table 3

Descriptive Statistics.

Findings:
Sr.

Variable N Mean

Std.

Deviation

Std. Error

Mean

1 Work From Home (WFH) 20 3.5440 .52120 .11654

2 Flexi Time (FT) 20 3.6840 .56845 .12711

3 Work From Office (WFO) 20 2.8230 .56948 .12734

Levene's Test for Equality of

Variances t-test for Equality of Means

Sr.

F Sig. t df

Sig. (2-

tailed)

Mean

Differen

ce

Std.

Error

Differen

ce

95% Confidence

Interval of the

Difference

Lower Upper

1 WFH &FT .256 .616 -.812 38 .422 -.14000 .17245 -.48911 .20911

2 WFH & WFO 1.072 .307 4.177 38 .000 .72100 .17262 .37155 1.07045

3 FT & WFO .221 .641 4.785 38 .000 .86100 .17992 .49677 1.22523

Table 4

Descriptive Statistics.
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Conclusion:
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Microfinance in India

Microfinance and PovertyAlleviation

Government of India has credit policies for rural sector in general

and for rural poor. It is based on the basic principle of economic

improvement of rural sectors in particularly the marginal sections

of the society. Commercial banks are reluctant to advance loans

to rural sector due to the risks involved in absence of collateral

securities and adverse selection. Banks have doubt about the

repayment capacity of the poor. It leads to bankers' apprehension

about the loans becoming non- performing assets (NPAs). It is

also opined that high transaction costs are involved in

advancement of these small credits to the customers.

The Government of India established rural banks and expanded

rural network of nationalized banks. Similarly government fixed

sectorial and institutional targets vis-à-vis credit disbursement.

In addition, many credit oriented schemes with an element of

subsidy were launched but unfortunately these efforts failed to

achieve their targets. The banking institutions have spread the

network wide and penetrated deep in rural India after

independence. Moneylenders still play a major role in providing

credit at times of need without any paperwork or hassle. The

dependence has proved more distinct in resource poor areas and

in case of marginal farmers, landless labourers, petty traders and

artisans and tribal population. Small and timely credit with

regular saving discipline in the form of microfinance is the

panacea for financial inclusion in a cost effective and sustainable

manner. Therefore microfinance is considered as a

supplementary credit delivery mechanism as effective measures

for poverty alleviation.

India falls under low income class according to World Bank. It is

second populated country in the world and around 70 per cent of

its population lives in rural area. About 60 per cent of people

depend on agriculture, as a result there is chronic

underemployment and per capita income is only $ 3262. This is

not enough to provide food to more than one individual. The

obvious result is abject poverty, low rate of education, low sex

ratio, and exploitation. The major factor account for high

incidence of rural poverty is the low asset base. According to

Reserve Bank of India, about 51 per cent of people house possess

only 10 per cent of the total asset of India .This has resulted low

production capacity both in agriculture (which contribute around

22-25 per cent GDP) and manufacturing sector. Rural people

have very low access to institutionalized credit (from

commercial bank).

Microfinance is popularly looking upon as poverty alleviation

programmes. However microfinance is more an insurance

against unforeseen shocks in the economic cycle of the activity

of the poor. It is also supplementation of income on the margin of

a person near the poverty line. This may be helping him to cross

the poverty line, but this may also be temporary. The branding of

micro finance as a poverty alleviation programme could help to

garner public support including that of the government. Creating

sustainable micro entrepreneurs should be the highest motive of

microfinance programme. It needs to improve a movement for

economic improvement of rural poor. Therefor it is needed to

strike the right balance and mix of approach where timing will be

an important element in the decision making. Most poor people

manage to mobilize resources to develop their enterprises and

their dwellings slowly over time. Financial services could enable

Micro Finance Programme for Poverty Alleviation

Dr. Santosh Sadar*

*Associate Professor and Head, Department of Business Administration and Management, Sant Gadge Baba
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ABSTRACT:

The people in remote and rural areas, whose income is hand to mouth, unstable and non-secure have less access conventional

financial institution. Indian banking has good network in rural part of India. Better credit instruments and programmes for

financing but to most of very poor people. The credit is not affordable, accessible and available on time. The bank has option that

they are unable to repay borrowed loan timely. The process, procedure are time consuming for borrowing for people find it

difficult to approach to these financial institutions. Unfortunately, in spite of good network of banking sector in rural and remote

part, money lenders have their significant role in credit delivery system. Poverty alleviation may possible by making people

enterprising at very small level. The need to finance their micro enterprises is possible through micro finance mechanism system.
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the poor to leverage their initiative, accelerating the process of

building incomes, assets and economic security.

It experienced that conventional finance institutions seldom lend

down-market to serve the needs of low-income families and

women-headed households. They are very often denied access to

credit for any purpose, making the discussion of the level of

interest rate and other terms of finance irrelevant. The

fundamental problem is unaffordable terms of loan and access to

credit itself. The lack of access to credit for the poor is because of

discrepancy between the mode of operation followed by

financial institutions and the economic characteristics and

financing needs of low-income households. Commercial lending

institutions require that borrowers have a stable source of income

out of which principal and interest can be paid back according to

the agreed terms. Infact the income of many self-employed

households is not stable, regardless of its size. A large number of

small loans are needed to serve the poor, but lenders prefer

dealing with large loans in small numbers to minimize

administration costs. They also look for collateral with a clear

title - which many low-income households do not have.

Unfortunately bankers tend to consider low income households a

bad risk imposing exceedingly high information monitoring

costs on operation. It has been experienced small entrepreneur

and producers repay their loans and use the proceeds to increase

their income and assets.

The microfinance programme made it as, the only realistic

alternative for them is to borrow from informal market at an

interest much higher than market rates. Community banks,

NGOs and grass root savings and credit groups around the world

have shown that these microenterprise loans can be profitable for

borrowers and for the lenders. Microfinance has been proved one

of the most effective poverty reducing strategies. Microfinance

institutions become financially viable, self-sustaining, integral to

the communities in terms of operations. They have the potential

to attract more resources and expand services to clients. Despite

the success of microfinance institutions about two per cent of

world's roughly 500 million small entrepreneurs is estimated to

have access to financial services. There is demand for credit by

poor and women at market interest rates. The volume of

financial transaction of microfinance institution must reach a

certain level before their financial operation becomes self-

sustaining. Microfinance offers a promising institutional

structure to provide access to credit to the poor. It can reach the

vast majority of potential customers who demand access to credit

at market rates. Microenterprise lending geared to providing

short term capital to small businesses in the informal sector. It can

be sustained as an integral part of the financial sector. Their

financial services can be further expanded using the principles,

standards and modalities that have proven to be effective.

Financial intermediaries should provide services and generate

domestic resources to meet high performance standards.

Microfinance institutions can broaden their resource base by

mobilizing savings, accessing capital markets, loan funds and

effective institutional development support. Studies show that

the poor operating in the informal sector do save, at least as much

access to credit. Savings mobilization makes financial

institutions accountable to local shareholders. Adequate savings

facilities serve the demand for financial services by the

customers and fulfill an important requirement of financial

sustainability to the lenders. Microfinance institutions can either

provide savings services directly through deposit taking or make

arrangements with other financial institutions. It provides

savings facilities to tap small savings in a flexible manner.

Micro finance is popularly looking upon as a poverty alleviation

programme. It is recognized as insurance against unforeseen

shocks in the economic cycle of the activity of the poor. It is a

supplementation of income on the margin of a person near the

poverty line. This may be helping him to cross the poverty line,

but this may be also being temporary. The microfinance to

become stand-alone self-financing viable operation, it has still a

long way to go if the target continues to be poor. The branding of

micro finance as a poverty alleviation programme could help it to

garner public support including that of the government. The

other side is creating sustainable microenterprises though this

movement may be lost. The right balance and mix of approach

where timing will be an important element in the decision

making may give better results.

A self-help group (SHG) is a registered or unregistered group of

micro entrepreneurs having homogeneous social and economic

background. The group members are coming together

voluntarily to save small amounts regularly, to contribute to a

common fund to meet their emergency needs on mutual help

basis. The group members use collective knowledge and skill to

make positive use of credit and timely repayment of loan. In fact,

peer pressure has been recognized as an effective substitute for

collaterals. The formal banking system already has a vast branch

network in rural areas. It is wise to find ways and means to

improve the access of rural poor to the existing banking network.

This was tried by routing financial services through Self- Help

Groups. It is formed as grass roots level institutions developed

for social/economic and financial intermediation for focusing on

the poor. An attempt was made to build financial relationship

between informal groups of people and formal agencies. Over

the years, SHG-Bank linkage model has emerged in India as a

core strategy for the banking system to extend their outreach to

the poorest among poor. SHGs existed even before the linkage

program. The banks failed to recognize the potential of SHGs as

business clients and both operated independently, without

knowing the strength of the other. Intervening to forge a linkage,

NABARD was instrumental in the emergence of a very strong

Micro-Finance movement in the country.

The SHG - Banks linkage programme was conceived with the

objectives of developing supplementary credit delivery services

for the unreached poor. The programme was also on the line of

building mutual trust & confidence between the bankers and the

poor and encouraging banking activity. It also promotes a simple

and formal mechanism of banking with the poor. The linkage

Microfinance and Self-Help Groups (SHGs)
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programme combines the flexibility, sensitivity and

responsiveness of the informal credit system. It strengthens

technical, administrative capabilities and financial resources of

the formal financial sector. The programme is relying heavily on

collective strength of the poor, closeness of NGOs to people and

large financial resources of banks. The SHGs have also

undertaken effective social mobilization functions contributing

to an overall empowerment process. The banks have externalized

high transaction costs for mobilizing savings of the poor. The

SHGs are plying significant role in appraisal and sanction of

loans and improved loan recovery through the financial

intermediaries. A significant amount of the underprivileged

people in India is somehow able to tailor their financial resources

to realize their ambitions. The standard of living of the poor

section of the population is expected to improve Micro finance

services are designed to help the underprivileged to increase their

earning, consolidate their properties and even gain a decent

financial stability in life. The advantage of availing the micro

finance credit over the more traditional means is the

unwillingness of the later to serve the underprivileged people.

There are many schemes for the uplifting of poor in India. Micro-

credit programmes are run primarily by NABARD in the field of

agriculture. SIDBI is in the field of industry, service and business

(ISB). The success of micro-credit programme lies in

diversification of services. Micro Finance scheme of SIDBI is

under operation since January, 1999 with a corpus of Rs. 100

crore and a network of about 190 capacity assessed rated

MFIs/NGOs. Under the programme, NGOs/MFIs are supposed

to provide equity support in order to avail SIDBI finance. But

they find it difficult to manage the needed equity support because

of their poor financial condition. Ministry of SSI is launching a

new scheme of Micro Finance Programme (MFP) to overcome

the constraints in the existing scheme of SIDBI, whose reach is

currently very low.

A successful story of BISWA an NGO from Orissa is discussed

here to see the role of informal sector in microcredit. An NGO

BISWA was established on 01.01.1994 under Societies

Registration Act, 1860. The motive of the organization was to

empower the down trodden, the marginalized and under

privileged section of the society. The target group of the

organization primarily consists of women, the children, the small

and marginal farmers, the grass root level entrepreneurs, the

dejected and distressed. In the year 1994 BISWAstarted its micro

finance activities. Initially the activity was concentrated at

Sambalpur District. The external credit facilities to the SHGs

were either by directly linking the SHGs to the banks or BISWA

availing small loans extend the credit.

The organization designed a specific strategy in implementation

viz-

1. Taking a decision by the management in identifying the

working area.

2. Identification of suitable male/female to work as

organizers.

3. Promotion of Self-help Groups.

4. Opening of a bank account in the name of the organization

at the nearest local bank.

5. Allocation of required fund by the Head Office for

functioning of the branch.

6. Supervising the achievement of the targets.

7. To establish one branch in one block area.

8. There should be a minimum of 250 and maximum of 500

groups under one branch.

The key initiatives and accomplishments of the organization

have been listed below:

• Income generating activities of the SHGs made

sustainable.

• Astick unit of DistrictAdministration rejuvenated

• Encouraging SHGS to enter into production/processing

activities.

• Employment opportunities created through the unit

• Expanded customer base for the products.

• Saving the groups from meeting the additional expenses

of marketing.

