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Introduction  

 Financial system is characterized by 

the presence of an integrates, organized and 

regulated financial markets, and institutions 

that meet the short term and long term 

financial needs of both the household and 

corporate sector. 

The financial system is possibly the 

most important institutional and unctional 

vehicle for economic transformation. 

Finance is a bridge between the present and 

the future and whether it be the mobilization 

of savings or their efficient, effective and 

equitable allocation for investment, it is the 

success with which the financial system 

performs its functions that sets the pace for 

the achievement of broader national 

objectives. 

Service Sector in India 

Basic materials producers such as 

steel makers, paper companies, food 

producers, energy suppliers, and 

telecommunications providers are 

increasingly thinking about building brands. 

What they lack, however, are the distinct 

product benefit required to build brand 

equity. Many, that is to say, have only a 

name, and are searching for a brand. But 

there are a number of encouraging success 

stories. 

The major challenge for commodity 

companies is to decide in what way they will 

be   distinctive and how they can bring that 

about. Many companies believe that 

bundling services to provide one-stop 

shopping (by offering energy and cable 

television services 

 together, for example) is the way. Research 

suggests, however, that bundling works only 

if companies add genuinely new benefits 

beyond an integrated bill and a small 

bundled-price discount. Instead of thinking 

what disparate offerings they can put 

together, companies should work with 
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customers to understand where opportunities 

exist to create real value.  

OBJECTIVES OF THE STUDY  

 To know the financial services in 

India.  

 To study the impact of Banking 

Sectors.  

 To know different type of Banks.  

Methodology  

This paper is the outcome of a 

secondary data on Indian Financial services 

with special reference to Indian Banking 

Sectors context. To complete this various 

books, journals and periodicals have been 

consulted, several reports on this particular 

area have been considered, and internet 

searching has also been done. 

Service Sector in India 

Basic materials producers such as 

steel makers, paper companies, food 

producers, energy suppliers, and 

telecommunications providers are 

increasingly thinking about building brands. 

What they lack, however, are the distinct 

product benefit required to build brand 

equity. Many, that is to say, have only a 

name, and are searching for a brand. But 

there are a number of encouraging success 

stories. 

The major challenge for commodity 

companies is to decide in what way they will 

be   distinctive and how they can bring that 

about. Many companies believe that 

bundling services to provide one-stop 

shopping (by offering energy and cable 

television services together, for example) is 

the way. Research suggests, however, that 

bundling works only if companies add 

genuinely new benefits beyond an integrated 

bill and a small bundled-price discount. 

Instead of thinking what disparate offerings 

they can put together, companies should 

work with customers to understand where 

opportunities exist to create real value.  

Components of Indian Financial System 

The following are the four major 

components that comprise the  Indian 

Financial System: 

1. Financial Institutions 

2. Financial Markets 

3. Financial Instruments/Assets 

4. Financial Services 

Types of Financial Institutions in India  

1. Banking Institutions 

2. Non Banking Financial Institutions 

Banking Institutions  

The Indian financial system is broadly 

classified into two broad groups:  

i) Organised sector 

ii)  Unorganised sector.  
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Organised Sector: The organized banking 

sector consists of commercial banks, 

cooperative banks and regional rural banks. 

Unorganised sector: In the unorganized 

banking sector are the indigenous bankers, 

money lenders. 

Non banking Financial Institutions 

The non banking institutions may be 

categorized broadly into two groups.  

i) Organised sector 

ii)  Unorganised sector.  

Organised Sector: The organized Non 

banking sector consists of Development 

Finance Institutions and Investment 

Institutions. These include IDBI, ICICI, 

IFCI, IRDC, UTI, LIC, GIC. 

Unorganised sector: In the unorganized 

Non banking sector are the leasing, 

agencies, merchant banking etc. "The 

financial system is also divided into users of 

financial services and providers. Financial 

institutions sell their services to households, 

businesses and government. They are the 

users of the financial services.  

TECHNOLOGY ADOPTION IN 

INDIAN BANKING SECTOR 

Today Information Technology not 

only facilitates automation of process and 

data processing but also provides more value 

addition to the entire Banking Business. 

Further, it is directly and visibly linked to 

'value to customer'. Banking today has 

transformed into a technology intensive and 

customer friendly model with a focus on 

convenience. The sector is set to witness the 

emergence of financial supermarkets in the 

form of universal banks providing a suite of 

services from retail to corporate banking and 

industrial lending to investment banking. 

Automated Teller Machine (ATM) 

The traditional branch model of bank 

is now replaced with an alternative delivery 

channels like ATM network by using the 

plastic card with its special features. It is 

otherwise being called as debit cards. The 

plastic ATM card is replacing all paper 

based verification including cheque, and it 

avoids the personal attendance of the 

customer during the restriction of banking 

hours. ATMs used as facilitator for 

Electronic Fund Transfer. ATM itself can 

provide information about accounts of 

customers and also receive information‘s 

and instructions from customers like stop 

instruction, auto pay, cheque drop, etc., An 

ATM is an Electronic Fund Transfer 

terminal facilitating cash deposits, inter and 

intra transfer between accounts, balance 

enquiries along with mini statement of 

accounts, cash withdrawals and pay bills. 
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Internet Banking ( i – Banking / e-

Banking) 

Internet banking (or E-banking) 

means any user with a personal computer 

and a browser can get connected to his 

bank‘s website to perform any of the virtual 

banking functions. In internet banking 

system every bank has a centralized 

database that is connected with other 

banking system through web-based 

environment. All the services that the bank 

has permitted on the internet are displayed 

in menu. Through that any service can be 

selected by the customer and further the 

demo or working manual is provided by the 

nature of service. 

Mobile Banking / Phone Banking 

In October, 2008, the first measure to 

regulate mobile banking in India was start 

up. Since then, it is progressively liberalized 

the manner and extent to which banks can 

conduct mobile banking, alive to the needs 

of the market, in particular, the un-banked 

population and the migrant labor force 

within the country. Today, mobile phone 

enhancing the banks in India to facilitate 

intra and interbank funds transfer between 

bank accounts. India is enjoying an 

explosion in the development and usage of 

mobile communication technology. With 

this development the financial sector can 

exploit. Mobile phone users belong to all 

strata of society, spread across metropolitan 

centre, towns and villages. In telephone 

banking, the telephone is used as a message 

carrier to enable person to person or voice 

activated automated communication 

between the bank and the customer. 

Card Mechanism - Credit Cards/Debit 

Cards 

The Credit Card holder is 

empowered to spend wherever and 

whenever he wants with his Credit Card 

within the limits fixed by 

his bank. Credit Card is a post paid card. 

Debit Card, on the other hand, is a prepaid 

card with some stored value. Every time a 

person uses this card, the Internet Banking 

house gets money transferred to its account 

from the bank of the buyer. The bank never 

faces a default because the amount spent is 

debited immediately from the customer‘s 

account. 

Smart Card 

Banks are adding chips to their 

current magnetic stripe cards to enhance 

security and offer new service, called Smart 

Cards. Smart Cards allow thousands of 

times of information storable on magnetic 

stripe cards. In addition, these cards are 

highly secure, more reliable and perform 

multiple functions. They hold a large 
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amount of personal information, from 

medical and health history to personal 

banking and personal preferences. Smart 

card technology is now familiarized in India. 

Fund Transfer Techniques 

It is necessary to highlight here the 

extent of customer migration to electronic 

payments in India. From less than half a 

percent of transactions in the electronic 

mode in 2001, today the process close to 

about 30 cores transactions per year in the 

electronic mode. The same holds true for 

RBI‘s recent initiative away from High 

Value Clearing to electronic modes, a move 

aimed at creating a safer, secure and credit-

push based funds transfer route that has 

gained considerable transaction. 

RTGS 

The past few years marking some 

major milestones in the Indian payment and 

settlement systems with the introduction of 

the Real Time Gross Settlement (RTGS) 

System has resulted in compliance with the 

Basle Core Principles for Systemically 

Important Payment Systems of the Bank for 

International Settlements. It also has 

providing the means for risk-free and credit 

push-based fund transfers settled on a real-

time basis with the central bank money.  

 

 

The facility for inter-bank funds 

settlement through RTGS is today available 

across more than 55,000 bank branches, in 

more than 2500 regional centers across the 

country, a coverage span perhaps not seen 

anywhere else in the world. 

INFINET 

Institute for Development and 

Research in Banking Technology (IDRBT) 

implemented the Indian Financial Network, 

the INFINET a ‗one-of-a-kind‘ initiative for 

the banking sector aimed at sharing 

expensive IT resources so as to achieve 

economies of scale. One of the notable 

achievements of IDRBT‘s has been the 

implementation of Public Key Infrastructure 

(PKI) based electronic data transfer with 

very high security levels. The Institute has 

also developed a messaging standard known 

as Structured Financial Messaging System 

(SFMS) with security features superior even 

to SWIFT 

SECURITY IN BANKING 

Security in an Information Technology 

based transaction processing environment is 

also very much essential and critical. 

Adequate security controls must be 

exercised in place to protect the consumer 

interest. This includes the validation of 

transactions with the maker-checker 

concept, transmission of encrypted form of 

electronic messages over a network, due 

authentication by means of providing for 

digital signatures and warehousing of 

electronic records in conformity with the 
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provisions of the Information Technology 

Act, 2000 and amendment Act 2008. 

Conclusion  

 In the recent past, the Indian banking 

sector has undergone significant 

developments and investments. In this 

sector, there are huge opportunities and 

numerous challenges. Money laundering is a 

growing menace and it not only poses 

serious threat to the stability and integrity of 

the financial system but also to the 

sovereignty and safety of nations worldwide. 

In the coming days, challenges before banks 

would primarily lie in saving themselves 

from the growing threat of money 

laundering. Indian banks are once again at 

the cross-roads of development and this 

report is just an indication of what lies 

ahead. Regulators, policy makers and banks 

would have to work together for making 

sure that the growth engine for Indian 

economy functions smoothly and paves way 

for the country to become a global economic 

super power. 
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Introduction 
 

Services or the "tertiary sector" of the 

economy covers a wide gamut of activities 

like  trading,  banking  &  finance, 

infotainment, real estate, transportation, 

security, management & technical 

consultancy among several others. The 

various sectors that combine together to 

constitute service industry in India. There 

was marked acceleration in services sector 

growth  in  the  eighties  and  nineties, 

especially in the nineties. While the share of 

services in India's GDP increased by 21 per 

cent points in the 50 years between 1950 and 

2000, nearly 40 per cent of that increase was 

concentrated in the nineties. While almost 

all service sectors participated in this boom, 

growth was fastest in communications, 

banking, hotels and restaurants, community 

services, trade and business services. One of 

the reasons for the sudden growth in the 

services sector in India in the nineties was 

the  liberalisation  in  the  regulatory 

framework that gave rise to innovation and

 

higher exports from the services sector. The 

boom in the services sector has been 

relatively  "jobless".  The  rise  in  services 

share in GDP has not accompanied by 

proportionate increase in the sector's share 

of national employment. Some economists 

have   also   cautioned   that   service   sector 

growth must be supported by proportionate 

growth of the industrial sector, otherwise the 

service sector grown will not be sustainable. 

In  the  current  economic  scenario  it  looks 

that the boom in the services sector is here 

to stay as India is fast emerging as global 

services hub.   India has the second fastest 

growing services sector with its compound 

annual growth rate at nine per cent, just 

below China‘s 10.9 per cent, during the last 

11-year period from 2001 to 2012, the 

Economic Survey for 2013-14 said. Russia 

at 5.4 per cent is a distant third. Among the 

world's top 15 countries in terms of GDP, 

India ranked 10th in terms of overall GDP 

and 12th in terms of services GDP in 2012, 

it said, adding that services share in world
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GDP was 65.9 per cent but its share in 

employment was only 44 per cent in 2012. 