• Encouraging the SHGs to take up innovative /

experimental projects.

• Convergence of micro-enterprise into micro-finance

• Attaining Nodal status in Chhattisgarh for Rashtriya

Mahila Kosh.

• Promotion of Non- Banking Financial Company at the

apex level to meet financial needs of the

federations/SHGs.

Moreover, microfinance not only deals with the credit part but

also deals with saving and insurance. Micro finance ensures their

right to save and it is one of the most powerful weapons, which

works for bringing the rural poor to mix with the mainstream of

society.

The core needs of savings and credit for consumption and

production of these SHGs are being met by the banking system.

These SHGs have not only availed loans more than once. It is

being emphasized that a member of older SHGs would now be in

position to graduate into micro- enterprises by taking up income

generating activities. It is a difficult task to find viable micro-

enterprises for millions of poor households in rural areas. Yet the

promotion of SHGs is viable and effective strategy for achieving

significant gains in incomes and assets of poor and marginalized

people.

It is difficult to provide financial and non-financial services in an

Micro Finance Schemes of Government of India

Mature of SHGs into Micro-enterprises
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integrated manner in the absence of any specific hand-holding

strategy. Graduation of SHG members from micro-finance to

micro-enterprises has not been smooth due to several obstacles.

NABARD undertaking a pilot project in selected districts,

particularly for the members of matured SHGs for promotion to

the stage of micro-enterprises. NGOs have been selected in each

district for implementing the pilot projects.

People from rural and remote places whose income are not sure

and stable needs small amount of finances for their livelihood.

Financing for livelihood e.g. cooking, fuel, water storage, proper

shelter, and basic requirements may be considered as non-

productive activity. These people could save time for productive

purposes in case they have been survived for such activities

where they spent more time in a day. Microfinancing could

convert their skilled based activities in to small enterprises and

upgrade level of income above the poverty line. In present

circumstances self-help groups have been identifying as

qualified machinery for micro financing to the people. This is

going to play significant role in poverty alleviation in recent

years.
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Introduction:

Fig 1: Number of launches from year 2007 to 2013.

Objectives:

1.

2.

3.

Research Problem:

The changing lifestyle and other factors like owning a car at a

very young age has become very common in India hence the

demand for small cars have increased over the period of time.

There is a strong domestic demand for small cars. India is well on

its path of becoming a global production hub for small-cars. In

2009, it surpassed Japan to become the largest small car market in

the world.

In 1984 , Government of India and Suzuki Motors Japan , formed

a joint venture and launched Maruti 800 popularly known as the

'Peoples car' which had highest sales. It created new segment in

the automobile sector. In 1998 the South Korean car makers

Hyundai came up with Santro and Daewoo came up with Matiz

which created vigour to the Indian small car market segment.

However, year 2009 proved to be the year of small cars in India

from apart of its historical launch of the worlds cheapest car Tata

Nano. A number of new model were launched in the small car

segment. It witnessed the highest number of launches, it launched

11 new cars in the last three years( out of which five were

launched in 2010) with major ones being Ritz, A-Star, Zen Estilo

(from Maruti Suzuki) i10, i20(from Hyundai) Indica Vista (from

Tata Motors), Ford Figo( from Ford), Chevrolet Beat( from

General Motors), Polo(from Volks Wagen) and Etios (from

Japan)

Figure showing number of launches over the past five years and

the estimated launches in the year to come

Source: ICRAresearch

To study the demand for small car segment in Aundh,

Pashan, Baner & Sus road in Pune.

To study consumer preferences and their perception

towards purchase of small car.

To study the consumers satisfaction of small car owners.

Following questions were raised for the purpose of the research

What are the parameters buyers consider while selecting a

small car?

�

Satisfaction of Small Car Owners in select areas of

Aundh, Baner and Pashan in Pune City
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ABSTRACT:

The automotive industry in India is one of the largest in the world; it is one of the fastest growing industries globally. Its passenger

car and commercial vehicle segment is the sixth largest in the world. Indian small car market is increasing by leaps and bounds.

The indigenous market for small cars now occupies a substantial share of around 70% of the annual car production in India which

is about one million.

Almost all automobile in India are competing with each other in terms of design, innovation, pricing and technology. The

following paper is an attempt to study the satisfaction level of customers who own small car. The research covers the areas of

Aundh, Pashan, Baner in Pune, Maharashtra.
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�

�

�

�

What are the factors that influence the customer to

purchase a small car?

What decisions a buyer takes while buying a small car?

What aspects are considered while purchasing a small car?

What factors are compared by the buyer while choosing a

small car?

Buyers or customers form an integral part of business, there are

number of factor customers considered before buying the

product. With the increasing disposable incomes, owing cars is

no more a status symbol; in fact it has become a necessity. Hence

this research has relevance to modern day business where the

automobile market is rapidly growing and the life of the

automobile is quickly diminishing. Automobile industry has

shown rapid growth at the macro and micro level and hence this

study is relevant for the present day times.

The study covers the areas ofAundh, Baner, Pashan and Sus road

areas in Pune.

For the purpose of the study, the hypothesis is formulated as

follows:

"80% of buyers of small cars are satisfied with their choice of

small car”.

: Information was collected through structure

questionnaire , random sampling was used. The data was

complied and presented in diagrammatic form by using pie-

charts for pictorial presentation of the information and bar

diagrams for analytical presentation of the information,

hypothesis was tested by applying specified proportion

test(Large sample test) as a statistical tool.

Secondary data was collected from the

published articles, papers, magazines.

:

The present study has been conducted after going through

relevant literature published in the form of new, articles, research

papers, reports and views of people. It has helped to get an

overview about the present study undertaken-

Meenal Singh(2010) says that small car segment is luring the

market , the international auto makers are investing in the

growing segment and companies are coming up with new models

in a very short span of time. Hans and Michael Huber (2009)says

that India is turning out to be a promising market for premium

cars. The economic indicator in India is positive however the

road infrastructure has to improve. Tapan Pande(2010) in his case

study said that Indian small car industry is emerging as a lead

market the reason being the low cost and affordability. Indian

Passenger Vehicle industry (Core Research 2012) elucides the

facts about Indian small car industry and its future growth.

Balkrishan Menon and Jagathraj(2012) in their article explore

the emergence, consolidation and challenges the Indian small

car industry is currently going through.

Age plays an important role for taking decisions to buy a car.

Today India consists of young people and these young people are

aware of many things and to their advantage the market has come

up with no of products , so increased awareness, brands and

disposal income has given the liberty to younger generation to

make choices according to their conveniences. In addition to

that, families today are small and hence the demand for small car

has risen. The small car owner when classified according to age

reveals that 47% respondents are from the age group of 20-30 and

19% respondents are from the age group of 40-50. This shows

that young people prefer to buy small cars as compared to old

people.

Gone are the days when only rich people used to afford cars.

Today the salaries or disposable incomes have risen and the

general income of the family has increased and this definitely has

an impact on the purchase of cars, but because of the easy

financial options available today majority of the younger

generation that is 44% respondents or people earning salary

between 25,000 to 30,000 prefer to buy small cars 34%

respondents prefer to buy small cars who earn salary between

15,000 to 20,000 where are people earning salary of more than

1,00,000p.m are not so much interested in buying small cars.

As mentioned earlier, over the past few years, there have been a

number of small cars which have hit the roads and the demand for

small cars have also risen. Almost all major OEM's(Original

Equipment Manufacturers) like TATA Motors, Hyundai, Ford

have entered the small car segment and they have come up with

number of different models suiting the requirements of people.

Analysis show that32% respondents want to buyAlto as their car,

20% could like to buy i10, 12% prefer to buy Ford Figo and

Toyota Livia and 10% other cars.

Due to the increasing petrol prices , diesel version have taken

more prominence and hence nowadays you get both the variants

in the market and people prefer to buy the diesel version one. The

analysis shows that 64% respondents prefer to buy vehicles with

diesel version and 36% prefer to buy vehicles with petrol version.

This shows that major of people prefer diesel version to petrol

version.

Relevance & Scope and of the study:

Hypothesis:

Research methodology:

Primary Data

Secondary Data:

Literature Review

Findings:

1. Small car owners classified according to age:

2. Small car owners classified according to salary :

3. Classification of different brands of small cars :

4.Classification of small car according to petrol and diesel

versions :

Sample Size 50 respondents

Sampling Technique Random Sampling

Statistical Tools Specified proportion test
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5.Reason for purchasing a small car :

Fig 2: Reasons for buying small car

6. Purpose of buying small car :

7. Maintenance of the small car:

8. Durability of spare parts of small cars :

9. Maintenance of cars :

10. Basis of Comparison :

Hypothesis Testing:

Conclusion :

There could be various reasons to buy a small cars, the reasons

would be Affordability, Low maintenance, Easy handling,

Mileage and Comfort.

The above graphs shows the reasons for buying small car, 23%

respondents prefer Mileage as the most important factor, 20%

prefer both comfort and low maintenance, 19% prefer easy

handling and 18% prefer affordability. So majority of people are

ready to buy small car for the mileage given by the car.

68% of respondents prefer to purchase small car for their

personal purpose rather than official use only32% prefer to

purchase small car for official use, the reason to this could be that

to maintain a small car is more economical and hence used for

personal purposes.

In the survey most of the customers that is 56% of the respondents

feel that the prevailing maintenance cost of the small car are

affordable and moderate, whereas a minor number of customers

that is 12% of the respondents feel that maintenance of small car

is expensive.

Most of the customers that is 80% of the customers feel that the

existing level of durability is acceptable where as only 20% of the

customers feel that it is not durable.

There is a very good awareness among the users of small cars,

most of the owners know the service requirements of the car and

they adhere to the service schedules promptly. Only a minor

group that is 8% respondents do not adhere to service schedules

regularly they only attend to maintenance schedules when the car

breaks down.

A number of factors have been considered as variable for

comparison for buying small cars, they are performance, colour,

mileage, satisfaction, quality and other factors.

As per the above figure it reveals that 27% of respondents have

taken the decision to buy the car is based on performance, while

21% respondents have chosen the car based on quality, 19% have

chosen because of mileage given by the car as well as colour and

only 8% says that reason or comparison consists of other factors

like comfort, affordability and etc.

H0: 80% buyers of small cars are satisfied with small cars

H1: Less than 80% of buyers of small cars are not satisfied with

their choice of small car

Specified proportion test was applied ( Large sample

test).Hypothesis is accepted at 5% and 1% levels

Above finding shows that there is a good deal of learning in store

for the manufacturers of small cars. The following conclusions

can be derived as the opportunities for the new cars to come into

the market.

1. Fuel economy is one of the major factors which drives the

customers to buy the car.

2. The low and moderate maintenance cost attracts the customers.

3. The existing durability of the car is acceptable and promotes

the customers to consider the potential resale value of cars.

4. The customers can become potential new car owners

5. The moderate servicing cost of the car and promptness of the

customer to go for regular schedules of servicing hints at a major

escalation in the service market.

6. The major market segment is of the age group of 22 to 45 years

that means that the styling, features and colour schemes of the car

should be kept in mind in order to attract this age group.

Thus it can be concluded that the customers are happy to

purchase and are satisfied with small cars and the small cars has

truly gained popularity due to its affordability factor and low

cost.

Fig 2: Comparison of Variable
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Introduction

Review of Literature

In the field of marketing, demographics, opinion research, and

social research in general, psychographic variables are any

attributes relating to personality, values, attitudes, interests, or

lifestyles. They are also called IAO variables (for Interests,

Activities, and Opinions). They can be contrasted with

demographic variables (such as age and gender), behavioral

variables (such as usage rate or loyalty), and firm graphic

variables (such as industry, seniority and functional area). In

short 'Psychographics is the study of personality, values,

attitudes, interests, and lifestyles'.

Each Psychographic would affect the investment decisions of

investors. In this paper researcher has concentrated on the

personality of investors and their effects on the investment

decisions made. There is a link between personality and

investment behavior. It is seen that two investors with same

characteristics may make very different financial choices. What's

different about them is their propensity of risk, not their innate

characteristics.

Researcher has made an attempt to assess individuals according

to whether they have high, medium or low propensity of risk,

within their personal traits.

In India several studies have been done on the basis of

demographic factors of the investors and very few have on the

psychological factors. Foreign researchers have done abundant

studies on psychological factors and types of investors which

have been considered by researcher in further reviews.