As per the survey, in India, the growth of 

services-sector  GDP  has  been  higher  than 

that of overall GDP between the period 

FY2001- FY2014. 

Banking and Insurance Sectors in India 

The  banking  and  insurance  industries  are 

mostly government owned despite a lot of 

private participation in this segment.   Both 

banks    and    insurance    companies    have 

introduced   technology   to   ensure   greater 

customer       convenience.       ―Customized 

services‖   is   the   norm   today   in   this 

competitive   world.      Basically,   financial 

services  are  intangible.  Financial  services 

are presented to customers in varied forms – 

current account, savings account, mortgage 

account,  credit  cards  by  banks,  likewise, 

various insurance policies are offered to suit 

the diverse needs of customers.   All   these 

financial services are intangible which are 

supported  by  certain  tangibles  like  pass 

book, cheque book, policy documents, etc. 

They enhance the image of both the service 

provided and the customer. 

Banking is an industry which is service 

oriented. The traditional function of banking 

is to accept deposits and lending loans and 

advances. The changing needs of customers 

reflect    the    exception    of    value-added 

servicing for basic banking requirements. 

Technology enables banks to provide 

anytime-anywhere-banking to the 

increasingly demanding customers. Banking 

has come to be recognized as a virtual 

necessity to face the imminent challenge 

completion that is growingly felt in modern 

days  owing  to  globalization  and 

liberalization of the Indian economy. 

Many banks have modernized services with 

the facilities of computers and electronic 

equipments.   The electronics revaluation 

made it possible to provide flexibility in 

banking operations  to  the benefit  of 

customer.   In the new digital market place, 

banks and financial institutions are not 

lagging behind and have started providing 

electronically over the internet.  This type of 

services provided by the banks on internet 

called   e-banking,   lowers   the   transaction 

costs, adds value to the banking relationship 

and empowers customers. A wide range of 

services  are being offered by banks using 

the electronic media.   The time limitations 

of only hours of customer service, banking 

services, in including deposits withdrawals 

requisitions, instructions and transfer.   The 

customer need not be more security, as most 

ATM locations have guards, or alternatively 

are  located  in  lobbies,  access  to  which  is
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electronically    controlled    by    means    of 
 

customer‘s ATM card. 
 

Insurance sector in India is one of the 

booming sectors of the economy and is 

growing at the rate of 15-20 per cent annum. 

Together  with  banking  services,  it 

contributes to about 7 per cent to the 

country's GDP. Insurance is a federal subject 

in India and Insurance industry in India is 

governed by Insurance Act, 1938, the Life 

Insurance Corporation Act, 1956 and 

GeneralInsurance Business (Nationalisation) 

Act, 1972, Insurance Regulatory and 

Development Authority (IRDA) Act, 1999 

and other related Acts. The origin of life 

insurance  in  India  can  be  traced  back  to 

1818 with the establishment of the Oriental 

Life Insurance Company in Calcutta. It was 

conceived as a means to provide for English 

Widows.  In  those  days  a  higher  premium 

was charged for Indian lives than the non- 

Indian lives as Indian lives were considered 

riskier for coverage. The Bombay Mutual 

Life Insurance Society that started its 

business in 1870 was the first company to 

charge same premium for both Indian and 

non-Indian lives. In 1912, insurance 

regulation formally began with the passing 

of  Life  Insurance Companies  Act  and  the 

Provident Fund Act.   By 1938, there were 

176  insurance  companies  in  India.  But  a 

number of frauds during 1920s and 1930s 

tainted the image of insurance industry in 

India. In 1938, the first comprehensive 

legislation regarding insurance was 

introduced with the passing of Insurance Act 

of 1938 that provided strict State Control 

over insurance business. Insurance sector in 

India grew at a faster pace after 

independence. In 1956, Government of India 

brought together 245 Indian and foreign 

insurers and provident societies under one 

nationalised monopoly corporation and 

formed Life Insurance Corporation (LIC) by 

an Act of Parliament, viz. LIC Act, 1956, 

with  a  capital  contribution  of  Rs.5  crore. 

The (non-life) insurance business/general 

insurance remained with the private sector 

till 1972. There were 107 private companies 

involved  in  the  business  of  general 

operations and their operations were 

restricted to organised trade and industry in 

large cities. The General Insurance Business 

(Nationalisation) Act, 1972 nationalised the 

general insurance business in India with 

effect from January 1, 1973. The 107 private 

insurance companies were amalgamated and 

grouped into four companies: National 

Insurance Company, New India Assurance 

Company, Oriental Insurance Company and 

United  India  Insurance  Company.  These 

were subsidiaries of the General Insurance

http://www.iloveindia.com/economy-of-india/insurance-sector.html
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Company (GIC). In 1993, the first step 

towards insurance sector reforms was 

initiated with the formation of Malhotra 

Committee, headed by former Finance 

Secretary and RBI Governor R.N. Malhotra. 

The committee was formed to evaluate the 

Indian  insurance  industry  and  recommend 

its future direction with the objective of 

complementing the reforms initiated in the 

financial sector. 

Information Technology Sector 
 

Information Technology (IT) industry in 

India is one of the fastest growing industries. 

Indian  IT  industry  has  built  up  valuable 

brand equity for itself in the global markets. 

IT industry in India comprises of software 

industry and information technology enabled 

services  (ITES),  which  also  includes 

business  process  outsourcing  (BPO) 

industry. India is considered as a pioneer in 

software development and a favorite 

destination for IT-enabled services. The 

origin of IT industry in India can be traced 

to 1974, when the mainframe manufacturer, 

Burroughs, asked its India sales agent, Tata 

Consultancy Services (TCS), to export 

programmers for installing system software 

for a U.S. client. The IT industry originated 

under unfavorable conditions. Local markets 

were absent and government policy toward 

private enterprise was hostile. The industry 

was begun by Bombay-based conglomerates 

which entered the business by supplying 

programmers to global IT firms located 

overseas. During that time Indian economy 

was state-controlled and the state remained 

hostile to the software industry through the 

1970s. Import tariffs were high (135% on 

hardware and 100% on software) and 

software was not considered an "industry", 

so that exporters were ineligible for bank 

finance.   Government   policy   towards   IT 

sector changed when Rajiv Gandhi became 

Prime Minister in 1984. His New Computer 

Policy (NCP-1984) consisted of a package 

of reduced import tariffs on hardware and 

software (reduced  to  60%),  recognition  of 

software exports as a "delicensed industry", 

i.e., henceforth eligible for bank finance and 

freed from license-permit raj, permission for 

foreign   firms   to   set   up   wholly-owned, 

export-dedicated units and a project to set up 

a chain of software parks that would offer 

infrastructure at below-market costs. These 

policies laid the foundation for the 

development of a world-class IT industry in 

India.  Today, Indian IT companies such as 

Tata Consultancy Services (TCS), Wipro, 

Infosys,  HCL  et  al  are  renowned  in  the 

global market for their IT prowess. Some of 

the major factors which played a key role in 

India's emergence as key global IT player

http://www.iloveindia.com/economy-of-india/it-industry.html
http://www.iloveindia.com/economy-of-india/it-industry.html
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are: 
 

of Indian IT industry, it seems that Indian 

success story is all set to continue. 

Real Estate Sector 
 

Real estate sector in India is witnessing 

tremendous boom. Real estate industry in 

India is presently worth $12 billion and is 

growing  at  the  rate  of  30  per  cent  per 

annum. The importance of real estate sector 

in India can be gauged from the fact that it is 

the second largest employer next only to 

agriculture. The real estate industry has 

significant   linkages   with   several   other 

sectors of the economy and over 250 

associated industries. According to a study 

One Rupee invested in real estate sector 

results in 78 paise being added to the GDP 

of the country. Eighty percent share of the 

real estate market is garnered by residential 

sector and the rest is comprised of offices, 

shopping malls, hotels and hospitals. The 

sustained demand from the Information 

Technology   (IT)   sector   has   fuelled   the 

growth of real estate sector. It has been 

estimated  that  the  demand  for  IT  space 

would  be  66  million  square  feet  over  the 

next five years. Several multinational 

companies are shifting their operations to 

India to take advantage of the relatively low 

costs. With human resources being the key 

element in this industry, hiring people and 

housing them assume great importance. The 

need to create space for people to work and 

live   triggers   the   development   of   other 

related infrastructure. 

Traditionally, the government's support to 

housing had been centralized and directed 

through the State Housing Boards and 

development authorities. In 1970, the 

Government of India set up the Housing and 

Urban Development Corporation (HUDCO) 

to finance housing and urban infrastructure 

activities.  In  2002,  the  government 

permitted 100 per cent foreign direct 

investment (FDI) in housing through 

integrated township development. However, 

FDI rules at the moment are quite stringent. 

For FDI in real estate prior approval of the 

Foreign Investment Promotion Board is 

required, which, can be rather tedious and 

there is a lock-in period for repatriation of 

the original capital invested for a period of 

three  years.  On  the  top  of  it  the  rules 

stipulate a minimum land holding of 100 

acres. Getting 100 acres of free land in an 

urban area is almost impossible. Hence the 

permission of FDI in real estate hasn't had 

the   desired   effect.   The   boom   in   retail 

industry has also spurred the growth in real 

estate sector. India at the moment is 

witnessing a spurt in extremely large retail 

spaces. Shopping malls with over 1 million

http://www.iloveindia.com/economy-of-india/real-estate-sector.html
http://www.iloveindia.com/economy-of-india/real-estate-sector.html
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sq ft of space have become the order of the 

day. As the competition in the market 

intensifies,  builders are  going out  of their 

way to be different. Specialized malls, 

designer brands and multi-movie options are 

the order of the day. With the big players 

like   Reliance,   Big   Bazaar,   and   Bharti 

entering retail market, real estate sector 

would be the big beneficiary. The prospects 

for   real   estate   industry   in   India   looks 

buoyant. All the factors which contributed to 

the growth of real estate sector-high 

disposable incomes, sharp increase in global 

liquidity, selective capital account 

liberalization,   looser   credit   policies,   a 

greater availability of leverage due to 

financial liberalization and a consequent 

increase in mortgage lending and price 

increases-look set to continue. 

Retail Sector in India 
 

The  Retail  Sector  of  Indian  Economy  is 

going through the phase of tremendous 

transformation.  The retail  sector  of  Indian 

economy is categorized into two segments 

such as organized retail sector and 

unorganized retail sector with the latter 

holding the larger share of the retail market. 

At present the organized retail sector is 

catching up very fast. The impact of the 

alterations in the format of the retail sector 

changed    the    lifestyle    of    the    Indian 

consumers drastically. The evident increase 

in consumerist activity is colossal which has 

already chipped out a money making recess 

for  the  retail  sector  of  Indian  economy. 

With the onset of a globalized economy in 

India,  the  Indian  consumer's  psyche  has 

been changed. People have become aware of 

the value of money. Nowadays the Indian 

consumers are well versed with the concepts 

about   quality  of   products   and   services. 

These demands are the visible impacts of the 

Retail     Sector     of     Indian     Economy. 

Since the liberalization policy of 1990, the 

Indian economy, and its consumers are 

getting whiff of the latest national & 

international products, the with help of print 

and  electronic  media.  The  social  changes 

with the rapid economic growth due to 

trained personnels, fast modernization, 

enhanced availableness of retail space is the 

positive       effects       of       liberalization. 

The growth factors of the retail sector of 

Indian economy: 

     Increase in per capita income which in 
 

turn increases the household 

consumption 

  Demographical changes and 

improvements in the standard of living 

  Change in patterns of consumption and 

availability of low-cost consumer credit
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  Improvements in infrastructure and 

enhanced availability of retail space 

     Entry to various sources of financing 
 

The infrastructure of the retail  sector  will 

evolve  radically.  The  emergence  of 

shopping  malls  are  going  steady  in  the 

metros and there are further plans of 

expansion  which  would  lead  to  150  new 

ones coming up by the year 2008. As the 

count of super markets is going up  much 

faster than rate of growth in retail sector, it 

is taking the lions share in food trade. The 

non-food sector, segments comprising 

apparel,  accessories,  fashion,  lifestyle  felt 

the significant change with the emergence of 

new stores formats like convenience stores, 

mini marts, mini supermarkets, large 

supermarkets, and hyper marts. Even food 

retailing has became an important retail 

business in the national arena, with large 

format retail stores, establishing stores all 

over India. With the entry of packaged foods 

like MTR, ITC Ashirbad, fast foods chains 

like McDonald's, KFC, beverage parlors like 

Nescafe, Tata Tea, Café Coffee and Barista, 

the Indian food habits has been altered. This 

stores have earned the reputation of being 

'super saver locations'. 
 

With the arrival of the Transnational 

Companies(TNC),  the  Indian  retail  sector 

will   confront   the   following   round   of 

alterations. At present the Foreign Direct 

Investments(FDI) is not encouraged in the 

Indian organized retail sector but once the 

TNC'S get in they would try to muscle out 

their Indian counterparts. This would be 

challenging  to  the  retail  sector  in  India. 

The future trends of the retail sector of 

Indian economy: 

     The retail sector of Indian economy will 
 

grow up to 10% of total retailing by the 

year 2010. 

  No one single format can be assumed as 

there is a huge difference in 

     cultures regionally. 
 

  The most encouraging format now 

would be the hypermarts 

  The hypermart format would be further 

encouraged with the entry of the TNC's 

Telecom Industry in India 
 

In 1990s, telecommunications sector 

benefited from the general opening up of the 

economy. Also, examples of telecom 

revolution  in  many other countries,  which 

resulted  in  better  quality  of  service  and 

lower tariffs, led Indian policy makers to 

initiate a change process finally resulting in 

opening up of telecom services sector for the 

private sector. National Telecom Policy 

(NTP) 1994 was the first attempt to give a 

comprehensive roadmap for the Indian 

telecommunications     sector.     In     1997,
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Telecom Regulatory Authority of India 

(TRAI) was created. TRAI was formed to 

act as a regulator to facilitate the growth of 

the telecom sector. New National Telecom 

Policy was adopted in 1999 and cellular 

services  were  also  launched  in  the  same 

year.    Telecommunication  sector  in  India 

can be divided into two segments: Fixed 

Service Provider (FSPs), and Cellular 

Services. Fixed line services consist of basic 

services, national or domestic long distance 

and international long distance services. The 

state operators (BSNL and MTNL), account 

for  almost  90  per  cent  of  revenues  from 

basic services. Private sector services are 

presently available in selective urban areas, 

and collectively account for less than 5 per 

cent of subscriptions. However, private 

services focus on the business/corporate 

sector, and offer reliable, high- end services, 

such  as  leased  lines,  ISDN,  closed  user 

group and videoconferencing. Cellular 

services can be further divided into two 

categories: Global System for Mobile 

Communications (GSM) and Code Division 

Multiple Access (CDMA). The GSM sector 

is dominated by Airtel, Vodfone-Hutch, and 

Idea Cellular, while the CDMA sector is 

dominated by Reliance  and  Tata  Indicom. 

Opening up of international and domestic 

long  distance  telephony  services  are  the 

major growth drivers for cellular industry. 

Cellular operators get substantial revenue 

from these services, and compensate them 

for reduction in tariffs on airtime, which 

along with  rental  was  the main  source of 

revenue. The reduction in tariffs for airtime, 

national long distance, international long 

distance, and handset prices has driven 

demand. 

Tourism Sector in India 
 

The Tourism sector of Indian economy is 

at present experiencing a huge growth. The 

Tourism sector of Indian economy has 

become one of the major industrial sectors 

under the Indian economy. The tourism 

industry       earns       foreign       exchanges 

worth ` 21,828   crore.   Previous   year   the 

growth rate of the tourism sector of Indian 

economy was recorded as 17.3% .   The 

growth in the tourism industry is due to the 

rise in the arrival of more and more foreign 

tourists and the increase in the number of 

domestic tourists. Tourists from Africa, 

Australia, Lain America, Europe, Southeast 

Asia, etc are visiting India and there are 

growing by the thousands every year. Indian 

Tourism offers a potpourri of different 

cultures, traditions, festivals, and places of 

interest. There are a lot of options for the 

tourists. India is a country with rich cultural 

and traditional diversity. This aspect is even
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reflected in its tourism. The different parts 

of the country offers wide variety of 

interesting places to visit. While the 

international tourism is experiencing a 

decelerated growth, the Indian counterpart is 

not affected. 

The factors for the growth of the Tourism 

sector of Indian economy 

     Increase in the general income level of 
 

the populace 
 

  Aggressive advertisement campaigns on 

the tourist destinations 

     Rapid growth of the Indian economy 
 

The objectives of the National Action Plan 

for Tourism 

     Socio economic development of areas 
 

  Increase in the opportunities for 

employment 

  Development of the domestic tourism 

for the middle class segment of the 

society 

  Preservation and restoration of the 

national heritage and environment 

     Developing international tourism 
 

  Promotion of tourism based product 

diversification 

  Increasing the Indian share in global 

tourism 

Hotel sector in India 
 

Hotel   Industry   in   India   has   witnessed 

tremendous  boom  in  recent  years.  Hotel 

Industry is inextricably linked to the tourism 

industry   and   the   growth   in   the   Indian 

tourism industry has fuelled the growth of 

Indian hotel industry. The thriving economy 

and increased business opportunities in India 

have acted as a boon for Indian hotel 

industry. The arrival of low cost airlines and 

the   associated   price   wars   have   given 

domestic  tourists  a  host  of  options.  The 

'Incredible India' destination campaign and 

the recently launched 'Atithi Devo Bhavah' 

(ADB) campaign have also helped in the 

growth  of  domestic  and  international 

tourism and consequently the hotel industry. 

In recent years government has taken several 

steps to boost travel & tourism which have 

benefited hotel industry in India. These 

include the abolishment of the inland air 

travel tax of 15%; reduction in excise duty 

on aviation turbine fuel to 8%; and removal 

of a number of restrictions on outbound 

chartered flights, including those relating to 

frequency and size of aircraft. The 

government's recent decision to treat 

convention centres as part of core 

infrastructure, allowing the government to 

provide critical funding for the large capital 

investment that may be required has also 

fuelled the demand for hotel rooms. 

According  to  a  report,  Hotel  Industry  in 

India currently has supply of 110,000 rooms

http://www.iloveindia.com/economy-of-india/hotel-industry.html
http://www.iloveindia.com/economy-of-india/hotel-industry.html
http://www.iloveindia.com/economy-of-india/hotel-industry.html
http://www.iloveindia.com/economy-of-india/hotel-industry.html
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and  there is  a shortage  of 150,000  rooms 

fueling hotel room rates across India. 

According to estimates demand is going to 

exceed  supply  by  at  least  100%  over  the 

next 2 years. Five-star hotels in metro cities 

allot same room, more than once a day to 

different guests, receiving almost 24-hour 

rates from both guests against 6-8 hours 

usage. With demand-supply disparity, hotel 

rates in India are likely to rise by 25% 

annually and occupancy by 80%, over the 

next two years. This will affect the 

competitiveness of India as a cost-effective 

tourist destination. To overcome, this 

shortage  Indian  hotel  industry  is  adding 

about 60,000 quality rooms, currently in 

different  stages  of  planning  and 

development,  which  should  be  ready  by 

2014. Hotel Industry in India is also set to 

get   a   fillip   with   Delhi   hosting   2010 

Commonwealth Games. Government has 

approved 300 hotel projects, nearly half of 

which are in the luxury range. The future 

scenario of Indian hotel industry looks 

extremely rosy. It is expected that the budget 

and mid-market hotel segment will witness 

huge growth and expansion while the luxury 

segment will continue to perform extremely 

well over the next few years. 

Entertainment sector in 

India 
 

Entertainment Industry in India comprises of 

Film Industry and Television Industry. The 

Indian entertainment industry is among the 

fastest growing sectors in the country. In the 

past two decades entertainment industry in 

India has witnessed explosive growth. In 

television alone, from a single state owned 

television network, Doordarshan in 1991, 

today there are over 300 national, regional 

and local channels being beamed across the 

country. Indian film industry is the largest 

film industry in the world, producing on an 

average, close to a thousand films a year in 

all languages. In terms of film production 

India  exceeds  Hollywood's  production 

volume by over three  times.  Some  of the 

entertainment industry include music, cable 

and satellite television, animation and 

FM. According  to  an  estimate  by  FICCI 

and Ernst  and  Young  Indian Entertainment 

industry would worth more than Rs. 400,000 

million    in    2008.     Several     positive 

developments  like  the  accordance of    the 

'industry' status to the film industry, satellite 

channel penetration, the retail boom in the 

channels for music sales (Music World & 

Planet M), the use of digital technology in 

all spheres of entertainment and the growth 

of   multiplexes   have   contributed   to   the 

growth of this sector. Entertainment industry

http://www.iloveindia.com/economy-of-india/entertainment-industry.html
http://www.iloveindia.com/economy-of-india/entertainment-industry.html
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in India is presently in a consolidation phase 

as boundary lines between films, music and 

television are fast disappearing. Skills and 

resources are being pooled extensively. 

Besides adaptation to high-end digital 

technology,  the  entertainment  industry  is 

also witnessing rapid development of state- 

of-the-art studios and post production 

facilities.   The future prospects of Indian 

entertainment industry look to be extremely 

good. As India's profile rises on the global 

stage outside interest in India's culture and 

entertainment  industry  is  also  bound  to 

grow. 

Conclusion 
 

The portion of the economy that produces 

intangible goods. According to the U.S. 

Census Bureau, the service sector primarily 

consists of truck transportation, messenger 

services  and  warehousing;  information 

sector services; securities, commodities and 

other  financial  investment  services;  rental 

and leasing services; professional, scientific 

and technical services; administrative and 

support services; waste management and 

remediation;  health  care  and  social 

assistance; and arts, entertainment and 

recreation services. Individuals employed in 

this sector produce services rather than 

products. Examples of service sector jobs 

include  housekeeping,  psychotherapy,  tax 

preparation, guided tours, nursing and 

teaching. By contrast, individuals employed 

in the industrial/manufacturing sector might 

produce goods such as cars, clothing and 

toys. Countries with primarily service-based 

economies are considered to be more 

advanced than countries with primarily 

industrial or agricultural economies. 

Examples   of   countries   with   a   heavy 

emphasis on the service sector include the 

United   States,   Australia,   Japan   and   the 

United Kingdom. In the U.S., the Institute 

for  Supply  Management's (ISM)  monthly 

index  provides  a  measure  of  the  general 

state of business in the non-manufacturing 

sector. Because approximately two-thirds of 

U.S. economic activity resides in the service 

sector, the index is considered a measure of 

the country's overall economic health.

http://www.investopedia.com/terms/s/service-sector.asp
http://www.investopedia.com/terms/s/service-sector.asp
http://www.investopedia.com/terms/s/service-sector.asp
http://www.investopedia.com/terms/s/service-sector.asp
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Abstract 
 

The services sector has been the major 

growth propeller of the Indian economy 

with the highest sectored contribution in 

India‟s Gross  Domestic  Product  (GDP). 