Shalini Kalra Sahi, Nand Dhameja, Ashok Pratap Arora (2012)

stated that predictive segmentation procedure to find out the

variables that are the most important predictors of investor's

preference for specific financial investment products. The results

showed that psychographic variables emerged as the most

important predictors in the case of investment products with

greater degree of risk, and the demographic and socio-economic

variables emerged as the most important for the investment

instruments with lesser degree of risk. However, when the

sample was divided based on occupation profile (government

and non-government), for both the fixed returns based

instruments and the non-or both the fixed returns based

instruments and the non-fixed instruments, psychographic

variables emerged as the most important predict.

Rohaizt Baharun and Abu Bakar Abdul Hamid (2011) had

identified the values and lifestyles that best explain financial unit

trust behaviors. Data were obtained from a questionnaire handed

to a cluster sample of 1350 customers. A factor analysis was

conducted on the information obtained and results of analysis

revealed nine factors of segmentation of Malaysian customers

for their new unit trust products.

A Study of Investors' Personality and its Impact on

Investment with reference to Satara City

Dr. Vrushali Shah*
Amruta Bhurke**
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ABSTRACT:

There are many factors which hinder investment process of an investor. Actually these factors depend on the type of avenue, type of

investor and on prevailing circumstances. It has been seen that more importance is given to demographic factors over

psychographic factors while studying the investment pattern. In this study researcher has focused on type of investor's i.e.,

personality of investors and its impact on investment decisions. Every individual has several traits that feed into personal

investment decisions, as well as how an individual deals with issues of financial security and risk. Investor's personality is

influenced by many factors such as demographic, cultural, psychological, and structural factors which affect the investment

behavior. In spite of all these factors propensity of risk plays a major role in the investment behavior of investors. For this

researcher has used online software named as Psychonomic Investor Profiler (PIP) Test which identifies six personalities of

investors i.e., Busy, Casual, Cautious, Emotional, Informed and Technical and also their propensity of risk. This test was

conducted on 96 samples based on their occupation. Hypothesis was tested with the help of Chi-Square Eta from hypothesis testing

it was observed that Investor's Personality have no effect on choice of Investment.

Keywords: Psychographic Factors, Investment decisions, Investors' Personality, Propensity of risk, Psychonomic investor profiler

(PIP) test.
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Pavani and P.Anirudh (2010) had focused on gender difference

study by considering the age group of male and female. They

have also studied that mentality of male and female differs

according to the age group while making investment decisions.

The researcher opines that the portfolio managing companies

should also consider the psychographic variables of investor

while offering a portfolio to them.

D.Kiran and Prof.U.S.Rao (2008) had tried to identify the

investor group segments using the demographic and

psychographic characteristics of investors. They have focused on

six parameters of psychographic variables (safety, liquidity, long

term appreciation, High short term Returns and risk coverage)

affecting risk bearing capacity. Even they have classified

investors in four different types such as Professional investors,

Ambitious investors, Cautious investor and Over-cautious

investors. These segments each have different investment

decisions. They found that the financial product designers

equipped with this sort of information on various segments of

investors and the factors that affect their risk-bearing capacity,

can specifically target particular segments through their

instruments for effective marketing.

Cliff Mayfield, Grady Perdue, Kevin Wooten (2008) had focused

on big five personality taxonomy. Even they have evaluated the

traits using structural equation modeling. Further they have

stated that investment pattern of individuals through personality

traits. It also emphasis on that identifying specific group of

people for deriving their investment needs.

Pompian and John Longo (2004) had focused on new paradigm

of creating investment programs based on personality type and

gender by using Myers-Briggs type indicator. This model is

based on broad eight types of personalities such as Extrovert or

Introvert (E vs. I), Sensing or Intuitive (S vs. I), Thinking or

Feeling (T vs. F), Judging or Perceiving (J vs. P).they have also

summarized that women are more risk averse than men. Even

men often look after portfolio and are likely to cut their losses

while women try to buy more and hold the stocks.

It has been seen that demographics have been given due

importance while studying the investment pattern of investors

such as gender differences, age, education etc. Many a times

psychographic factors such as personality, attitude, lifestyle,

values etc. are neglected which do play an important role in the

investment pattern because of which investors do commit errors

and even intermediaries and financial institutions fall prey to

these factors and create a losing portfolio for the investors. Thus

researcher has made an effort to focus on the personality traits of

investors which influence choice of investment. To study the

problem thoroughly researcher has set hypothesis on the basis of

Investors' personality i.e. Investor's Personality do not influence

choice of Investment Avenue. Also research has been carried out

to suffice these two objectives i.e. to identify personalities of

investors from Satara city and to find out relationship between

investors' personality and choice of Investment Avenue.

Research design of the study deals with segmenting the investors

on the basis of personality traits and psychographic variables.

Researcher has considered those individuals who invest their

money in various investment avenues. The total sample size of

the study was 96. Method of sampling adopted is convenient

quota sampling. Structured Schedule was used as an instrument

to collect primary data. Data has been presented in tables further

statistical tools such as percentage, mean, and standard deviation

have been used to analyze the data. Respondents are segmented

with the help of PIP test. SPSS software has been used for

Hypotheses testing with the help of Chi-square Eta and

Spearman Rank Correlation.

Psychonomic Investor Profiler (PIP) Test

PIP Test is Psychonomic Investor Profiler which reflects the

inner attitudes and character of investors in which investors are

classified into as either Cautious, Emotional, Technical, Busy,

Casual or Informed which would be stated as dominant investor

type. The test is conducted through online software. Thus this test

is the linkage between personality and investment behavior and

taking into consideration the several traits of investors.

Data analysis refers to the computation of certain measures along

with searching for patterns of relationship that exit among data

groups. The PIP test is conducted with the help of online

software. During survey respondents have filled up the structures

by giving their responses to questions asked then responses are

further recorded in online software to determine personalities of

respondents

(Source-Field data)

Table No.1 shows Personalities of sample respondents as per PIP

test. The test helps to identify major six personalities of the

respondents. Majority of respondents i.e. 33 respondents have

Informed personality means out of total percentage 34.38%

respondents have Informed personality.And only 32 respondents

i.e. 16.67% have Cautious and Technical personalities

respectively. 18 respondents i.e. 18.75% respondents belong to

Casual personality. 10 respondents 10.42% belong to Emotional

personality and 3 respondents i.e. 3.13 % fall in Busy category

Research Methodology

DataAnalysis and Discussion

1. Personalities DeterminedAccording to PIPTest

Table 1 Distribution of samples as per Personalities

according to PIPTest.

.

Sr
Personality
Type

No of
Respondents Percentage

1 Busy 3 3.13

2 Casual 18 18.75

3 Cautious 16 16.67

4 Emotional 10 10.42

5 Informed 33 34.38

6 Technical 16 16.67

Total 96 100
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(Source-Field data)

Table No.2 shows the investment preferences of the respondents

on the basis of personalities.

The Busy Investors give their foremost preference to Pension

fund followed by Bank deposits, Provident fund, Health

Insurance, Gold/silver and Life Insurance and they least prefer

their investment in commodities and derivatives.

Further Casual Investors prefer investment in Gold/silver

followed by Bank deposits, Life insurance, Real estate and

Health insurance and they least prefer their investment in Chit

funds.

Cautious Investors prefer mostly Bank deposits followed by

Gold/silver, Life insurance, Health Insurance and Mutual fund

and their least preference is for chit fund.

Emotional Investors mostly prefer Bank deposits then Shares,

Gold/silver, PPF and Life Insurance and they least prefer the

derivatives.

Informed investor give their foremost preference to Gold/silver

followed by Bank deposits, Real Estate, Life insurance and

Health insurance and Shares and has least preference or no

preference for Derivatives.

Lastly Technical Investors mostly prefer Gold/silver then Real

estate, Bank Deposits, Life Insurance, Post office Schemes and

Govt securities and their least preference or no preference is for

debentures and bonds. Amongst the different personalities

Casual, Informed and Technical personalities gives foremost

preference to Gold/Silver while Cautious and Emotional

investors give foremost preference to Bank deposits.

Sr

Busy Casual Cautious Emotional Informed Technical

No. of
Respondents 03 18 16 10 33 16

Investment
Avenues Mean Rank Mean Rank Mean Rank Mean Rank Mean Rank\ Mean Rank

1 Gold/Silver 4.33 5 4.21 1 4.43 2 3.70 3 4.33 1 4.31 1

2 Bank deposits 4.67 2 4.00 2 4.47 1 4.40 1 4.03 2 3.67 3

3 NSC 3.50 9 2.82 9 3.08 10 3.00 7 3.23 9 2.60 11

4
Post Office
Schemes 4.00 7 3.13 7 3.23 9 2.67 9 2.96 11 3.47 6

5 Govt.Securities 3.00 10 3.17 6 3.36 6 2.71 8 2.71 12 3.27 7

6 Provident Fund 4.50 3 2.82 9 3.33 8 2.11 12 3.27 8 3.00 8

7 PPF 3.00 10 2.75 11 2.92 13 3.60 4 3.40 7 2.64 10

8 Pension Fund 5.00 1 2.06 16 3.36 6 1.75 17 1.97 16 2.13 17

9 Life Insurance 4.33 5 3.84 3 3.79 3 3.50 5 4.00 4 3.56 4

10 Health Insurance 4.50 3 3.47 5 3.71 4 2.20 11 4.00 4 3.56 4

11 Debentures/Bonds 2.33 15 2.08 15 2.77 14 1.67 18 2.30 14 1.92 19

12 Mutual Funds 3.00 10 2.53 12 3.42 5 3.00 7 3.11 10 2.21 15

13 ULIP 1.67 17 2.43 14 2.69 15 2.00 13 2.25 13 2.21 15

14 Shares 1.67 17 3.13 7 3.00 11 4.10 2 3.45 6 2.87 9

15 Real Estate 4.00 7 3.67 4 2.93 12 3.20 6 4.03 2 4.25 2

16 Commodities 1.33 19 1.94 17 2.23 16 2.60 10 1.41 17 2.23 13

17 Derivatives 1.33 19 1.57 18 1.73 18 1.50 19 1.20 19 2.00 18

18
Pigmy/credit
society deposits 2.00 16 2.44 13 2.25 17 1.88 15 2.03 15 2.23 13

19 Chit Fund 2.67 14 1.43 19 1.54 19 1.88 14 1.33 18 2.46 12

2. Investment PreferencesAccording to Personalities Identified

Table 2 Preferred InvestmentAccording to the Personalities Identified
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Note:

**. Correlation is significant at the 0.01 level (2-tailed).

*. Correlation is significant at the 0.05 level (2-tailed).

Table No. 3 states that Spearman's Rank Correlation Coefficient

between the six personalities of the respondents It has been seen

that the correlation coefficient between Busy and Cautious

investors is 0.795 at 0.01 level of significance which signifies

that these personalities have high degree positive correlation

among other personalities.Further the correlation coefficient

between Casual and Informed investors is 0.924 at 0.01 level of

significance at and between Casual and Technical investors is

0.902 at 0.01 level of significance which states a high degree

positive correlation over other personalities. There is highest

correlation between Emotional and Informed investors i.e. 0.818

at 0.01 level of significance. Also there is high degree positive

correlation Informed and Technical investors i.e. 0.836 at 0.01

level of significance. The correlation between Busy and

Emotional Investors is very low i.e. 0.299.

Overall the Spearman's Rank Correlation indicates that there is a

similarity in investment preferences of different personalities

except between Busy and Emotional personality.

The hypothesis is tested by using Chi-square Eta. An attempt has

been made to find out associations between the two variables i.e.,

Investors Personality and Investment Preference.

The Hypothesis set on the basis of Investor Personality

H -Investors Personality do not influence choice of Investment

Avenue.

Hypotheses Testing

Table 3 Investors Personality and Mean Investment

Preference

0

(Source-Compiled by researcher)

Sr Personality
Type

Particulars Personality Type

Busy Casual Cautious Emotional Informed Technical

1 Busy Correlation
Coefficient

1.000 .595** .795** .299 .583** .573*

Sig. (2-tailed) . .007 .000 .214 .009 .010

N 19 19 19 19 19 19

2 Casual Correlation
Coefficient

.595** 1.000 .783** .767** .924** .902**

Sig. (2-tailed) .007 . .000 .000 .000 .000

N 19 19 19 19 19 19

3 Cautious Correlation
Coefficient

.795** .783** 1.000 .577** .720** .610**

Sig. (2-tailed) .000 .000 . .010 .001 .006

N 19 19 19 19 19 19

4 Emotional Correlation
Coefficient

.299 .767** .577** 1.000 .818** .725**

Sig. (2-tailed) .214 .000 .010 . .000 .000

N 19 19 19 19 19 19

5 Informed Correlation
Coefficient

.583** .924** .720** .818** 1.000 .836**

Sig. (2-tailed) .009 .000 .001 .000 . .000

N 19 19 19 19 19 19

6 Technical Correlation
Coefficient

.573* .902** .610** .725** .836** 1.000

Sig. (2-tailed) .010 .000 .006 .000 .000 .

N 19 19 19 19 19 19

(Source-Compiled by researcher)

3. Spearman's Rank Correlation Coefficient between Investment Preferences by different Personalities of Respondents

Table 3 Spearman's Rank Correlation Coefficient between Investment Preferences by different Personalities of Respondents

Tests Value df
Asymp.Sig.

(2-sided)

Pearson Chi-Square 4.237E2a 380 .060

Likelihood Ratio 333.272 380 .960

Linear-by-Linear
Association

1.006 1 .316

N of Valid Cases 114



This table shows the association between the two variables i.e.,

investor personalities determined and Investment preference.

Chi-square Eta has been used to find out association between two

variables.

a.462 cells (100.0%) have expected count less than 5. The

minimum expected count is .17.

(Source-Compiled by researcher)

From Asymptotic significance i.e. 0.60 it can be stated that the

test is not significant and further directional measure indicates

that association between variables is very weak i.e., 0.179. Hence

Null Hypothesis i.e., Investors Personality do not influence

choice of InvestmentAvenue is accepted.

Following are the specific findings based on analysis of the Data

collected

1. Out of the total 96 respondents 33 respondents have

Informed personality and 3 respondents have Busy

personality.

2. According to Busy investors Pension fund is highly

preferred with mean of 5 and least or no preference is

Commodities with mean of 1.33. Casual investors highly

prefer Gold/silver with mean of 4.21 and least or no

preference is given to Chit fund. Cautious and Emotional

Investors highly prefers Bank deposits with mean of 4.47

and 4.40 respectively. Informed and Technical Investors

highly prefers Gold/silver with mean of 4.33 and 4.31

respectively.

3. No strong association is noticed between investment

preference and type of investors i.e. Busy, Casual,

Cautious, Emotional, Informed, Technical. Thus

Investors Personality do not influence the choice of

investment.

According to Psychonomic Investor Profiler (PIP) test six

personalities have been determined with the help of online

software and also the asset allocation on the basis of propensity

of risk is generated. This can serve as guidance to Individual

Investors and Financial Institutions and Intermediaries for

constructing an appropriate portfolio on the basis of propensity

of risk.

Above table depicts asset allocation for different personalities

suggested according to linked investment vehicle strategies of

Psychonomic Investor Profiler Test (PIP). The personalities

who have medium risk propensity have been suggested with

medium risky avenues and those with low risk propensity have

been suggested with low risky avenues. Researcher does not

found any of the respondents with high propensity of risk.

Thus the above table will be beneficial for Individual Investors

as well as Financial product providers.

This research has made an attempt to study the various Investors

Personalities that affect the choice of Investment. For

determining the investors personalities researcher has used the

Psychonomic Investor Profiler (PIP) test from which six

Table 4 Investors Personality and Mean Investment

Preference

Table 5 Asset Allocation for Different Personalities

According to PIP Test

Findings

Suggestions

Conclusion
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Directional measure Value

Nominal by

Interval

Eta Investment preference and

Investor type dependent
.179

Investor type dependent .804

Sr Personalities
Propensity

of Risk
Investment Avenues

1 Busy Medium
Medium Cap Stocks, Value
Stocks, Specialized Index
Fund.

2 Casual

Medium
Money Market Deposits,
Index Funds, Blue Chips,
Large Caps Funds.

Low

Money Market Mutual Fund,
Saving Schemes, Pension,
Insurance, CD And T-Bills
And Govt Bonds.

3 Cautious

Medium
Money Market Deposits,
Index Funds, Blue Chips,
Large Caps Funds.

Low
Saving Schemes, Pensions,
Insurance, Fixed Rate
Deposits, CD's

4 Emotional

Medium
Blue Chips, Unit Trust,
Mutual Fund, Govt. Bonds

Low
Pensions, Insurance, Savings
Instruments, Fixed Rate
Deposits

5 Informed Medium
Midcap Funds, Momentum
and Growth Funds,
Speculative Sector Funds

6 Technical

Medium
Momentum & Growth
Funds, Speculative
Investments, Real Estate.

Low
Blue Chips, Large Cap
Stocks, Value Stock,
Medium Cap Stocks.
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personalities have been defined such as Busy, Casual, Cautious,

Emotional, Informed and Technical. All the personalities have

similarity in their Investment preference except Busy and

Emotional investors. Also the personalities are divided on the

basis of propensity of risk and also asset allocation is suggested

according to it. Most of the respondents prefer investment in less

risky avenues for their safety purpose and thus the psychological

factors do not affect the investment in less risky avenues These

factors may affect in case of risky avenues. Thus researcher

concludes that further studies involving psychological factors

can be carried on tradable risky avenues which would be

beneficial for the Individual investors and Financial Institutions

and Intermediaries.
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Introduction:

Classification of Packaging -

Classification of packaging by Material-

Applications of Flexible Packaging in various categories-

Packaging Industry-

INDUSTRIALSCENARIO (2006-2008)

Flexible packaging is such type of packaging which contains

multi-layered laminated sheets of single or a combination of

substrates such as plastic, paper or aluminium. In other words

flexible packaging includes bags, envelopes, pouches, sachets,

wraps, etc made of easily yielding materials such as plastic or

paper sheet, when filled and sealed, acquires pliable shape.

Heavy Packaging- (Large) Containers, Wooden Packs

Medium Packaging- (Middle) Carton Box, Woven Bags, Can,

Barrel, Tub

Light Packaging- (Small) Flexible , Bottles, Can (Small),

Paper Container

Rigid Packaging- Glass and rigid plastic Bottle, Metal Can,

Wooden Box, Metal Box, Aerosol cans, Battery cell cans,

Aluminum collapsible tubes, Injection molded plastic

containers (made of PVC, PET, HOPE), Paper Boards and

Corrugated Boxes

Semi Rigid packaging- carton Box, Plastic bottle

Flexible Packaging- Paper, plastic, Film, Alu-foil,

Cellophane

Industry packaging - shrink film, stretch film, bag film or

container liners

Consumer packaging - frozen products, shrink film, food

wrap film, packaging bags

Barrier film - cold meats and cheese

Packaging of Medical Products

Agricultural Film - greenhouse film, crop forcing film, silage

film, silage stretch film

It is nothing but the business of creating a container that ensures

safe delivery of the product to the destination. The large growing

middle class, liberalization and organized Retail sector are the

catalysts to growth in packaging.

The highly fragmented packaging industry is estimated at Rs

8,000 cr. The industry is growing at the rate of 22-25 per cent per

annum. In the next five years, the sector is expected to triple to

around $ 60 bn. The net profit of the packaging industry spurted

104.5 percent during Q3 FY08, against a growth of 29.5 percent

in the December '06 quarter. The large growing middle class,

liberalization and organized Retail sector are the catalysts to

growth in packaging. More than 80 percent of the total packaging

in India constitutes rigid packaging. The remaining 20 percent

comprises flexible packaging. There are about 600-700

packaging machinery manufacturers, 95percent of which are in

the small and medium sector located all over India. Indian
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Effect of packaging on consumers and retailers

with respect to new trends in Flexible Packaging -

Fresh Food Packaging

Minal Waghchoure*

ABSTRACT:

The packaging industry is one of the high growth industries in India. The traditional rigid packaging users are migrating now

to flexible packaging in a big way. With such tremendous growth and changes occurring in packaging industry it was

pertinent to study the impact of packaging on consumer buying behavior and to identify and study the latest trends in flexible

packaging. We have focused on flexible packaging in one category i.e. fresh food category. Data was collected from both

secondary and primary resources. Questionnaire method was used to collect the data from both the consumers and the

retailers. Flexible packaging is still pertinent in big retail outlets. As the frequency of customers flowing in and out in a big

retail outlet is much higher as compared to others we have selected convenience sampling method. Flexible packaging offers

real value and sustainable benefits to product manufacturers, retailers and consumers

Key words: Packaging, Flexible packaging, trends in packaging, changing lifestyle, customer preference, Challenges

*Assistant Professor, Dr. Vikhe Patil Foundation's Pravara Centre for Management Research and Management, Pune
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packaging machinery imports are $ 125 million. The import

(customs) duty for packaging machinery is 25.58 percent for

2007-08. Germany and Italy are the latest suppliers of packaging

machinery to India but focus is now shifting on Taiwan, Korea

and China. Indian packaging machinery exports are rapidly

growing. India's per capita packaging consumption is less than $

15 against worldwide average of nearly $ 100. The total demand

for paper is estimated to be around 6 mn tones, of which about 40

percent is consumed by the packaging industry. Laminated

products including form-fill-seal pouches, laminated tubes and

tetra packs are growing at around 30 percent p.a.

Packaging is among the high growth industries in India. The

packaging industry refers to the business of creating a specific

container to ensure a product is delivered to the consumer in top

shape. Packaging is often thought of as the science, art, and

technology of enclosing or protecting products for distribution,

storage, sale, and use. The packaging industry includes makers of

corrugated paper, glass bottles, plastic wraps, aluminum

wrappers, and more.

Due to lower manufacturing costs, India is fast becoming a

preferred hub for packaging production. The Indian packaging

industry has made a mark with its exports that comprise flattened

cans, printed sheets and components, crown cork, lug caps,

plastic film laminates, craft paper, paper board and packaging

machinery, while the imports include tinplate, lacquers, coating

and lining compounds. In India, the fastest growing packaging

segments are laminates and flexible packaging, especially PET

and woven sacks.

Packaging market size in India is about Rs 65,000 crore is

growing at the rate of 15 per cent per annum. Currently rigid

packaging enjoys more than 65% market share but the traditional

rigid packaging users are migrating to flexible packaging in a big

way.

To identify the trends of Packaging in India with respect to

Fresh Food Packaging.

To study the awareness amongst people about flexible

packaging used in Fresh Food Packaging.

To study the impact of packaging on buying behavior.

To identify the perception towards the flexible packaging

used in Fresh Food Packaging.

To study the innovative techniques used in flexible

packaging.

This study will be useful to marketing professionals to

determine the effectiveness of flexible packaging.

Descriptive Research

Data is collected from both the primary as well

as secondary sources

Questionnaire

Books, Research paper, Internet

Convenience Sampling

240 Customers, 10 Big Retailers

1) Limited time for research.

2) Sample size is less because of time constraints.

3) Due to time constraint, it was not possible to discuss with

retailers and consumers in detail regarding flexible

packaging.

The market for Metal Cans in India was around Rs. 10.2 Billion

in 2001; tinplate accounted for well over 90 % of the market.

Metal cans were largely used for beverages mainly beer, juices,

dairy products, beauty and personal care. Laminated tubes have

replaced aluminum collapsible tubes.

Glass containers were mainly used for moisture resistance .It

helps in building the premium image and aesthetic value. Glass

offers excellent moisture resistance and this helped it to remain

INDUSTRIALSCENARIO (2010)

Objectives of the study:

Research Methodology

Limitations:

Classification of consumer foods

TRENDS IN PACKAGING

�

�

�

�

�

�

Scope of the study

Type of Research:

Data Collection:

Primary Data Sources:

Secondary Data sources:

Sampling Technique:

Sample Size:

Metal cans:

Glass Containers:

Sectors Products

Dairy Milk Powder, Skimmed Milk Powder,

Ice cream, butter and ghee, cheese

Fruit and

Vegetables

Beverages, juices, Concentrates,

pulps, slices, Frozen and Dehydrated

Products, Potato wafers/chips

Grains and

Cereals

Flours, Bakeries, Starch Glucose,

Corn flakes, malted foods, Beer and

malt extracts, Grain based alcohol

Fisheries Frozen and Canned products mainly

in fresh form

Meat and

Poultry

Frozen and packed-mainly in fresh

form, Egg powder

Consumer

Foods

Snack food, Namkins, Biscuits, Ready

to eat food, Alcoholic and Non-

alcoholic beverages
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strong in categories such as alcoholic drinks, hot drinks and

beauty and personal care.