However, in recent quarters, in line with 

general slowdown of the economy, the 

growth of services sector has also 

decelerated.  Services  export  growth  has 

also decelerated since 2011-12 and was at 

3.4 per cent both in 2012-13 and H1 of 
 

2013-14. However „Net Services‟ growth 
 

which decelerated to 1.4 per cent in 2012- 
 

13 picked up to 12.6 per cent in H1 of 
 

2013-14. This paper makes an attempt to 

analyze the recent performance services 

sector and list out some important policy 

issues in this sector. Policy Issues in 

Services Sector: These issues can be 

classified into two major categories. The 

first category is the market access issues 

for India‟s services exports, and the second 

is  related  to  domestic  regulations  and 

policy  reforms.  While,  issues  on  market 

access need to be addressed through proper 

persuasion/  negotiations  at  the  bilateral 

and  multilateral  levels,  issues  related  to 

domestic  regulations   can   be  addressed 

through  policy  reforms.  Market  Access 

Issues: The proposed VISA rules of US, 

different   domestic   regulations   in   our 

trading  partner  countries  like  licensing, 

state level regulations in different services 

tax and the buy American legislation, etc 

are among the major market access issues. 

Introduction 

Performance of different Services: During 
 

2012-13, „trade, hotels and restaurants‟ (i.e 

tourism  related)  sector  grew  at  9.1  per 

cent.  However  the  combined  growth  of 

this sector and „transport, storage and 

communication‟ decelerated  to  around  4 

per cent in first two quarters of 2013-14. 

Though,  the  number  of  foreign  tourist
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arrivals grew by 4.4 per cent in first half of 
 

2013-14  as  compared  to  2.9  per cent  in 
 

2012-13, the foreign exchange earnings in 

USD terms decelerated to 1.2 per cent in 

H1 of 2013-14 as compared to 5.6 per cent 

in 2012-13. In transport related services, 

the performance of aviation and railway 

sector have shown some improvement 

during H1 of 2013-14, while shipping 

sector‟s performance  was  moderate.  The 

growth of construction sector which 

decelerated in 2011-12 and 2012-13 

remained at the same level of 4.3 per cent 

in Q2 of 2013-14 as in 2012-13. In IT and 

ITeS  sector,  the  growth  of  total  IT  and 

BPM  services  revenue  moderated  to  7.5 

per cent in 2012-13, though NASSCOM 

has forecasted a growth in revenue of 13- 

15 per cent for software sector in 2013-14. 

Teledensity  which  is  an  important 

indicator of telecom penetration, increased 

from  18.22  per  cent  in  March  2007  to 

73.01 per cent as on 30th Sept 2013. 
 

Recent Policy measures/Reforms in the 

Services Sector: The government has taken 

many policy reforms like opening more 

sectors for FDI, freeing the control on 

opening new bank branches subject to 

certain conditions, setting an innovation 

fund to boost scientific innovation in R & 

D sector, incentivizing shipping sector by 

withdrawing excise duty and CVD on 

imported   ships,   notifying   safe   harbour 

rules, and setting aside an amount of Rs. 

14,000   crore   for   capital   infusion   into 

banks. . 

India’s Services Sector 
 

India’s Services GDP 
 

The share of services in India‟s GDP at 

factor  cost  (at  current  prices)  increased 

from 33.5 per cent in 1950-51 to 55.7 per 

cent in 2011-12 and to 56.9 per cent in 

2012-13. If construction is also included, 

the service sector‟s share increases to 65.0 

per cent in 2012-13. 

The racketing up of the overall growth rate 

(CAGR) of the Indian economy from 5.7 

percent in the 1990s to 8.8 percent during 

2004-05 to 2010-11 was mainly due to an 

acceleration  in  growth  of  the  services 

sector from 7.5 per cent in the 1990s to 

10.2 per cent during 2004-05 to 2010-11. 

Since 2011-12, in line with the general 

growth trend, the growth rate of services 

sector   also   decelerated.   However   the 

growth deceleration of the services sector 

was lower than that of the overall growth. 

Services sector growth rates were 8.2 per 

cent in 2011-12 and 7.1 per cent in 2012- 

13. In the first two quarters of 2013-14, 

growth of services sector was 6.6 per cent 

and 5.9 per cent respectively 

FDI in Services Sector 
 

The services sector remains the most 

attractive sector for foreign direct 

investment (FDI) inflows in India. As per 

the latest data on FDI released by 

Department  of  Industrial  Promotion  and
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Policy (DIPP), the combined FDI share of 
 

„financial and non-financial services, 

construction development, tele 

communications, computer hardware & 

software, and hotel & tourism‟ is 46.0 per 

cent of the cumulative FDI equity inflows 

during the period April 2000-August 2013. 

(Table  1)  These  five  sectors  are  also 

among the sectors attracting the highest 

cumulative FDI inflows to the economy 

with financial and non-financial services 

topping  the  list  during  the  period  April 

2000 to August 2013.

 

Table 1 : Services Attracting Highest FDI Equity Inflows (in US $ million) 
 

 
 

Ranks 

 
 

Sector 

 
2010- 

11 

 
2011- 

12 

 

2012- 

13 

Cumulative 
(Apr. 

2000-Aug 
2013) 

 

Percentage 

to total 

 

Growth Rate 

2011- 
12 

2012- 
13 

1 Service sector 3,296 5,216 4,833 38,430 19.0 58.3 -7.3 

2 Construction 1,665 3,141 1,332 22,672 11.2 89.8 -57.6 

3 Computer services 1,665 1,997 304 12,879 6.4 19.9 -84.8 

4 Hotel & Tourism 308 993 3,259 6,790 3.4 222.4 228.2 

5 Telecommunications 780 796 486 11,943 5.9 2.1 -38.9 

 Top five services 7,704 12,143 10,214 92,714 46.0 57.6 -15.9 
 Total FDI inflows 34847 46553 36,860 201,743 100 33.6 -20.8 

In  2011-12,  FDI inflows  to  the  services 
 

sector (top five sectors including 

construction)  grew  robustly at  57.62  per 

cent to US $ 12.14 billion compared to the 

growth of overall FDI inflows at 33.6 per 

cent. However, in 2012-13, overall FDI 

inflows fell by 20.8 per cent to US$ 36.86 

billion from US$ 46.55 billion in the 

previous  year. Following this trend, FDI 

inflows in the top five services also fell by 

15.9 per cent to US $ 10.21 billion. 
 

India’s Services Trade 
 

Overall openness of the economy reflected 

by total trade, including services trade as a 

percentage of GDP shows a higher degree 

of openness at 59.5 per cent in 2012-13 

compared to 38.1 per cent in 2004-05. The 

openness     indicator     based     only    on 

merchandise trade is  at  46.5 per cent in 
 

2012-13  compared  to  28.3  per  cent  in 
 

2004-5. The share of India‟s services trade 

to total trade (goods & services) at 21.9 

per cent in 2012-13 is also marginally 

higher than the 21.4 per cent in 2011-12, 

though, it is much lower than the 27 per 

cent recorded in 2006-07. 

India has also been moving towards a 

service   led   export   growth.   While   the 

CAGR of merchandise export growth 

during 2004-05 to 2008-09 was at 22.2 

percent, services export growth was at 25.3 

percent. As a result of the slowdown in 

world economy, services sector‟s exports 

growth has slowed down in 2009-10 and 

was  at  (-)  9.4  percent.  In  2010-11  it 

jumped  to  30.2  per  cent  which  is  also
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partly due to the base effect. However after 

that services export growth started 

decelerating to 13.1 per cent in 2011-12 

and 3.4 per cent in 2012-13. Services 

import growth which was at 35.3 per cent 

in  2010-11  became  negative  at  -4.5  per 

cent in 2011-12, but grew by 5 per cent in 

2012-13. Net services which grew by 21.8 

per cent in 2010-11, grew sharply by 45.3 

*per cent in 2011-12, as import growth was 

negative. However in 2012-13, with sharp 

deceleration in services export growth, net 

services growth was a tepid 1.4 per cent 

resulting in a lower cushion provided by 

services   trade   to   finance   the   current 

account deficit (CAD). 

In 2013-14 (April-Sept), there is again a 

pick up in services export growth to 3.4 

per   cent,   while   import   growth   was 

negative at (-) 3.9 per cent. As a result net 

services grew by 12.6 per cent. In 2012-13, 

among the major services exports, there is 

negative growth in transport services (a 

reflection of the external trade situation); 

travel services (a reflection of international 

trade situation and despite the depreciation 

of the rupee) and financial services; low 

growth for - 6- computer software services 

but   good   growth   for   other   business 

services (Table 2). In the first half of 2013- 

14,  there is  pick up  in growth  of travel 

services (4.8 per cent), robust growth in 

financial services ( 34.3 per cent) and 

construction (37.2 per cent), continuation 

of low growth in computer services (5.6 

per cent ) and negative growth in other 

business services (-0.1 per cent).

 

Growth Rate of India's Services Trade 
 

 Value 
($ million) 

Growth Rate (Per cent) 

2012-13 2010-11 2011-12 2012- 
13 

Q1 
2013-14 

Q2 
2013- 
14 

H1 
2013- 
14 

Total Services 
Exports 

145,677 30.2 13.1 3.4 2.1 4.7 3.4 

Transport 17,334 27.8 27.7 -5.7 -2.7 -1.6 -2.1 

Travel 17,999 33.2 16.9 -2.5 9.1 0.9 4.8 

Contraction 1,004 20.8 18.8 24.9 61.5 15.8 37.2 

Insurance and 
pension service 

2,227 22.3 35.3 -15.4 -5.5 -1.9 -3.7 

Financial service 4,949 76.3 - - 37.7 31.1 34.4 

Telecommunication, 
Computer 

67,785       

 

Sector-wise in 2012-13, among the major 

services imports, only „other business 

services‟ with a share of 37.6 per cent and 

„charges for the use of intellectual 

property‟ with 5.1 per cent share, had high 

and positive growth of 19.2 per cent and
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29.7 per cent respectively. However, in the 

first   half   of   2013-14,   among   major 

services imports, only „financial services‟ 

and  „Telecommunications, computer  and 

information services‟ had high growth. 

Performance of India’s Services Sub- 

Sectors 

Trade, hotels, and restaurants as a group is 
 

the largest contributor to GDP among 

Trade, hotels, and restaurants as a group is 

the largest contributor to GDP among the 

various services sub-sectors with an 18.7 

per cent share, followed by financing, 

insurance,  real  estate,  and  business 

services  with  a  17.1  per  cent  share  in 

2012-13.  Among  the  major  broad 

categories of services, ―trade, hotels & 

restaurant‖  category‘s growth  accelerated 

to 9.1 per cent in 2012-13 from 6.2 per 

cent recorded in 2011-12. However, the 

growth of ―financing, insurance, real estate 

and business services‖, and ―transport, 

storage & communication‖ decelerated to 

8.6 per cent and 1.9 per cent in 2012-13 

respectively. 

The quarterly estimates of services sector 

growth  during 2013-14  show  a 

decelerating trend from Q1 of 2012-13 

onwards.  The   growth   rate  of  services 

sector during the Q1 and Q2 of 2013-14 

was at 6.6 per cent and 5.9 per cent 

compared to 7.7 per cent and 7.6 per cent 

in Q1 and Q2 of previous year (Table 3). 

The slowdown in services growth in Q1 

and Q2 of 2013-14 is mainly due to 

slowdown in trade, hotels, and restaurants 

category to 3.9 per cent and 4.0 per cent 

respectively. Construction sector‘s growth 

which decelerated to 2.8 per cent in Q1 

grew by 4.3 per cent in Q2 of 2013-14. 

The growth rate of ―community, social & 

personal  services‖ during Q2 decelerated 

to 4.2 per cent from 9.4 per cent in Q1 of 

2013-14. On the other hand, growth rate of 
 

―financing, insurance, real estate and 

business services‖ was high at 8.9 per cent 

in Q1 and 10.0 per cent in Q2 of 2013-14.
 