PET stands for polyethylene Terephthalate, a plastic resin and a

form of polyester. It is made by combination of ethylene glycol

and terepthalic acid. The main features of PET containers

includes

1. Thermostability

2. Strength

3. Transperancy

4. Recyclable

Corrugated boxes are used in large numbers today. They are

mainly used for packaging products such as T.V, refrigerators and

electronic products.

Flexography has become the pre-dominant medium for package

printing. The use of flexo has also been growing in India.

The Indian bulk packaging market (woven sacks, leno bags,

wrapping fabric, and flexible intermediate bulk container

(FIBC)) started moving significantly only in the 1990s as the

industries acquired bulk handling capabilities to compete in the

globalised world. Bulk packaging has increased because food

production, chemical production started growing in India.

Because of bulk packaging it becomes easier to export from India

to abroad.

Closures in India began to witness a shift away from basic

closures to closures with more advanced features. Convenience

became more important factor further. Different packaged food

categories such as sauces, dressings and condiments adopted

dispensable closures unlike usual plastic and metal closures.

There was also an increase in spray closures, which were used for

various purposes.

It is also called as sustainable packaging which involves use of

sustainable raw material such as recycle material and renewable

resources. Nowadays the focus on green packaging has increased

considerably.

Flexible packaging is such type of packaging which contains

multi-layered laminated sheets of single or a combination of

substrates such as plastic, paper or aluminium. In other words

flexible packaging includes bags, envelopes, pouches, sachets,

wraps, etc made of easily yielding materials such as plastic or

paper sheet, when filled and sealed, acquires pliable shape.

Enhance Packaging Integrity

ModifiedAtmosphere Packaging

Anti-fog

Moisture, Oxygen and Grease Properties

Stunning GraphicAppeal

Extended Shelf Life

MicrowavableApplication

Perforation Capabilities

Clarity Enhancement

Puncture Resistance

With the flexible packaging in high demand there have been

tremendous changes in ways of packaging to suit different needs.

Some of them are Vacuum,Aseptic, Retort-able Shrink, Strip, Gas

Flush, Moisture- Proof, Blister, Skin, and Tamper Evidence

Packaging.

Multi color pouches are very impressive, eye-catching and of

international standard. They are attractively designed.

Multi Color Lamination Rolls, Roll Lamination Film that can be

customized with ease for a host of applications. It is mainly used

for milk pouches to increase the shelf life of a product.

Stand up pouch can be beautifully displayed on a shelf increasing

the visibility of your product. Stand up pouch packaging fold flat

before filling, thus saving on freight and storage space.

PET Containers/ bottles/ caps:

Corrugated Box:

Flexography:

Bulk Packaging:

Caps and closures:

Green packaging:

Flexible packaging:

Consumption Rate of Packaging (Food) 2011-12

Characteristics of flexible packaging:

Types of flexible packaging:

Multi Color Pouches-

Multi Color Lamination Rolls-

Stand Up Pouches-
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Ways of packaging:

PACKAGING TYPE CONSUMPTION RATE)

1.Metal cans 12%

2.Glass containers 10%

3.PET containers

(polyethylene) 9%

(polypropylene) 20%

4.Bulk packaging

(Rigid) 13%

(Flexible) 20%

Others 16%
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Zip Lock Pouches-

Innovative Labeling Techniques:

Few renowned packaging companies in India

1.

FPAssociation:

Latest innovations in flexible packaging:

Few challenges for Flexible packaging growth

Uniquely designed zip lock pouches are ideal for less flowable

products which require re-seal after opening, such as dried foods,

pet food, etc. It keeps the product fresh and dry adding value to

whatever is inside.

Shrink sleeves are made of glossy full printed polymer film. It

encircles the container in 360 degree. It shrinks subjective to

controlled heat, covered by label.

Heat transfer is done by using wax and lacquers. High quality

graphic is maintained and used for containers like LDPE, HDPE,

PP, PS, and PVC plastic.

A pressure sensitive label is like a complex custom designed

sticker. The top layer is either paper or film - film may be used

when transparency is required - which is printed with multi color

graphics. Below the printed layer is an adhesive followed by a

second layer of either paper or film.

A metalized paper label is a metal coated, high strength paper,

printed with vibrant colors, which when stuck on the container

with the right glue, gives a durable and attractive label. It is a

popular labeling option in applications like beer bottles where the

pack requires to be refrigerated.

Wrap around labels are made of a polymer material like oriented

polypropylene, which is printed with attractive graphics. Label

thickness ranges from 35 to 70 microns. These labels are suitable

for metal cans, plastic bottles, tubes, glass containers and

composites.

Holograms meaning "whole images" are visual reproduction of

images in 3D by providing depth to the design. Embossing of

Holograms onto thermo-plastic surfaces is the preferred route for

commercial production for packaging and labeling applications.

Specialized cartoons are used for primary packaging of powders

and solids in a variety of consumer pack sizes.

Parksons Packaging System

2. ITC Limited

3. Tata Tinplate Company of India

Flexible packaging association is a leading trade association

working for flexible packaging industry. It helps in promoting

flexible packaging industry at national and international level.

Any personal, legal, economical and financial data is provided

by FPA. It represents the FP industry in front of the regulatory

authorities. If packaging industry company has any problem then

it puts before FPAand FPAdiscuss this before government.

The pouches having cut fruits

will have the packaging depicting the picture of the fruit it bears

inside which will give a feeling of freshness in mind. The picture

quality of the packaging will lead to Brand enhancement.

Besides the packaging also will lead to increased shelf life

leading to increase in sales

They are easy to handle. Besides it saves

fossil fuels, reduces CO2 emissions There are no artificial

preservatives, are hermetically sealed and it eliminates need for

plastic tray. It also leads to ease of handling, pouring, resealing

and storage

They use less of plastic. And all

paper trim during the manufacturing process is recycled

It is a 2 ply structure. High

quality graphics are achieved by using specially designed ink

which is scuff and heat resistant. Also it has used Anti fog to

prevent fogging when the contents are heated. It is Resalable. It

has Multi use convenience. Also, euro slot has been provided

enabling the package to be hung or carried easily.

The biggest challenge will be to find cost savings in design,

equipment and manufacturing, to offset increased costs in

raw materials

Losing production capacity or market share to competitors

and willing to invest in equipment able to run anywhere

from 50-100 percent faster at lower energy rates with

dramatically improved set-up times needs to be evaluated

against internal capital preservations trends with regard to

market share and profitability.

The biggest concern will continue to be the economy, as

well as erosion of consumer's disposal income, as

necessities, fuel, food and health care cost continue to

increase.

Sustainability, when it is related to efficiency; from reduced

waste in startup and in-process or higher output using less

energy will continue to be the focus.

The costs of manufacturing materials are on the increase

and since in many cases, these increases can't be passed on

to customers or consumers, manufacturers have to find cost

savings through their manufacturing processes to keep

profits from eroding. There are untapped cost savings in

every manufacturing facility; many with justifiable ROI's,

manufacturers that continuously reinvest in its

manufacturing capabilities, will outperform their

competitors and be in a stronger position to handle potential

1. Shrink Sleeves:

2. Heat Transfer:

3. Pressure sensitive labels:

4. Metalized paper labels:

5. Wrap around labels:

6. Holographic Options:

7. Specialized cartoons:

1. For Fresh Fruit packaging-

2) Re-sealable zippers:

3) Flexible packaging blends:

4) Graphical blend packaging:

�
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cost increases.

Certain raw materials price increases are forcing the

industry to look for other ways to be economical such as

qualifying alternate materials. Along with pressure by

customers to keep prices stable, pricing and materials

reviews can benefit everyone.

From Retailers point of view:

More than 50% of the retailers said that flexible packaging is

expensive than rigid packaging.

As regarding rating for flexible packaging, 53%-excellent,

21%-good, 17%-fair, 9%-poor.

As regarding flexible packaging in fresh food being a good

option, 71% of the retailers said yes, 10%-No and 19%-can't

say.

75% of the retailers said that flexible packaging increase the

shelf life of the product.

83% of the retailers said that packaging is an important

aspect in fresh food.

Response regarding packaging in general-

69% of the consumers said yes that packaging is an important

aspect in fresh food. This shows that packaging plays a vital

role in fresh foods.

Regarding the packaging attributes, 55% of the consumers

rate to inform, 20% for protect, 20% for easy transport, 5%

for shelf display.

Regarding design of packaging, 33% of the consumers said

always, 52%-sometimes, 12%-mostly, 3%-rarely.

Pictures or visual effects on the packaging catches the mind

of majority of the consumers and attracts the attention for

purchasing.

Majority of the consumers i.e. 61% of the customers said that

packaging affects the price.

Promotional pricing of the product is most important as

compared to other criterias.25% -always, 51%-sometimes,

16%-mostly, 8%-rarely.

As regarding green packaging is concerned, most imp-37%,

somewhat imp-33%, least imp-18%, Irrelevant-12%.

Regarding awareness level of flexible packaging, 70%-Yes,

30%-No.

As regarding type of packaging for fresh foods majority-

40% of the consumers prefer flexible packaging. This shows

that there is demand for flexible packaging in fresh foods.

Age group of the respondents and their response towards

flexible packaging-80% of the consumers who showed

positive response towards flexible packaging were of the age

between18 to 35

Monthly Income of the respondents and their response

towards flexible packaging-25% people who prefer flexible

packaging fall under the income bracket of 15000-25000 per

month, 50% between 25000 to 35000 and remaining fall

between 36000 & above

Gender group of the respondents and their response towards

flexible packaging-80% of the consumers who showed

positive response towards flexible packaging were Females

52% of the consumers said that flexible packaging is

expensive than rigid packaging and 48% of customers said

No.

67% of the consumers said that flexible packaging increase

the shelf life of a product while 33% of the customers said no.

Necessity to further increase the awareness level of flexible

packaging and its benefits among consumers.

Flexible packaging offers real value and sustainable benefits

to product manufacturers, retailers and consumers through

continuous innovation.

Due to time pressures, low weight and easier to carry, many

consumers prefer flexible packaging.

Some customers are

going for convenience by using plastics and some are going

for conscience by using green packaging.

Patents and Trademarks - Companies such as proctor and

gamble, kraft foods and mars have their own design patents

and some other companies like Reynolds, Nestle have

packaging related trademarks

a lack of standardization in

what constitutes an environmentally friendly package has

resulted in ambiguity as to which packages really are

“green.” Various commissions and organizations are

working towards it

- Innovations in tamper evident packaging

and interactive packaging:(RFID, Bar codes)

1) There should be a combination of green + flexible

packaging.

2) More innovations should be made in flexible packaging.

3) Flexible packaging to be used also as a source to increase the

product attractiveness.

4) Companies should focus more on flexible packaging than

rigid packaging.

�

DataAnalysis/Key Findings

From Customers point of view:

Response regarding Flexible Packaging

Observations:

Observations with respect to trends in food packaging

industry

Convenience vs. conscience - a tie:

Green labeling “loophole” -

Looking ahead

Suggestions:

Conclusion:
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Flexible packaging types are being widely adopted across

several different product categories such as beverages,

home care, beauty and personal care, and various other

consumer goods categories. This is because products in

flexible packaging are lighter and easier to carry, more

convenient to use as compared to other packaging types

such as metal, glass and rigid plastic. Flexible packaging

types has seen very rapid growth as these tend to carry low

unit prices and are affordable to India's rural masses.

With the latest technological advances within the industry

Flexible plastic packaging solutions are changing the way

products are protected, shipped, displayed, and even

purchased in the Indian market. It also has storage,

production, performance and distribution advantages over

rigid and other packaging mediums.

With the use of packaged goods products trickling down

from India's large cities into small towns and villages, the

use of sachets and other small flexible packaging types has

seen very rapid growth as these tend to carry low unit prices

and are affordable to India's rural masses.