Sector-wise share & growth rate of Service Sector 
 

 
Sector/Sub Sector 

Share 
(at 

current 

prices) 

Growth Rate 
( at constant prices) 

2012-13 2010=11 2011- 
12 

2012- 
13 

2012-2013 2013- 
2014 

Q1 Q2 Q3 Q4 Q1 Q2 

Total Services (excluding 
construction) 

56.9 9.8 8.2 7.1 7.7 7.6 6.7 6.6 6.6 5.9 

Total Services(including 
Construction) 

65 9.8 7.8 6.8 7.6 7.1 6.2 6.3 6.2 5.8 
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Performance of Major Services Sub- 

sectors Trade and Tourism Services 

 

While overall GDP growth and even 

services  GDP  growth  decelerated  during 

2012-13, the growth of „trade, hotels and 

restaurant services‟ category accelerated to 

9.1 per cent from 6.2 per cent in 2011-12. 

Out of this, the main component - trade 

with a share of above 15 percent in India‘s 

GDP in the last seven years (17.2 percent 

in 2012-13) grew by 9.5 per cent to 

Rs.8,87,837 crore. Hotels and restaurant 

services also grew by 4.9 per cent in 2012- 

13 as compared to 2.8 per cent in 2011-12. 

However in Q1 and Q2 of 2013-14, 

following the general trend, even the 

combined growth of ―trade, hotels & 

restaurants‖ decelerated to 3.9 per cent and 

4.0 per cent respectively. 
 

Trade: Indian retail trade is currently in a 

transformational stage. An expanding 

middle class, rising incomes and spending 

power, majority of youth in total 

population, rapid urbanisation and several 

other factors have shaped India‘s 

consumption pattern. As per the industry 

estimates, Indian retail industry accounting 

for around 14-15 per cent of GDP, is 

estimated to be worth around US$ 500 

billion currently. As per the estimates of 

the Department of Consumer Affairs, the 

domestic retail market is projected to be 

worth  US$  1.3  trillion  by  2020.  Future 

prospects pose a tremendous growth 

opportunity for retail players, domestic as 

well as foreign, with increasing popularity 

of businesses like online shopping and 

direct selling. McKinsey Global  Institute 

predicted that India‘s consumer market 

would be worth US$ 1.5 trillion by 2025, 

surpassing  Germany to  become  the  fifth 

largest economy (behind the US, Japan, 

China and the UK) in the world. Home to 

one of the top five retail markets in the 

world, India offers immense scope of 

growth and opportunities in this area with 

almost  90  per  cent  of  the  Indian  retail 

sector controlled by tiny family-run shops 

(i.e. the unorganised segment). The 

organised retailers have a lot of room for 

further   penetration   in   this   flourishing 

sector. After opening FDI in retail sector in 

September 2012, the retail landscape is 

expected to change rapidly. 

Tourism : As per the industry estimates, 

the total market size of Indian tourism and 

hospitality  sector   stood   at   US$   117.7 

billion and is expected to touch US$ 418.9 

billion by 2022. Tourism has been 

identified by the WTO and OECD, as one 

of the key five sectors with great potential 

for high  impact  in  aid  for trade.  Global 

economic conditions have greatly affected 

India‟s tourism  sector  with  both  foreign 

tourist arrivals (FTAs) and foreign 

exchange (FEEs) in dollar terms showing 

as sharp deceleration in 2012-13. During
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the first half (April to Sept) of FY 2013- 
 

14, while FEE in dollar terms has 

decelerated further to 1.2 per cent, foreign 

tourist arrivals have shown a slight pick up 

to 4.4 per cent (Table 4),  indicating the 

growth in low-spending back-packers. The 

number of tourists availing the Visa on 

Arrival (VOA) scheme during January to 

August,  2013  has  recorded  a  growth  of 

29.4%  with  a  total  number  of  12,176 
 

VOAs issued as during the corresponding 

period of 2012. With world tourist arrivals 

expected to increase by 43 million every 

year, on an average, from 2010 to 2030 

and FTAs in emerging countries expected 

to  grow  faster  than  in  advanced 

economies, a goldmine of an opportunity 

in tourism is available for India. The 

industry is  flight  operators,  which  could 

offer improved services to tourists. Cruise 

shipping is one of the most dynamic and 

fastest growing components of the global 

leisure industry. India with a vast and 

beautiful coastline, virgin forests, and 

undisturbed idyllic islands could also be a 

fabulous tourist destination for cruise 

tourists.

 

Growth Performance of Tourism Sector 
 

 

 

Indicators 

Value Growth ( Percentage 
 

2012-13 
2010- 

11 

2011- 

12 

 

2012-13 
(April-Sept) H1 

of 2013-14 

Foreign Tourists Arrivals 

( in lakhs) 

66.94 10.0  

9.7 
 

2.9 
 

4.4 

Foreign Exchange Earnings 

( Rs Crore terms) 

99,594  

13.7 
 

26.5 
 

19.1 
 

9.4 

Foreign Exchange Earnings 

( US $ million terms) 

18,319  

17.9 
 

19.5 
 

5.6 
 

1.2 

 

Transport related Services 
 

Aviation services: Air transport currently 

supports 56.6 million jobs and accounts for 

over US$ 2.2 trillion of the global gross 

domestic product (GDP). India is currently 

the  9th  largest  aviation  market  handling 

121 million domestic and 41 million 

international passengers. Today, more than 

85  international  airlines  operate  to  India 

and 5 Indian carriers connecting over 40 

countries.  However,  the  problems  in  the 

Indian aviation sector continued in 2012- 
 

13 which is reflected in the performance of 

the passenger travel. The total number of 

passengers travelling by air drastically 

dropped  by 4.79  per cent  in  2012-13 to 

94.8 million, in comparison to 12.05 per 

cent growth achieved in 2011-12. Out of 

this, there is a relatively high fall of 5.24 

per cent  in  domestic travel  compared  to 

international travel with 4.09 per cent 

decline.  International  cargo  handled  by
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airlines  which  fell  by  5.66  per  cent  in 
 

2011-12 fell further in 2012-13 by 8.83 per 

cent   reflecting   the   worsening   external 

trade situation. However, the total number 

of passengers travelled  by air and  cargo 

handled during the first  half  of 2013-14 

grew  by  6.3  per  cent  and  1.4  per  cent 

compared to the declines of 4.8 per cent 

and 6.5 per cent, respectively, in 2012-13. 

Shipping   services:   India‘s  total   fleet 

strength  in  terms  of  gross  tonnage  also 

declined by 7.34 per cent to 10.2 million 

GT during 2012-13. While, gross tonnage 

of Indian fleets declined during 2012-13, 

the  business  of  ship  scrapping  in  India 

sharply increased by more than three times 

with scrapping of 69 ships in 2012-13 as 

compared  to  only  20  ships  in  2011-12. 

However,  during  first  half  of  2013-14, 

there has been increased by 0.5 per cent in 

gross tonnage with an addition of 22 ships 

in Indian fleet strength and reaching a total 

number of ships at 1,186 as on Sept 30, 

2013. 
 

Port services: During 2012-13, Port traffic 

handled by all Indian ports grew by 2.20 

per cent over the previous year to reach 

934.01  million  tones  as a result  of the 

increase in port capacity. In 2012-13, the 

9.75 per cent growth of port traffic handled 

by non- major ports compensated the 

decline in growth by 2.57 per cent in major 

ports. The three ports-related performance 

indicators     for     major     ports     show 

improvement in 2012-13. The average 

output-per-ship-berth-day    improved    to 

13,149  tones  in  2012-13  compared  to 
 

10,575  tones  in  2011-12.  The  average 

pre-berthing detention time (PBDT) for 

major  ports  declined  from  2.05  days  in 

2011-12 to 0.49 days in 2012-13. The 

average turn round time (TRT) also 

marginally improved to 3.94 days in 2012- 

13 compared to 4.56 days in 2011-12. This 

greater efficiency of ports may be due to 

slow down of external trade as well as 

increase  in  Indian  port  capacity  during 

2012-13. 
 

India‘s 12  big  ports,  which  account  for 

about 58 per cent of the total cargo shipped 

through the country‘s ports, handled 321.1 

million   tones   (MT)   of   goods   during 

2013-14 (April-Oct). Container cargo 

volumes at these 12 ports stood at 4.34 

million standard containers (TEUs) during 

April-Oct  2013,  as  per  the  data  of  the 

Indian Ports Association (IPA).Rail 

transport services: The performance 

indicator of rail transport services, the 

freight traffic by railways increased by 4.2 

per cent to reach 1, 010 million tones in 

2012-13 whereas, the net tone kilometer 

of  railways  declined  by  3.9  per  cent  to 

641.8 billion. However, recent data for the 

first half of 2013-14 shows an increase of 

6.2 per cent in freight traffic as well as a 
 

2.7  per  cent  increase  in  the  net  tone
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kilometer over the corresponding period of 

previous year. 

Storage Services: The warehousing 

services sector plays an important role in 

the Indian economy. Warehousing services 

are an integral part of both inbound and 

outbound logistics as the goods produced 

have to be stored in different geographical 

locations  before shipping/dispatch  as  per 

demand/order inflows. The warehousing 

sector also provides ancillary services like 

handling, transportation, pest control, 

farmer extension schemes, dedicated 

warehousing at doorsteps and consultancy. 

As per the Central Warehousing 

Corporation (CWC), the storage capacity 

has reached 106.3 lakh MT at the end of 

30th  Sept  2013  with  86  per  cent 

utilization. 

Real Estate Services: As per the Central 

Statistical Office (CSO) data, the „real 

estate and ownership of dwellings and 

business  services‟  sector  valued  at  Rs 

5,343 billion in 2012-13 accounted for 9.7 

per cent of the overall GDP at factor cost 

at 2004-05 prices. The contribution of this 

sector has increased by 0.7 per cent in last 

9 years driven by increase in economic 

growth. There was decline in contribution 

to GDP in 2010-11 due to slow growth to 

6 per cent witnessed in this sector, but the 

sector regained its position in 2011-12 and 

2012-13 with growth of 10.3 and 9.3 

percent    respectively.    The    growth    of 

construction sector with as share of 8.1 per 

cent to GDP decelerated in 2011-12 to 5.6 

per cent and further decelerated to 4.3 per 

cent in 2012-13 and to 2.8 per cent in Q 1 

of 2013-14 and 4.3 per cent in Q2 of 2013- 

14. 
 

As per the Centre for Monitoring Indian 

Economy (CMIE)‘s economic outlook, the 

real estate and construction sectors are 

among the largest contributors to the 

exchequer. In the year 2011-12, the sector 

contributed Rs. 120 billion to the 

exchequer. The real estate sector of India 

is expected to post annual revenues of US$ 

180 billion by 2020 as compared to US$ 
 

66.8 billion in 2010-11, registering a 

compound annual growth rate (CAGR) of 

11.6 per cent. In fact, the demand is 

expected to grow at a CAGR of 19 per 

cent between 2010 and 2014, with tier I 

metropolitan cities projected to account for 

about 40 per cent of this. As per National 

Skill    Development    Council‘s    Report 

―Human resources and skill requirements 

in the building, construction and real estate 

services  sector  (2022)‖,  this  sector 

currently employs 145 million employees 

and would require additional 10.47 million 

people by 2022. According to estimates by 

the Credit Rating Information Services of 

India Limited (CRISIL), the demand- 

supply gap in India‘s housing sector will 

stand at 75.5 million units by the end of 

2014.
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Some Select Business Services 
 

IT and ITeS Services 
 

India‘s total IT industry‘s (including 

hardware)   share   in   the   global   market 

stands at 7 per cent; in the IT segment the 

share is 4 per cent while in the ITeS space 

the share is 2 per cent. As per a report by 

Gartner, IT spending in India is projected 

to reach US$ 71.5 billion in 2013, an 

increase of 7.7  per cent  as  compared  to 

US$  66.4  billion  projected for 2012.The 

enterprise software market in India is 

expected  to  reach  US$  3.92  billion  in 

2013, registering a growth of 13.9 per cent 

over  2012  revenue  of  US$  3.45  billion. 