Thus it can be concluded that Flexible packaging types are being

widely adopted across several different product categories. Also,

awareness level can be further increased. Retailers and

Customers can be informed about the advantages of flexible

packaging.

Flexible packaging offers real value and sustainable benefits to

product manufacturers, retailers and consumers through

continuous innovation, source reduction and packaging

efficiencies. Moreover, due to its low weight and relative

strength, it is one of the most energy efficient, robust and

economic delivery mediums available.
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Introduction :

Financial turmoil of 2008-09 was a nightmare for almost every

developed and developing country. It had posed a big challenge

to a very own fundamentals of capitalist and some of the largest

economies in the world. As far as developed countries are

concerned their priorities, problems and way to tackle them were

different. India being one of the fastest emerging economies in

the world had its own set of priorities and problems. Ours is

considered to be the robust and fundamentally strong economy in

the world. Which is highly driven by the domestic consumption?

Today we have two basic things to take care of managing the

sustainable growth momentum which we have critically

achieved over a period of time after 1991(under the stewardship

of globally acclaimed economist, respected Dr. Manmohan

Singh) and providing the robust infrastructure for the future

growth (which in turn will result in the India becoming one of the

world's largest economy by 2030). As we have successfully

survived the slowdown where some of the developed countries

had to come ahead and bailout their so called “Too Big to Fail”

companies. All the economic indicators seems to be in India's

favor (except the continuously rising food inflation and fiscal

deficit where government's planned and unplanned expenditure

is more than its revenue, income.) our hirings are coming back on

track, it is special to mention here that domestic companies as

against their foreign counterparts are leading the march.

Where companies like Infosys, TCS and various government

owned PSUs like SBI, ONGC are hiring good numbers. Our

Index of Industrial Production is continually growing since last

two quarters, export oriented units are doing well with the help of

the stimulus package provided by the central govt.According to a

quarterly data released by the Reserve Bank of India, Indian

economy in the coming financial year 2011-12 is projected to

grow at 8.5 to 9%.

Various international companies are looking at India as a

potential service provider in the areas like BPO, KPO and more

recently “Legal Process Outsourcing”. The recent Health Care

India Poised for 2020: A Brief Study of
India's Gradual Rise and Challenges

Mangesh Narayan Bhalerao*

*Specialist, Fixed Income Performance and Reporting, HCL Services India Pvt. Ltd. Pune.

ABSTRACT :

As any economy goes through a transition phase e.g. from underdeveloped to developing and from developing to developed, this

gradual transition brings its own sets of challenges and opportunities with it and it is up to the government, businesses and people

of that country as a whole to meticulously handle them so as to get best out of it for them and their country as a whole.

Available resources at its disposal if handled with great care become its assets and do not take much time to become liabilities for it

if proper care is not taken care. India being world's second largest populous country and a country with highest number of youth is

poised to take a quantum leap towards economic growth and development with the objective of inclusive and sustainable growth

and development for all in mind.

India today is at a very critical juncture where apt direction is required if it aspires to be emerged as a Global Power which can

considerably contribute towards making this world a better place to live in. many incidents also support India's gradual rise in

areas such as Trade, Economics, Social, Deffense, bilateral ties, peaceful resolution of disputes and many more areas where

countries have invited India's views and involvement.

India is expected to surpass China as world's most populous country by 2025-30 with 50% of its population under 25 years and

close to 65% would be under 35 years; these are very astonishing numbers as we are the most youthful nation with highly educated

youth which would lay a foundation for this country to be emerged as a Manufacturing and Service Provider hub.

These bright future and opportunities also bring with them a set of critical and complex set of challenges and threats to India and it

is completely up to the way of governance and its people as a whole to decide which way to choose and what future they gift to

generations to come.

Key Words :India, Gradual Rising, Challenges, Opportunities, Human Resources
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Bill passed by the US wherein every US citizen is required to

have a health and casualty insurance will bring a lot of work in

India as it involves a lot of processing and legal processes to be

done by the individual before getting the policy, the point to

mention here is that US companies would not be having better

option than India which provides cheap and quality work in the

stipulated time frame, but at the same time this opportunity is

coming with a lots of challenges.

Supply of skilled workforce to back the work which will not only

be the cost effective but of better quality and delivered on time

will be the key to lead the competition. As we have to compete

with some of the emerging service providers of the world China,

Philippines, Hungary, Holland countries which are considered to

be as cost effective as India.

As far as the corporate governance and financial reforms are

concerned we really need to make sincere efforts to march ahead.

These two issues are really critical to our growth because one of

them shows belief, trust and faith of people in businesses be it

domestic or international and second one is to make people

believe in our economical credential and our willingness to bring

required change. Government also needs to proactively look into

social and economic reforms to change people's lives for

inclusive and sustainable growth.

Today India is a country with highest number of young people

where other nations of the world are rapidly aging; Half of India's

population is below twenty five years of age and close to sixty

five percent is below thirty five years of age. With these young

and energetic minds India can achieve a feat no has ever

achieved. This demographic advantage also needs intensive care

and apt direction so as to make them understand their role in the

overall growth story.

When many of the Too Big To Fail financial institutions were

struggling for survival in a slowdown or sub-prime crisis of

2007-08 it is noticed and commended at a world stage that India

has got a fundamentally solid and sound banking and financial

system which can withstand major financial blows which poses a

question in front of many big institution of their existence.

India has emerged as an undisputed leader when it comes to

providing highly critical and complex business services which

really add value to clients business and considerably saves cost

for client. It has also come a long way in servicing some of the

world's biggest financial institutions, governments and various

agencies with high degree of accuracy and reliability.

In a recent development an apt acknowledgement of this effort

has come from NASSCOM which wants to bury the acronym

that the world has come to associate with India over the past

decade, and replace it with one that it thinks is more appropriate

for the industry's current maturity level. BPO, for business

process outsourcing, Nasscom says, does not reflect the industry

as it stands today. The apex body will now use the term BPM, or

business process management.

Nasscom president Som Mittal on Wednesday said the industry

had gone up the value chain, managing entire businesses

processes of clients and not just outsourcing them. BPO involved

shifting the delivery of business processes from high-cost

destinations to low-cost ones, a shift that was enabled by

advancements in information and communication technologies.

The model worked on labor cost arbitrage, and brought

significant savings for clients .

India has achieved considerable success in terms of marketing its

social and cultural heritage. This can be evident by growing

number of people all over the world keenly participating in social

cultural events either organized domestically or abroad.

Growing number of individuals are visiting India as a tourist

destination which in itself is a citation of its emergence as a social

and cultural soft power. which is organized in

Rajasthan is a classic example of how India has succeeded in

marketing its cultural heritage as more and more tourist are

specially visiting country for this spectacular event. Our tourist

destinations such as the

are most popular for foreigners.

To strengthen this advantage govt of India has aptly started an

initiative which not only makes people aware

about our cultural legacy but has achieved a remarkable success

in marketing our heritage.

In a last decade or so India has been recognized by some

powerful and developed countries as a crucial and critical ally

who can make a difference in world affairs. Few of the following

happening truly support India's emergence as follows

United Nations Security Council members and United Nations

member countries are considering having India on United Nation

Security Council which is charged with the maintenance of

international peace and security.

India has been invited and encouraged to play vital role in war

torn Afghanistan by the USA, UK and other countries. India has

lived up to the expectations of people affected by continuous war

and domestic conflict. India is the largest regional provider of

humanitarian and reconstruction aid to Afghanistan. Indians are

working in various construction projects, as part of India's

rebuilding efforts inAfghanistan.

Objective of the paper :

This descriptive paper aims to study and understand India's

gradual rise at global level in today's turbulent and volatile

environment and some of its key challenges and opportunities.

Following are few points which give India so called

CompetitiveAdvantage at the global stage -

Highest youth population in the world

Fundamentally sound banking and financial system

Emergence and dominance as a highly critical and complex

service provider

Emergence as a social and cultural soft power

Increasing involvement and importance in world affairs

1

2

Pushkar Mela

Taj Mahal, Ajanta Caves, Sun Temple,

and Red Fort

Incredible India
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Along with the above mentioned competitive advantage and

opportunities India also faces its own set of challenges as

mentioned below

India is projected to be world's most populous country by 2025

surpassing China, with this staggering growth in population it is

quite shocking and discouraging to know that close to 30% of its

population is Below Poverty Line (BPL) also 33% lives on less

than $1.25 per day and 68% lives less than $2 a day, considering

2011 census data. In close to 6.5L villages it does not have

sanitation facility for all, drinking water, electricity, means of

transport and better roads are still a distant dream for many.

With this grim picture in existence it has to concentrate all its

efforts in marching ahead with public, private players along with

the help from international institutions such as IMF, World Bank

and WHO to make this growth story an equitable one.

In a recent times lack of transparency and continuous

controversies and scams have made situation grim for the govt

and very challenging for businesses. Investors' confidence is at

all-time low as they do not see any firm actions from

government's end.

Allocation of licensing in key industries has not been very

transparent in recent times which has caused a major concern and

has tainted India's image as an

overseas.

Many countries have either openly criticized or expressed their

serious concerns on the current affairs with regards to overall

way of governance.

Few examples Norway has expressed a serious concern over the

Supreme Court considering cancelling all the 2G allocation made

previously which may result in huge losses for its state run

company Telenor Group in which Norwegian pension fund has

huge investments.

One bitter truth about Indian higher education is we certainly lack

quality. Major industries which work in niche areas still face

acute shortage with regards to individual with key skills. There is

also significant need for better higher education. The likely

numbers seeking higher education can be expected to grow by

three to four times by 2020.

The National Knowledge Commission has proposed an increase

in the number of universities from 350 today to 1,500 by 2016. It

has also proposed an increase in the 18-24 age groupsto be

educated to university level from 7 to 15 per cent.

India's constraints in infrastructure are obvious to first-time

visitors or long-term residents. The problems of clogged airports,

poor roads, inadequate power, and delays in ports have been well-

recognized as impeding growth. Indian companies on average

lose 30 days in obtaining an electricity connection, 15 days in

clearing exports through customs, and lose 7% of the value of

their sales due to power outages which is substantial loss for

manufacturer even before his goods and services reach to the

desired market just to face stiff competition.

Incremental demand for infrastructure will continue to increase

due to economic growth and urbanization. The impact on

infrastructure demand will be enormous, from demand for inner-

city transport, water and sewerage to low-income housing. The

Planning Commission estimates that India needs almost to

double its ports, roads, power, airports and telecom in the next

five years to sustain growth.

Today India is the youngest nation of the world, home to

fundamentally sound financial institutions, world's largest

democracy, promising market for MNCs, biggest IT and business

services provider but at the same time we can't afford to forget

that 1/3 of the world's hungry live in India, 68% Indians survive

on less than $2 a day, 50% of our children are undernourished,

400 million Indians have no access to electricity, clean drinking

water is still not accessible to all even after 65 years of

independence.

As we are marching ahead dominantly at a global level we have

our own sets of challenges and opportunities with regards to this

rise. Developed economies, especially those in the west have

their own set of problem and tools to solve them; they are more

concerned about their economic health, slowdown and sluggish

business activities wherein we are more concerned about

fundamentally sound and sustainable growth.

On the top of everything our priority is - how to make people at all

levels a part of this development? We are more cared about basic

infrastructure e.g. roads, hospitals, clean drinking water for

everyone, food and education for our children.

As the transition differs questions and their answers tend to differ

and we have our own, being world's second most populous and

developing one.

We all meaning governments, business and people really need to

make sincere effort to be at our best in whatever we do to make

this growth and development sustainable and inclusive one.

To conclude it can be said that India has come a long way and

today stands at the brink of endless opportunities coupled with its

own set of complex and critical challenges. How India leverages

these advantages and opportunities to handle existing and future

challenges will decide its collective feat as a nation.

Social reforms and inclusiveness

Lack of transparent and volatile governance

Quality and quantity of universities a major concern

Basic infrastructure need of the day

Investor and Investment Friendly

Country

General Observations :

Findings and Conclusion :

Notes :

rd

� NASSCOM - The National Association of Software and

Services Companies ( ) is a trade association of

Indian Information Technology (IT) and Business Process

Outsourcing (BPO) industry. Established in 1988,

NASSCOM
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Literature review:

Introduction:

It is argued by Peppers and Rogers 2004 that in the coming years

“

.” So it's highly essential to focus on each customer and

create a high level of satisfaction and try to retain them to get the

best business from them.

.

An empirical study carried out by Ennew and Binks, 1996 using

facts from the U.K banking sector and its small business

customers discovered that there is a positive influence of service

quality on customer loyalty and retention. Hence it is evident that

a strong case is established favouring the growing attitude

towards customer retention. The fact that it can cost five times

more to acquire a new customer than to retain an existing one,

according to research by the American Management Association

(Weinstein et al., 1996) is well known. It has become obligatory

for banks to locate their customers, attract them and serve them

with great cost-efficiency in order to retain them for the long run.

Customer relationship management is a broad approach for

creating, maintaining and expanding customer relationships. It is

the business strategy that aspires to recognize, predict, manage

and customize the needs of an organization's current as well as

the potential customers. At the core of an ideal strategy lies the

formation of shared value for all those involved in the business

process. It is about developing a sustainable competitive

advantage by being the best at understanding, conveying and

providing existing customer relationships over and above

generating and maintaining new customers. Hence, the concept

of product life cycle yields the concept of customer life cycle

which focuses on the development of products and services that

anticipate the prospective needs of the existing customers and

delivering added benefits that stretch the existing customer

relationships beyond mere transactions.

CRM is about enterprises collaborating across the customer

value chain to develop and implement solutions that better meet

the evolving preferences of individual customer groups. The

core of CRM requires various entities in a bank to work

collaboratively to define and realize a series of business

principles which are essential to establish customer-centric

organizations.

In today's progressively more sophisticated, mature and fast-

paced global market, retail bank customers carry out their

banking activities via multiple delivery channels, including

traditional retail bank branches, in-store branches, ATMs,

mobile, online, and call centers. Regardless of the channel or

location, bank customers wish for a consistent and dependable

approach towards doing business. This involves convenient and

secure 24-hour access to execute and evaluate transactions for all

you will not be trying to sell a single product to as many

customers as possible. Instead, you will be trying to sell a single

customer as many products as possible over a long period of

time, and cross different product lines to do this; you will need to

concentrate on building unique relationships with individual

customers

Gronroos 1995 contended that the buyer-seller relationship is

very crucial and it is widely believed that a company should

possess customer orientation rather than sales orientation

[1 ]
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collective accounts, without any delays or disruptions. Many

retail banks are unable to tap revenue opportunities and fail at

achieving long term customer relevance owing to poor integrated

channel capabilities and inadequate or non-existent CRM

systems.

To generate a higher customer base

To identify how profitable a customer is

Identify what risks a customer presents to the bank.

To assist sales staff to close deals faster

Enhance efficiency in call centers

To enable better customer service

Simplify the marketing and sales process

Long-term customers are more likely to become a referral

source.

The longer a relationship continues, better a bank can

understand the customer and his/her needs and preferences.

Hence, there are greater opportunities to customize and cross-

sell the product / service range.

Reduce operating cost and costs arising due to customer error.

Lessen the switching of current customers to alternate banks

Banks need to focus on relationship banking rather than

traditional transaction banking and understand the significance

of SOW - share of wallet. In the world of margin pressure, being

a product specialist is difficult, so banks need to make advice

rather than product price as the source of added value in banking.

Here, CRM becomes the key since the value of retail banking lies

in its distribution. To know your customer (KYC) is the first

requirement of a bank. It guard your business, helps penetrate

growth markets and prevents disintermediation by other players.

To interact with customers the bank is using such technology

software to interact with its customers. Call center automation,

Contact Management, Data Warehousing, Campaign

Management, Knowledge Management, Field Service

Management, Marketing Automation, Sales Service

Automation, Personalization.

e-CRM is a combination of IT sector but also the key strategy to

electronic commerce. e-CRM is a combination of software,

hardware, application and management commitment. Aim of e-

CRM system is to improve customer service, develop a

relationship and retain valuable customers. e- CRM is a concern

for many organizations especially banking sector. With the

implementation of e-CRM and the latest technologies banks

have ensured full security for the transactions of their customer's.

e-CRM facilitates the organizations to provide one to one

services and also maintain the transaction security of the

customers.

CRM in the banking industry relatively differs from that in other

sectors since the banking industry is entirely related to financial

services, which requires a high level of trust among the

customers. Setting up customer care support during on and off

official hours, communicating timely information regarding

interest payments, maturity of time deposit, issuing credit and

debit cum ATM card, creating awareness about online and e-

banking, adopting mobile request etc. are required to keep

regular relationship with customers.

The following steps minimize the work regarding adoption of

CRM strategy. These are:

1. Identification of proper CRM initiatives

2. Implementing adequate technologies in order to assist

CRM initiative

3. Setting standards (targets) for each initiative and each

person involved in that circle

4. Evaluating actual performance with the standard or

benchmark

5. Taking corrective actions to improve deviations, if any

Therefore, one of the best ways of launching a CRM initiative is

to start with what the organization is doing now and determining

what should be done to improve its interface with its customers.

Only then, should it link to an IT solution. While this may sound

reasonably simple, for large organizations it can be a Herculean

1.1 Need of CRM in the Banking Industry:

Table 1: A domain-wise summary of the advantages reaped

by use of CRM

1.2 e-CRM:

�

�

�

�

�

�

�

�

�

�

�

[2 ]

[3 ]

Marketing:

1. Helps arriving at
intelligent business
decisions with
enhanced customer
insights

2. Reduce the lead time
and increase speed to
market

3. Gain more visibility
4. Better control of the

entire marketing
process

5. Increase customer
demand and create a
pull-driven strategy

6. Increase returns on
marketing
investments

Sales:

1. Grow profitable
relationships

2. Maintain focus on
productive activity

3. Eliminate barriers
to productivity

4. Improve sales
efficiency service

5. Transform service
into profitable line
of business

6. Increase customer
loyalty

7. Increase sales
revenue

8. Reduce costs of
customer service
and field work

Web channel

enablement:

1. Boost revenue by
extending market
reach

2. Increase customer
expediency and
contentment

3. Reduce the cost of
sales and support

4. Foster long lasting
customer loyalty

5. Improve sales and
service profitably

Customer Interaction

Center:

1. Increase customer
satisfaction

2. Strengthen trust
and credibility

3. Increase income
and yield

4. Manage the
customer
interaction life
cycle

5. Deliver services to
customers more
efficiently
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undertaking unless a gradual step-by-step process is adopted.

CRM cannot be integrated into the system simply by purchasing

the software and installing it. For CRM to be truly effective, a

carefully planned initiative including strategy, people,

technology, and processes is needed. Moreover, it entails the

realization that the CRM philosophy of doing business should be

adopted incrementally with an iterative approach to learn at each

and every stage of development.

Technology was the center of CRM strategies a few years ago.

The technology was new, complicated and very tough to manage.

Now it is evolving to a commodity piece within CRM strategies.

The incorporation of different systems such as customer data and

product data has enhanced radically. It is viable to have the 360

degree view on the client. Now it is necessary to improve the

usage of all the systems that have been designed and concentrate

on standardization. Having active multi-channel customers is

not in the future anymore, it is a fact of life today. Investing in

multi-channel capabilities is not a choice anymore, it's a must.

Real time delivery has been in the picture for some time now, but

is very rarely put into practice. The benefits of real time do exist,

but the costs are high to achieve these benefits. Huge amounts of

data are being collected by banks; the intelligent use in customer

related processes is where many banks are facing a tough time.

The technology solutions open to banks will continue to improve

with a noticeable shift towards integrated, broad technology

solutions designed to ease enterprise integration requirements.

Whether CRM only adds to costs or generates revenues is not a

technological but a commercial issue. For e.g. if marketing and

sales do not adopt the CRM challenge, CRM will not succeed by

itself. It requires intense training, a clear communication and

integration between marketing, technology departments and all

channels; it requires commitment to document customer needs

whenever possible and a proactive approach towards using

customer intelligence on an on-going basis.

Despite the benefits of CRM, several companies are yet to

implement these tools and services to align their marketing sales

and service to best serve the enterprise and customers. Tools and

work flows can be complex to implement especially for large

enterprises. Implementation issues are to be tackled by the banks.

Supporters emphasize that technology should be implemented

only in the context of careful, strategic and operational planning.

Implementation almost invariably falls short when one or more

facets of this prescription are ignored:

Transforming ideas to implementation can easily fail when

efforts are confined to simply choosing and installing software,

without an accompanying reasoning, context and support of the

work force. In such situations, organizations simply automate an

unsound client-facing process instead of redesigning them in line

with best practices.

For most companies, integrations are gradual initiatives that

deliver a glaring need; improving a specific client-facing process

or automating a favoured sales or client support channel. Such

“point solutions” offer little or no integration or alignment with a

company's overall strategy. They offer a less than complete client

view and often lead to unsatisfactory user experiences.

Experts advise organizations to realize the immense value of

integrating their client facing operations. Here, internally-

focused, department-centric views should be discarded in favour

of reorienting processes towards information-sharing across

marketing, sales and service. For e.g., sales representatives need

to know about current issues and relevant marketing promotions

before attempting to cross-sell to a specific client. Marketing

staff should be able to leverage client information from sales and

service to better target campaigns and offers. And support agents

require quick and complete access to a client's sales and service

history.

Experts propose the following recommendations for increasing

the level of adoption and persuading users to implement these

tools in their everyday work flow:

All solutions are not the same. While some vendors offer more

user friendly applications than others, some are more detailed

and complex depending upon the requirements of the

organization. However, simplicity and relevance should be as

important a decision factor as functionality.

Employees need to know that time invested in learning and usage

will yield personal advantages. If not, they will work around or

ignore the system.

Changing mindsets and the way people work is no small task and

help is usually a requirement. Change often leads to resistance.

Despite today's more usable systems, many staffers still need

assistance with learning and adaptation of the CRM solutions.

Showing employees that upper management fully supports the

use of a new application by using the application themselves may

increase the likelihood that employees would adopt the

application.

A separate department which synchronizes the entire CRM

process and is in charge for developing strategies and following it

up should be created. Banks should have different training

programs to enhance their staff's skills, the training program

called sales and strategy, which also includes the CRM segment,

designed for the staff in the marketing, advertising and CRM

departments.

[5 ]

[6 ]

1.3 Challenges faced in CRM implementation:

1.4. Overcoming the Challenges:

2. CRM in New Generation Banks:

1.3.1. Poor planning:

1.3.2. Poor Integration:

1.3.3. Department-centric Thinking:

1.4.1. Choosing the CRM solution:

1.4.2. Communicating to employees:

1.4.3. Training the work force:

1.4.4. Lead by example:

1.4.5. CRM Organizational Structure:
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In our savings-driven economy, banks have finally come to

realize that the emphasis is on making the customer feel that he is

the king. With newer platforms emerging everyday to assist

banking services, ranging from the internet, mobile commerce to

higher-end technology applications such as WAP etc, the

traditional role of the bank which used to be that of money

lending has adopted broader dimensions. Banks are segregating

their business in terms of retail and corporate customers. Some

banks offer their high net worth depositors special services e.g.,

ICICI Bank's 'Select' or HDFC Bank's 'preferred' and lobby

managers who accommodate to the needs of these clients are

trained to service all their banking requirements at the earliest.

Consolidations within the banking industry with mergers and

acquisitions between public and new private sector banks have

heralded in a new age of business in the banking arena.

Among emerging trends, 'Bancassuarance' is the new buzzword

for the marketing of insurance products by tapping the retail

distribution network of banks. It is felt that banks can play a

pivotal role in marketing insurance products since they already

have the infrastructure and organisational workforce in place.

Changes in consumer behaviour are evident from the significant

growth in the use of plastic as against money in India. Today

banks finance almost anything from homes to cars, consumer

durables, education, schemes for senior citizens, schemes for

children etc, and also retail mutual funds and insurance thereby

converting into a one stop financial services supermarket.

Software such as CRM which enable a lot of relevant customer

information to be stored in computers and to be retrieved at the

click of a button, are becoming popular among public, private

and foreign banks as it enables them to know their customer

better.

CRM Definition: CRM is a personal interaction with

customers.

HDFC tries to remove the financial barriers facing their

customers. They help them meet their goals and realize their

plans. When customers meet their goals, simultaneously HDFC

meet theirs.