The IT- Business Process Management 

(BPM) sector remains the largest The IT- 

Business Process Management (BPM) 

sector  remains  the  largest  foreign 

exchange earning sector with the exports 

of this sector contributing 52.3 per cent to 

India‘s  total  services  exports  of  US  $ 

145.68 billion in 2012-13. However, with 

the uncertain international economic 

conditions, the growth of IT-BPM service 

revenues (both software and hardware) 

decelerated from 14 percent in 2011-12 to 

an  estimated  7.5  percent  reaching 

US$108.4 billion in 2012-13 as per 

NASSCOM data. 

Engineering and Consultancy Services 

The   Indian   engineering   sector   is   of 

strategic importance to the economy owing 

to   its   intense   integration   with   other 

industry segments. The total exports of 

Indian engineering goods sector stood at 

US$ 56.7 billion during 2012-13 and are 

expected to grow to US$ 125 billion by 

2013-14. Exports from the engineering 

segment   have   registered   a   compound 

annual  growth  rate (CAGR) of 11.0  per 

cent over the period 2008-13. The 

engineering industry has been de-licensed 

and enjoys 100 per cent foreign direct 

investment (FDI). In engineering 

consultancy, by having comparative 

advantage  of  lower  cost,  Indian 

engineering service providers enjoy a 

crucial place, with about 23 per cent of the 

overall engineering and R&D outsourcing 

pie as stated by management consulting 

firm Zinnov. The cost of engineering 

services in India is approximately one 

eighth of UK and one third of South East 

Asian  Countries.  India's  exports  in  the 

R&D and product engineering segment are 

currently US$ 16.3 billion and are poised 

to grow exponentially over the coming 

years. 

Research and Development (R&D) 

Services 

India was ranked seventh globally in terms 
 

of research and development (R&D) 

investments in 2012. Its R&D investments 

are  expected  to  increase  to  US$  45.2 

billion  in  2013  from  US$  38  billion  in 

2011. India ranks ninth globally in the 

number of scientific publications and 12th
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in the number of patents filed. By 2020, 

the global share of publications is expected 

to double and the number of papers in the 

top 1 per cent journals will quadruple from 

the  current  levels.  However,  as  per  the 

Global   Innovation   Index   (GII)   2013, 

India‘s rank  has  slipped  by  2  positions 

from  2012  and  is  now  ranked  at  66th 

among the 142 most innovative countries. 

Health Care Services 

The Indian healthcare industry, which 

comprises  hospitals,  medical 

infrastructure, medical devices, clinical 

trials, outsourcing, telemedicine, health 

insurance and medical equipment, is 

expected  to  reach  US$  160  billion  by 

2017. On the back of continuously rising 

demand, the hospital services industry is 

expected to be worth US$ 81.2 billion by 

2015 as per industry estimates. The Indian 

hospital services sector generated revenue 

of over US$ 45 billion in 2012. This 

revenue is expected to increase at a 

compound annual growth rate (CAGR) of 

20 per cent during 2012-2017, according 

to  a  business  research  and  consultancy 

firm RNCOS report titled, „Indian Medical 

Device Market Outlook to 2017‟. The 

hospital and diagnostics centre sector in 

India received foreign direct investment 

(FDI) worth US$ 2.02 billion, while ―drugs 

& pharmaceuticals‖ and ―medical & 

surgical appliances‖ industry received FDI 

of  US$  11.39  billion  and  US$  717.61 

million, respectively during April 2000 to 
 

August 2013. 
 

India is fast becoming the preferred 

destination for high-end pathology and 

diagnostic services. The highly fragmented 

diagnostics and pathology labs market in 

India is at US$ 3.4 billion, according to a 

report by Price water house Coopers. An 

increasing number of hospitals from the 

UK, US, Middle East and neighboring 

countries are tying up with Indian 

diagnostic centers to conduct laboratory 

tests.   The   Indian   diagnostic   services 

market is expected to grow at a compound 

annual growth rate (CAGR) of around 26 

per cent during 2012-2015 on the back of 

huge investments, fast expansion into tier 

II & III cities, and strong government 

support strengthening the healthcare 

infrastructure in the country. According to 

RNCOs research report ―Booming Clinical 

Trials Market in India‖, the number of 

clinical studies by domestic and global 

players has sharply risen. India, over the 

last decade, has developed significant 

capabilities in clinical trials, along with 

certain capabilities in project management 

and data management. 

Banking and Financial Services 
 

India‘s Rs 77 trillion (US$ 1.25 trillion)- 

banking  industry is  the  backbone  of  the 

economy. The sector remained strong even 

after the global financial crises and which 

shook most of the developed economies.
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Indian   banking   sector   is   expected   to 

become fifth largest in the world by 2020 

as per the report prepared by KPMG in 

association with the Confederation of 

Indian Industry (CII). Bank credit is 

expected to grow at a compounded annual 

growth rate (CAGR)  15 of 17 per cent in 

the medium term, eventually leading to 

higher credit penetration in the economy. 

A robust insurance sector is a boon to a 

country‘s economy. Industry body CII 

projects   the   growth   rate   for   Indian 

insurance industry in 2013-14 at around 5 

per cent. It also projects that 60 per cent of 

non-life insurance companies would record 

an  average  growth  of  more  than  10  per 

cent. Increasing the FDI limit from 26 per 

cent to 49 per cent in the sector is being 

viewed as a major factor to push the 

insurance density in India. The Insurance 

Regulatory and Development Authority 

(IRDA) estimated that the insurance 

business in India would touch Rs 4 lakh 

crore (US$  65.32  billion) by the end  of 

2013-14. 
 

Education and Skill Development 

Education   and   skill   development   are 

crucial    for   reaping   the   demographic 

dividend.   The   market   size   of   Indian 

education sector is expected to increase to 

Rs 602,410 crore (US$ 95.80 billion) by 

2014-15 on the back of strong demand for 

quality education, according to a report by 

India  Ratings.  Indian  education  sector‘s 

market size in 2011-12 was estimated at 

Rs 341,180 crore (US$ 54.20 billion). The 

sector   grew   at   a   compounded   annual 

growth   rate   (CAGR)   of   16.5   percent 

during  2004-05  to  2011-12.  Considering 

the importance of education and skill 

development, the Government of India has 

set itself an aggressive target of achieving 

30 per cent gross enrolment ratio (GER) in 

higher education by 2020, which translates 

into doubling the GER in the next eight 

years. According to the Ministry of Human 

Resource and Development (HRD) data, 

enrolments have increased from 15.5 

million (GER of 12.4 percent) in 2006-07 

to 17.3 million (GER of 15 per cent) in 

2009-10 and further increased to 27.5 

million (GER 19.4 percent) in 2010-11. 

Realising the fast growth of education 

sector  in  India,  many  private  companies 

are looking for relevant  acquisitions  and 

alliances in this space. Major investments 

are being seen in the areas of pre-schools, 

private coaching and tutoring, teacher 

training, development and provision of 

multimedia content, educational software 

development,  skill  enhancement,  IT 

training and e-learning. The private 

education sector is estimated to reach US$ 

70 billion by 2013 and US$ 115 billion by 
 

2018,   according   to   a   consulting   firm 
 

Technopak.
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Telecom and related Services 
 

Telecom sector is another sunrise sector in 

which India has made a mark with the 

second largest telephone network in the 

world, next to China. The Indian telecom 

industry has been the flag-bearer of the 

Indian liberalization /reforms process 

driving connectivity from a meager 0.8 per 

100  persons  in  1994  to  over  73  per 

hundred persons today. As per Industry 

estimates,  telecom  sector contributed  6.9 

per cent of GDP in 2012-13 providing 

employment to more than 5.7 lakh 

employees. However, total telecom 

connections declined to 899.86 million as 

on 30th Sept 2013 as compared to 965.5 

million as on 30th June, 2012. This decline 

in  telecom  user base has  been  primarily 

due  to  removal  of  inactive  mobile 

telephone connections by the service 

providers. Tele density (the number of 

telephones per 100 population) which is an 

important indicator of telecom penetration, 

increased  from  18.22  per  cent  in  March 

2007  to  73.01  per cent  as  on  30th Sept 
 

2013, with urban tele density at 144.02 per 

cent and rural at 41.70 per cent, providing 

the  best  possible  services  at  one  of  the 

most affordable rates globally. Moreover, 

the Telecom sector's revenue grew by 13.4 

per cent to reach US$ 64.1 billion in 2012- 

13. 

IV - Recent Policy Measures in Services 
 

Sector 
 

The government has been taking many 

policy reforms in services sector. Some of 

the recent reforms are as follows: 

    The budget 2013-14 has set aside of Rs 
 

14,000 crore for capital infusion into 

banks with a plan to leverage by asking 

banks to raise additional equity capital 

from the open market, in proportion to 

the non-promoter shareholding in each 

bank. Besides there are many other 

measures  taken  in  the  financial 

services sector like allowing Banks to 

open branches in tier-I cities without 

seeking the Reserve Bank of India‟s 

prior approval in each case subject to 

fulfilling certain inclusion criteria in 

underserved areas in proportion to their 

expansion in the urban areas. 

 To help R & D services, India plans to 

set up a dedicated Rs 5,000 crore (US$ 

806.45 million) fund – India Inclusive 

Innovation Fund – to boost scientific 

innovations that can improve the life of 

the common man. The Union 

Government will initially contribute Rs 

100 crore (US$ 16.13 million) to this 

fund. Under the Union Budget 2013- 

14,  a  sum  of  Rs  4,727  crore  (US$ 
 

762.42 million) for medical education, 

training  and  research  has  been 

allocated. In addition, Rs 3,415 crore
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(US$ 550.81 million) for agricultural 

research and Rs 200 crore (US$ 32.26 

 

abroad and second is related to Domestic 

regulations and policy issues in India. 

million)  has  been  set  aside  to  fund Market   Access   for   India’s   Services 

organizations that will scale up Science Exports:  There are a number of market 

and Technology (S&T) innovations. access barriers, some visible and some less 

 To help the shipping sector, in Budget 
 

2013-14, Ships and vessels have been 

visible   which   hinder   India‟s   services 
 

exports. Some examples are as follows: In 

exempted from excise duty. 

Consequently, there will be no CVD 

on imported ships and vessels. 

 To help the IT sector, the government 

has notified safe harbour rules which 

aims to remove uncertainties related to 

transfer pricing. This will be applicable 

for 5 assessment years starting from 

assessment year 2013-14. Accordingly 

the ceiling   of   Rs.   100   crore   on 

transactions in the routine nature of IT 

and ITeS activities has been removed 

and transactions upto Rs.500 crore has 

been provided safe harbour margin of 

20 per cent and transactions above 

Rs.500 crore has been provided safe 

harbour margin of 22 per cent. 

Similarly, the ceiling of Rs.100 crore 

provided for transactions. 

 The government has also taken many 

policy initiatives recently to liberalize 

the FDI policy for the services sector. 

Policy Issues in Services Sector 
 

There  are  two  major  set  of  issues  in 

services  sector.  The  first  is  related  to 

market access issues for India‘s services 

the case of Business Services, access to 

the  US  market,  remains  non-transparent 

and unsatisfactory as licensing of 

professional service suppliers is generally 

regulated at State level. In addition to this, 

there are the Buy American provisions. In 

the case of legal services while some of 

the states, namely, New York, Texas, 

Washington D.C., and California allow 

overseas lawyers to practice within the 

state, the system and requirements are set 

by the concerned state bar associations and 

therefore differ from state to state. In the 

case of shipping, in US the market access 

obstacles are many like the many types of 

assistance in US to its domestic shipping 

sector such as a minimum of 50% of 

government shipments for US registered 

ships, limitation of use of ships built in US 

in internal waters, huge subsidies etc. 

 In   the   case   of   construction   and 

related engineering services and 

urban planning and landscape 

services, the ―Buy American‖ or ―Buy 

local‖   legislations   passed   in   many 

states of US have gone to the extent of 

even  insisting  on  the  materials  used
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(i.e. cement) to be domestically 

manufactured for public works projects 

financed by state funds. In the case of 

financial services, particularly in insurance, 

overseas companies face 56 jurisdictions in 

US each of which has its own system of 

licensing, solvency and - 20- regulations 

with visible discrimination like need to be 

licensed in   another   state   before   seeking   

a license in a state. In the case of Port 

services, there is the issue of Harbour 

Maintenance tax (HMT) and Harbour 

services fee in US of 0.125% . While US has 

stopped collecting HMT on exports, it is still 

being collected on imports.UK 

Government‘s plan to seek 

3,000 pounds refundable bonds from Indians 

applying for UK visas in the immediate 

future is the latest issue and a matter of  

concern. However,  as  of now, this plan 

was dropped by UK government. 

USA proposed law which makes US visas 

restrictive for Indian companies is also a 

major concern. The proposed immigration 

reform legislation in the United States 

include S. 744, the Border Security, 

Economic Opportunity, and Economic 

Modernization Act of 2013; HR 2131, the 

SKILLS Visa Act; and HR 15, the Border 

Security, Economic Opportunity, and 

Immigration Modernization Act. On the 

positive side, these bills would increase the 

number of H-1B visas available to 

technology companies so that they would 

have greater access to high skilled talent to 

help their businesses grow. The bills also 

seek to eliminate counterproductive 

backlogs in the green card process that 

prevent many talented people from 

becoming permanent US residents. 

However,  in  the  process  of  addressing 

these critical issues, there are serious 

concerns about provisions of the bills that 

would undermine  the intent  of the  bills, 

and would impose numerous restrictions 

and discriminatory practices that could 

create long term damage to US businesses 

and the US economy. The provisions of 

greatest concern are the following. 

(1)   Proposed   ban   on   contracting   for 

services of H-1B and L-1 workers for visa 

dependent companies: Both S 744 and HR 

15 would implement a ban on contracting 

for the services of H-1B and L-1 workers 

for any employer with more than fifteen 

percent of its workforce on H-1Bs or L-1s. 

This is a substantial concern. Many 

companies engage vendors to develop, 

implement and maintain complex 

technology systems, and the complexity of 

these systems often requires the services of 

highly skilled individuals who may hold 

H-1B or L-1  visas.  In  particular, with a 

global delivery model, it is critical that 

some of the employees of the companies 

spend time on-site at 21 client locations.
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These employees are often in the United 

States   on   H-1B   or   L-1   visas.   This 

provision unnecessarily hinders the ability 

of businesses to organize and deploy their 

workforces  when  and  where  they  need 

them to serve US customers. Equally 

alarming is the fact that, the provision 

essentially   dictates   to   U.S.   customers 

which consulting companies they can use. 

This restriction is ostensibly to prevent H- 

1B and L-1 workers from being used as 

―labor  for  hire.‖  In  any  event,  the  visa 

status of a particular employee should not 

be a factor in what projects that individual 

may participate, and the proposed ban on 

―contracting for‖ the services of an H-1B 

or L-1 worker could directly control how 

companies can utilize their workers. This 

would be a sea change in the U.S. 

government‘s control of operations of 

private  companies,  and  could  have 

negative effects for India as well as US. 

Ironically, this restriction also penalizes 

companies in the technology consulting 

industry  that  perform  work  in  the  US, 

while   benefitting   consulting   companies 

that outsource most of the work abroad. 

Companies that essentially shift all of the 

work outside of the United States and thus 

do not utilize a significant number of H-1B 

or  L-1  visas,  for  instance,  are  put  in  a 

better  position  than  companies  that 

perform substantial work in the United 

States  by  bringing  talent  to  the  US  to 

supplement their US workforce. Creating 

an incentive for technology consulting 

companies to shift work offshore is not a 

positive economic policy even for the 

United States. 

(2)  Limits  on  Total  Percentage of H-1B 

and L-1 Workers : S 744 and HR 15 would 

also impose arbitrary limits on the 

percentage of H-1B and L-1 workers that 

could make up a company‘s workforce in 

the US. The limits would be: 

    October 1, 2014 – September 30, 
 

2015 – no more than 75% 
 

    October 1, 2015 – September 30, 
 

2016 – no more than 65% 
 

 October  1,  2016  and  after  –  no 

more than 50% 

This provision is tempered somewhat by 

an exception in the bills such that 

―intending immigrants‖ -- defined as those 

employees   for   whom   the   green   card 

process had been started by the company-- 

would count as US workers and would not 

count toward the H-1B or L-1 population 

for purposes of determining percentages. It 

is critical that this intending immigrants 

concept remain in the bills, so that 

employers are not penalized because of the 

green card backlog or processing delays. It 

is because of the backlog and these delays 

that some companies need to keep 

extending H-1B or L-1 status for - 22- 

Employees who are going to be permanent
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additions to the US workforce as soon as 

their green card applications are approved. 

In calculating a company‘s  total H-1B or 

L-1  population,  those  intending 

immigrants for whom the green card 

process has been started should be counted 

as US workers. 

(3) Border Security Fee Increases : S 744 

and HR 15 would also arbitrarily impose 

unreasonably high visa fees on companies 

with more than 30% of their US workforce 

on H or L visas. Under the bills, new visa 

fees would rise to $5,000 beginning in FY 

2015 through FY 2024 for employers with 

more than 30% and less than 50% H-1B 

and L-1B workers. For FY 2015 through 

FY 2017, there would be a $10,000 fee for 

employers with more than 50% and less 

than 75% H-1B and L-1B workers. 

(4) Increases to Above-Market Wages for 

H-1B and L-1 Workers : All three of the 

proposed bills would significantly increase 

wage requirements for employees on 

temporary work visas, such as H-1Bs and 

L-1s, to wages that are well above the 

market rate in the United States. Under the 

proposal, even entry-level workers would 

have to be paid at least 80% of the mean 

wages for the occupation, regardless of 

what  the data  actually shows  entry-level 

wages to be. The bills would also 

effectively prohibit the use of independent 

compensation  surveys,  meaning  that  the 

US government‘s wage data would be the 

only source to show the market rate, which 

has  not  always  been  reflective  of  US 

market wages. The practical effect of this 

change would be dramatic. For example, 

the required wage for an entry-level 

Software Engineer in the Newark, New 

Jersey  area  would  increase  from  around 

$71,000/year to more than $97,000/year, 

and required wages for a middle-tier 

Software Engineer in the Newark area 

would increase from around $96,000/year 

to almost $122,000/year. For some 

companies,  this  would  mean  that 

employers could be forced to pay non-US 

workers more than their US workers. 

All these changes are proposed even when 

it is well documented that there exists a 

shortage  of  qualified  highly-skilled 

workers in the United States, particularly 

in science, technology, engineering, and 

mathematics fields, and it is for this reason 

that many companies go to the significant 

expense of sponsoring foreign workers for 

H-1B and L-1 visas. A government- 

imposed requirement to pay above-market 

wages effectively penalizes employers for 

making the decision to  keep jobs in the 

United 

Conclusion 
 

This is only an indicative list and not an 

exhaustive list of issues, policies and 

domestic regulations. Removing some of 

the restrictions and addressing the policy 

issues  mentioned  here  could  help  in  the
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growth of the different services. A targeted 

approach with focus on big ticket services 

could lead to exponential gains for the 

services sector in particular and for the 

economy in general. 
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Introduction 
 

Finance is the life blood of trade, commerce 

and industry. Now-a-days, banking sector 

acts as the backbone of modern business. 

Development  of  any  country  mainly 

depends upon the banking system. The term 

bank is either derived from old Italian word 

banca or from a French word banque both 

mean a Bench or money exchange table. In 

olden days, European money lenders or 

money  changers  used  to  display  (show) 

coins of different countries in big heaps 

(quantity) on benches or tables for the 

purpose of lending or exchanging. 

History of Bank in India 
 

In India, the ancient Hindu scriptures refer 

to the money lending activities in the Vedic 

period. During the Smrity period, which 

followed the Vedic period, the business of 

banking was largely carried on by the 

members of vaish community. The banker in 

this period performed many of the  functions 

which a modern banker performs these days, 

 

namely, accepting deposits, granting 

advances, acting as banker to the State and 

issuing and managing currency of the 

country. Banking in India, in the present 

form, originated in the first decade of 

eighteenth century when the General Bank 

of India came into existence in 1786. This 

was followed by Bank of Hindustan. Both 

the banks ceased to exist now. The oldest 

bank in existence in India is the State Bank 

of India being established as ―The Bank of 

Bengal‖  in  Calculate  in  June,  1806.  A 

couple of decades later, foreign banks like 

Credit Lyonnais started their operations in 

Calcutta in 1850. 

Nationalization of Bank 
 

India  marched  towards  the  establishment 

and   expansion   of   Public   Sector   Bank 

through the progressive nationalization of 

commercial banks. There were three phases 

of nationalization, namely nationalization of 

Imperial Bank of India in 1955 and its seven
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associate banks in 1959-60, nationalization 

of commercial banks in 1980. 

On 1
st  

July 1955, the government of India 
 

nationalization the Imperial Bank of India 

and converted it into the State Bank of India. 

The establishment of the State Bank of India 

was a pioneering   attempt in introduction 

public sector banking in the country. Later 

on , in   1959 -60, seven subsidiary banks 

were  also  nationalized  to  form  the  State 

Bank  of  India  group.  The  State  Bank  of 

India group had its laudable objective of 

bringing rural orientation in Indian banking, 

which it achieved with remarkable success. 

Eventually,  on  19
th    

July  1969,  fourteen 
 

major Indian scheduled banks with deposits 

of  over rupees fifty crore were nationalized 

by the government with a view to server 

better the needs of development of the 

economy in conformity with national 

priorities and objectives. The fourteen 

nationalized bank were the Allahabad Bank, 

the Bank of Baroda , the Bank of India, the 

Bank of Maharashtra, the Dena Bank , the 

Indian Bank, the Overseas Bank, the Union 

Bank of India, the Punjab National  Bank, 

the Central Bank of India, the Canara Bank, 

the  Syndicate  Bank,  the  United  Bank  of 

India and the United Commercial Bank. As 

a  result  ,  eighty  five  percentage  of  the 

banking business in terms of deposits was 

brought under public control. 

On   15
th     

April   1980,   six   more   Indian 
 

scheduled commercial banks with deposit of 

over rupees two hundred crore were 

nationalized.  The  nationalized  banks  were 

the Andhra Bank, the Corporation Bank, the 

New Bank of India, the Oriental  Bank of 

Commerce, the Punjab and Sind Bank and 

the Vijaya Bank. Over ninety percent of 

banking activity in the country was brought 

under public control, by the second dose of 

nationalization.   Nationalization   of   banks 

was a bold and major step in the process of 

banking reforms in the country. It has 

resulted in the evaluation of public sector 

banking. 

Liberalization of Banks 
 

In the early 1990s, the Central Government, 

under the Prime Minister Shri Narasima Rao 

embarked on a policy of liberalization and 

gave licenses to a small number of private 

banks, which came to be known as new 

generation tech savvy bank, which included 

banks such as UTI Bank, now renamed Axis 

Bank,  ICICI Bank and  HDFC  Bank. This 

step, along with the rapid growth in the 

economy of India kick started the banking 

sector in India, which has seen rapid growth 

with strong contribution from all the three
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sector  banks,  namely,  Government  Banks, 

Private Sector Banks and Foreign Banks. 

Definition 

Section 5(b) of the Banking Companies Act, 
 

1949 defines banking as ―accepting  for the 

purpose of lending or investment of deposits 

of  money  received  from  the  public, 

repayable on demand and with drawable by 

cheque, draft, order or otherwise‟. 

According to Dr.Hart‟s View: ―A banker is 

one who in the ordinary course of his 

business honours cheques drawn upon him 

by persons from and for whom he receives 

money on current account‖. 

Objectives of the study 
 

1.   To evaluate the performance of private 
 

Banks in Tamil Nadu. 
 