E-Markets are HDFC's global Internet portal containing all

electronic services offered by HDFC Markets. The portal

comprises online trading, research material, market

information, financial data, quantitative financial tools etc. On

the research and information side, the portal offers access to

streaming quotes, all research publications and news written by

HDFC analysts and dealers as well as an event calendar

including historical charts and forecasts of important key

figures. In addition, the portal provides access to real-time

news. HDFC bank will check the bank database system to

gather information and search the public information as well as

the customer company's homepage. Within the appropriate

business context, HDFC familiarizes itself with the customer's

financial standing, experience and objectives.

CRM process for HDFC Bank includes following

components:

Knowledge Discovery

Market Planning

Customer Interaction

Analysis & Refinement

Awareness

Exploration

Expansion

The CRM technology used by HDFC Bank when interacting

with the customers is as follows:

Call centre Automation

Data warehousing

Email Management

Field Service Automation

Marketing Automation

Contact management

HDFC bank offers a wide range of concepts and Internet-based

tools to support and enhance customer decision-making

processes. Their concepts and services are constantly

developed and refined to meet the changing needs of their

customers. By using CRM technology, HDFC can provide

customers more knowledge about the bank and also get more

customer information.

In HDFC most of the CRM work is decentralized. Specific

relationship managers within that branch will perform all the

CRM activities.

CRM Definition: CRM as the key to success, they are

following customer-oriented approach by treating every

customer as individual.

The bank is concentrating towards branches instead of

centralized management, branches are responsible for their

business, in other words for their customers. The branches

treat every customer as an individual; the branch has different

set of service packs to different customers, according to their

business needs and location. The banks sees long term

relationship as a key to the success and survival in the market,

though some of the long term relationships presently have less

income. For interaction, the bank uses different channels

according to requirements of its customers. These channels

include telephone, call centre, branch, ATM, internet, field

based manager. Branch channel is the strongest channel

according to the bank resources.

CRM process for IDBI Bank includes following components:

Market planning

Customer interaction

Knowledge discovery

Analysis and Refinement

[7 ]

[8 ]

[9 ]
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2.1 HDFC Bank:

2.2. IDBI Bank:



48 PMR JUL - DEC 2012

The CRM technology used by IDBI Bank when interacting

with the customers is as follows:

Call centre Automation

Data warehousing

Email Management

Field Service Automation

Marketing Automation

Contact management

The branch manager and the assistant branch managers are

responsible for all the activities including identification of right

customers and investment opportunities, development of right

customer offer, decisions about the time of new customer

offerings and customer interaction. IDBI Bank is working on a

customer oriented business strategy. They have put the customer

as first priority.

IDBI's organizational structure is decentralized because the

management believes that the branch has direct interaction with

the customer so the branch is the only source to obtain the exact

situation about its customers.

CRM Definition:

Marketing, sales and support system is applied on a customer

basis, offering the right service to the right customers at the right

time.

The bank has a broad vision about CRM, when it comes to the

application of CRM; the bank looks at competitors, multi channel

environment and the customer satisfaction, because these are

external environment ingredients. These are the forces that

motivate any organization to restructure the business philosophy.

ICICI Bank, the first bank to offer e-banking services in India has

more than one lakh regular internet user accounts, of which more

than 25 percent are of NRIs. The bank has viewed advanced

information technology as a managerial and competitive tool and

has tried to harness technology to the maximum possible extent

to deliver superior customer services. The Bank became the first

bank in India to introduce utility bill payment through Internet.

The bank with its net banking service called 'Infinity' goes a step

forward by allowing the account holder to transfer fund into

another person's account with the bank.

The bank handles the CRM process in a technical way, by

collecting the information about its customers from data

warehouse and customer meetings, the information includes the

market position of the customer (business), the management,

what type of contracts the customers is signing in and how much,

what type of credit the customer wants.

The CRM technology used by ICICI Bank when interacting with

the customers is as follows:

a) Call center automation

b) Contact management

c) Data warehousing

d) Campaign management

e) Knowledge management

f) Field service management

g) Marketing automation

h) Sales service automation

i) Personalization

The bank views CRM technology as a customer-centric process

and it can help to automate the whole process otherwise it is

impossible to handle all the information manually. ICICI's

organizational structure is a combination of centralized and

somewhat decentralized, while making the strategy the head

office is independent, but it leaves some soft corner for the

branches so that they can accommodate their local customers

according to their circumstances.

A separate department coordinates the entire CRM process,

which is responsible for making strategies and following it up.

The bank has different trainings programs to enhance its staff's

skills, the training program called sales and strategy, which also

includes the CRM segment, is designed for the staff in the

marketing, advertising and CRM departments

It can be observed that all the three banks have their different

definitions of CRM; however, the definitions used by the banks

are supported by theory. CRM is a very broad term and it

encompasses a lot of different dimensions and the three banks are

following three ways, but their destination is the same - keeping

long term customer relationship. It is also interesting that banks

have different views about CRM benefits, but they all believe that

long term customer relationship will create value for them.

It is found that all the three banks are following Swift's theory as

follows:

Market planning

Customer interaction

Knowledge discovery

Analysis & Refinement

All the three banks fully understand the technology in the best

possible way. They are using most popular and easily accessible

channels for customer interaction. It is interesting that all three

banks are following the technology in almost the same way by

need identification, personalized offers, most profitable

customer identification and providing them standardized

customer care.

The organization in all the three banks is aligning with

communication process. People are working effective to share a

process and activate their skills to complete the activities and

tasks required for success. A same person may have the

responsibility for all the communication process in a bank,

including recognizing the right customer, relate the right offer,

schedule the offer at the right time, and interact with customers

across the right channel.At the people side, all the three banks are

pay attention to the training of people, though they may be using

different training programs. They recognize that people are the

brand.

2.3 ICICI Bank:
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3. Primary Research:

H0

4. Recommendations forBanks:

A questionnaire (Refer Exhibit 1) was designed for the primary

research to judge the level of customer satisfaction and

recommend areas where banks still have scope for

improvements. The data was collected from 111 respondents and

the factor analysis was carried out using SPSS 16.0. Using factor

analysis will help reduce the large number of variables to certain

exact dimensions that will help summarize important

information contained in the variables. It helps in the creation of

new and abstract variables called , which further aid in the

analysis of the problem better. The key findings are as under:

KMO and Bartlett's Test:

The Kaiser-Meyer-Olkin Measure of Sampling Adequacy is a

statistic which indicates the proportion of variance in variables

which is common variance, i.e. which might be caused by

underlying factors. Its value lies between 0 & 1. If KMO is closer

to 1, then the data is amenable to be conveniently factorized i.e. it

can give distinct factors. If KMO is closer to 0, then distinct

factors cannot be obtained.According to standards, KMO > 0.5 is

Acceptable.

0.804

It indicates whether the correlation

matrix is an identity matrix, which would indicate that the

variables are unrelated. Here the following Null Hypothesis

needs to be tested:

: R = I, i.e. the Correlation matrix is equal to Identity matrix

means there is no correlation between the variables, so each

variable itself is a factor and hence it is not possible to carry out

the factor analysis. Since for factor analysis to work there should

exist some relationships among the variables. If the matrix is

identity all the correlation coefficients would be zeroes. Hence,

in order to run a factor analysis the Null Hypothesis should be

rejected i.e. R-Matrix should not be an Identity matrix.

0.000

Mathematically each factor has all the variables. Before

extraction (pulling factors out of the variables present) each

variable is taken as a separate factor. The method used to extract

is Principal Component Analysis. It is a way of identifying

patterns in the data and expressing the data in order to highlight

their similarities and differences. The Eigen value associated

with each factor represents the variance explained by that

particular component. Since the factors with Eigen value >1 need

to be extracted, the first six factors have been pulled out. The

extracted factors can explain 62.773

The scree plot (Refer Exhibit 2) is also used to take the decision

as to how many factors to retain. Here, it is found that the place

where the smooth decrease of Eigen values appears to level off to

the right of the plot. According to this criterion, 6 factors can be

retained as after this a stable plateau is reached. The criteria on

which the respondents were questioned were satisfaction in

terms of account handling, enquiry handling, staff of the bank,

issues faced, etc.

The top of the mind awareness (Refer Exhibit 3) was judged

along with the number of banks a customer deals with (Refer

Exhibit 4) and the market share (Refer Exhibit 5) captured by the

banks.

Banks must realize the term CRM in its broader term. Banks

must not only concentrate on one segment of CRM, but by using

a mix of different elements they can avail a real customer

oriented service, with long lasting relationships.

Customer needs and requirements are highly volatile. Banks

must keep pace with the changing trends to know what is going to

happen in future so that they can prepare offers according to the

changing demands and environment. Customers also want to

stay where they can find innovative ideas. In an unpredictable

environment, it is good to look forward by anticipating for the

future and taking proactive measures.

The customer is only loyal when the bank has the thorough

understanding of the customer's requirements. If banks fail to

have enough and correct information about their customers, it is

impossible to understand the customer's issues and needs. It is

recommended to keep on tracing the customer and get through

knowledge.

CRM is not just a technology or some sort of equipment to buy

and implement. Rather, it is a total philosophy to be integrated

into the systems where all parts of the organization are

influenced. To implement the soul of CRM it is recommended to

make changes in each and every department and from top to

bottom of the management. The whole organization should be

prepared and organized accordingly.

Everyone working in the organization must have the goal clearly

in mind; the whole organization must work as a single unit. It is

not affordable that the higher management looks towards CRM

as marketing and sales and middle management looks towards

personal interactions.At every level, the CRM definition must be

very clear.

factors

KMO =

Bartlett's Test of Sphericity:

p-value ( ) < 0.005

In this case, , hence the factor analysis can be

performed on the gathered data.

In this case, and hence the null

hypothesis is rejected. Hence, the factor analysis can be

performed.

% variance.

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .804

Bartlett's Test of Sphericity Approx. Chi-Square 648.898

Df 190

Sig. .000

0.5-0.7 = Good

0.7-0.8 = Very Good

0.8-0.9 = Excellent

Above 0.9 = Superb
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5. Conclusion:
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The data collected in this questionnaire will be useful towards preparation of my Banking Management project. Kindly spare
some time to answer the questions given below. The information shared by you will remain confidential.

Amount incorrectly debited/credited your account

Instructions not carried out

Your name or address misspelt on letters

A disagreement about charges

Unhelpful staff

Other reason to complain (Please specify): _____________

1. Which is the first bank that comes to your mind?

2. The bank/banks you are currently dealing with:

3. How would you rate your bank on the following parameters of managing your account?

4. How would you rate your bank on the following parameters of handling your enquiries?

5. Have you experienced any of the following issues in the past six months?

6. How would you rate the staff of your bank on the following parameters?

_____________________________________________________

Exhibits:

Exhibit 1: Questionnaire

Level of Satisfaction Highly Dissatisfied Dissatisfied Neither Satisfied Highly Satisfied

Efficiency while
handling your
account

Clarity in explaining
the charges

Timely rectification
of any mistakes
made

Level of Satisfaction Highly Dissatisfied Dissatisfied Neither Satisfied Highly Satisfied

The time taken by
the staff to attend to
you?

Mannerisms of the
staff members

Ability and
knowledge to answer
queries

Level of Satisfaction Highly Dissatisfied Dissatisfied Neither Satisfied Highly Satisfied

Knowledgeable
about the products/
services offered

Able to give good &
reliable advice

Able to give you
100% attention

Pleased to be
assisting you

Smartness and
professionalism
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7. How would you rate the branch of your bank on the following parameters?

8. How would you rate the ATMs of your bank on the following parameters?

9. Would you recommend your bank to family, friends or others?

10. Please fill in your personal details:

Yes No

Level of Satisfaction Highly Dissatisfied Dissatisfied Neither Satisfied Highly Satisfied

Level of privacy
offered

Cleanliness

How your enquiries
passed between staff

Time taken up in a
queue

How quickly the
cashiers carry out
instructions

Level of Satisfaction Highly Dissatisfied Dissatisfied Neither Satisfied Highly Satisfied

Cleanliness

Security

Accessibility

Providing readable
printouts

Name:

Gender: Age:

Address:
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Exhibit 2: Scree Plot

Exhibit 3: Top of the mind awareness
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Exhibit 4: Number of banks a customer deals with

Exhibit 5: Market Share of the Banks
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