2. To suggest measures to improve the 

performance of commercial banks in 

Tamil Nadu 

3.   To  study  the  overall  performance  of 

major Private Sector Banks applying 

CAMEL(Capital Adequacy, Assets 

Quality, Management, Earning Quality, 

Liquidity) Model. 

4.   On the basis of result of the result of the 

study to suggest various measures to 

improve the performance of the Banks in 

future. 

5.   The New generation private sector Bank 

has best used the Technology, Utilize the 

manpower in an effective manner. 

6.   These have made them to attract more 

customers and made them to grower 

faster and stronger. 

Profile of Lakshmi Vilas Bank 
 

Lakshmi Vilas Bank was founded in 1926 

by  a  group  of  seven  progressive 

businessmen of Karur under the leadership 

of Shri V.S.N. Ramalinga Chettiar. Their 

objective was to cater to the financial needs 

of people in  and  around  Karur  who were 

occupied in trading businesses, industry and 

agriculture. The bank was incorporated on 

November 3, 1926 under the Indian 

Companies Act, 1913, and obtained the 

certificate to commence business on 

November 10, 1926. Subsequent to 

introduction  of  the  Banking  Regulations 

Act, 1949 and Reserve Bank of India as the 

regulator for the banking sector,  the bank 

obtained  its  banking license from  RBI on 

19,June 1958,  and  on  11,  August  1958  it 

became a „scheduled commercial bank‟ 

signifying capability to operate as a full- 

fledged commercial bank. Lakshmi Vilas 

Bank saw considerable expansion of its 

branch network during the period 1961-65, 

when the bank took over nine other banks. 

From 1974, the bank started expanding the
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branch network beyond Tamil Nadu to 

benefit from opportunities in the pan-Indian 

market. Thus, branches were established in 

the  neighboring states  of Andhra Pradesh, 

Karnataka and Kerala, important financial 

centers such as Mumbai, New Delhi and 

Kolkata as well as in other significant 

business centers in Maharashtra, Gujarat and 

Madhya Pradesh. Meanwhile, the bank 

attained the status of Authorized Dealer in 

foreign exchange in 1976 enabling it to 

provide full range of services to customers 

engaged   in   international   trade   and   to 

overseas travelers. Mechanization was 

introduced in the Administrative Office as 

early as 1977, and data processing and 

computerization  began  in  right  earnest  in 

1993 by the bank‘s own in-house team. 

Implementation  of  Core  Banking   Solution 

(CBS) was started in October 2006, and all 

of  the  bank‘s branches  were  migrated  to 

CBS by March 2008. 

Links to districts in Tamil Nadu where 

Lakshmi Vilas Bank has its presence is 

listed below. 

There are 265 Lakshmi Vilas Bank 

branches in Tamil Nadu 

1.Ariyalur(1) 2.Chennai(29) 
 

3.Coimbatore(23) 4.Cuddalore(9) 5. 

Dharmapuri(6) 6.Dindigul(12) 7.Erode(20) 

8.Kancheepuram(1) 9.Kanchipuram(10) 
 

10.Kanyakumari(1) 11.Karur(18) 
 

12.Krishnagiri(6) 13.Madurai(11) 
 

14.Nagapattinam(8) 15.Namakkal(11) 
 

16.Pattukottai(1) 17.Perambalur(3) 
 

18.Pudukkottai(4) 19.Salem(18) 
 

20.Sivaganga(1) 21.Thanjavur(12) 
 

22.Theni(4) 23.Thoothukudi(2) 
 

24. Tiruchirappalli(13) 25.Tirunelveli(5) 
 

26.Tirupur(1) 27.Tiruvallur(4) 
 

28.Tiruvannamalai(4) 29.Tiruvarur(6) 
 

30.Trichy(1) 31.Vellore(3) 
 

32.Villupuram(3) 33.Viluppuram(6) 
 

34.Virudhunagar(8) 
 

Savings Bank Deposits 
 

Savings bank deposits are opened at the 

discretion of the bank for persons on proper 

introduction. Savings accounts may be 

opened by a person in his or her own name 

and  two  or  more  persons  in  their  joint 

names. Saving accounts may also be opened 

by minors to be operated by them provided

https://en.wikipedia.org/wiki/Solution
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Ariyalur
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Ariyalur
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Coimbatore
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Cuddalore
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Cuddalore
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Dharmapuri
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Dharmapuri
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Erode
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Kancheepuram
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Kancheepuram
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Kanyakumari
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Kanyakumari
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Krishnagiri
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Madurai
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Nagapattinam
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Namakkal
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Pattukottai
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Perambalur
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Pudukkottai
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Salem
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Sivaganga
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Thanjavur
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Theni
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Theni
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Tiruchirappalli
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Tiruchirappalli
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Tirupur
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Tirupur
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Tiruvannamalai
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Tiruvarur
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Trichy
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Trichy
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Villupuram
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Viluppuram
http://www.prokerala.com/banking/lakshmi-vilas-bank/branches.php?state=Tamil+Nadu&district=Virudhunagar
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they have completed the age of 14 and have 

the powers of understanding and discretion. 

Monthly Savings Deposits 

In order to promote the savings habit of the 
 

investors the monthly savings deposit is 

offered, in which monthly Installment in 

multiples of Rs .5 are collected. 

Terms Deposits 
 

Term Deposits are deposits payable after a 

fixed   period   of   time.   It   carries   simple 

interest payable, monthly, quarterly, half 

yearly or annually. The amount may be 

tendered in cash or by way of cheques of 

draft. The minimum amount for term deposit 

is Rs. 100. If the deposit amount exceeds Rs. 

50,000 the amount will be accepted in the 

form of cheqes only .A term deposit account 

can be opened by a person in his or her own 

name, two or more persons in their joint 

names, a sole proprietorship concern, 

partnership firm, private and public limited 

companies, Joint stock companies, Hindu 

Undivided Families, Associations, Clubs, 

Societies, Trust Executors, Administrators 

and like. 

Conclusion 
 

Banks occupy one of the most important 

positions  in  the  modern  economic  world. 

The banks constitute the lifeline of sound 

economy. As such they lubricate and cater to 

all sorts of economic activities. Without a 

sound and effective banking system, it is not 

possible to have a healthy economy. Hence, 

better performance of banks is vital for the 

development of economy. Private sector 

banks have played a major role in the 

development of Indian banking industry. 

They have made banking more efficient and 

customer friendly. They have jolted public 

sector banks out of complacency and forced 

them to become more competitive. 

A study of performance of Lakshmi Vilas 

Bank Limited has assumed significance in 

this regard. Tamil Nadu, which is one of the 

foremost states in the country in terms of 

overall development, is the fifth largest 

contributor to Indian‘s gross domestic 

product and is the most urbanized state in 

India. This fact has prompted the researcher 

has attempted to study the performance of 

Lakshmi Vilas Bank Limited based in Tamil 

Nadu.  Hence the researcher has undertaken 

to  analyze  the  performance  of  Lakshmi 

Vilas Bank Limited. 
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service and  product  marketing in  strategic
 

SERVICE DIFFERS FROM product 

marketing due to the fact MARKETING that 

services are intangible and typically require 

personal interaction with the customer. Yet 

an understanding of this type of marketing is 

important since service jobs generate 74 

percent of gross domestic product. Even 

though many of the tactics of product 

marketing (e.g., advertising) require only 

minor adaptation to be applied to services, 

the role of interpersonal relationships 

distinguishes service and product marketing 

in strategic vision and organizational 

considerations. 

This article explores some of the trends in 

service marketing as they relate to strategic 

vision, operational and organizational 

changes, and marketing tactics. Even though 

many of the tactics of product marketing 

(e.g., advertising) require only minor 

adaptation to be applied to services, the role 

of  interpersonal  relationships  distinguishes 

 

vision and organizational considerations. 

These are discussed later.   In terms of 

strategic vision, examples are provided of 

companies that have successfully redefined 

their business as broader systems of services 

built on competitive core competencies. 

Customer service activities are a critical and 

inseparable part of doing business for any 

offering along the continuum It then goes on 

to  describe  the  need  for a  market- driven 

culture, the use of training and incentives in 

making the transition, the role of product 

management in enabling a cross functional 

perspective necessary for quality service to 

become a reality, and the significance of 

―mood‖ or climate. Finally, it presents 

comments on new service development, 

segmentation, database marketing, channels, 

and advertising as these relate to marketing 

in the service sector. 
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Introduction 
 

Marketing, as the term is commonly 

understood today, developed initially    in 

connection with the selling of consumer 

packaged goods and later with the selling of 

industrial goods. Yet one of the major 

megatrends in America has been the 

phenomenal growth of services. Service jobs 

generate   74   percent   of   gross   domestic 

product and 79 percent of all jobs. In fact, 

the   Bureau   of   Labor   Statistics   expects 

service professions to account for any net 

job growth through 2005 (Henkoff, 1994, p. 

49). These jobs go beyond what is 

characteristically considered the low-paid 

service position to include professionals in a 

variety of fields including medical, financial, 

telecommunications, and information 

services. There are many perceptions of what 

―service‖ is, and it may be useful to 

differentiate between services which are 

salable products per se and those customer 

services which are tangential to the product 

(such  as  empathy,  a  friendly attitude,  and 

superior customer treat- ment). Corporations 

provide a range of offerings along a 

continuum from pure services to pure 

products with very few things at either 

extreme. Customer service activities are a 

critical   and   inseparable   part   of   doing 

business    for    any    offering    along    the 

Continuum. However, the farther an offering 

is on the service side of the continuum, the 

more important the human relationship 

between the provider and consumer of the 

service becomes.    Since service sector 

products are intangible, the buyer uses 

satisfaction with customer service treatment 

as  an  indicator  of  the  quality of  the  core 

service purchased. 

The book by Berry, Bennett, and Brown 

(1989), Service Quality, describes how 

important the service process is to the 

customer‘s perception of quality: The way 

customers judge a  service  may depend  as 

much or even more on the service process 

than on the service outcome. In services, the 

―how‖ of service delivery is a key part of the 

service. Purchasers  of  tangible  products 

judge  quality on  the  basis  of  the  finished 

product-its durability, functioning, 

appearance,   and   so   on.   Purchasers   of 

services judge quality on the basis of 

experiences they have during the service 

process as well as what might occur 

afterwards. 

Due to the importance of the relationship 

between the service provider and consumer, 

quality   customer   service   is   increasingly 

being viewed as a key subset of service 

marketing. Even though many of the tactics
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of product marketing (e.g., advertising) 

require only minor adaptation to be applied 

to services, the role of interpersonal 

relationships distinguishes service and 

product marketing in strategic vision and 

organizational considerations. These are 

discussed later. 

Strategic Trends 
 

Levitt (1960), in his article ―Marketing 

Myopia,‖ wrote that the railroad industry 

foundered because it considered itself in the 

railroad business rather than in the 

transportation business. This fundamental 

shift in business definition would have 

dictated   a   very   different   approach   to 

planning and growth. 

Services are faced with the same challenge 

to redefine their businesses as broader 

systems of services built on competitive core 

competencies. Progressive Corporation is an 

example  of  an  organization  that  has 

redefined its business from a company that 

sells automobile insurance to a ―mediator of 

human trauma‖ (Henkoff, 1994). Its CAT 

(catastrophe) team flies to the scene of major 

accidents, provides support, and handles 

claims quickly. Contact is made with 80 

percent  of  accident  victims  within  nine 

hours after learning of the crash. To be able 

to  provide support  effectively,  Progressive 

pays for training its agents not only in 

insurance  matters  but  also  in  grief 

counseling  (since part  of  the job  involves 

dealing with the relatives of accident 

victims). This approach has earned 

Progressive one of the highest margins in the 

property and casualty insurance industry, 

which has notoriously low margins. 

These shifts have altered the service/ 

price/value   equation.   Because   customers 

have been exposed to more and varied 

services, their expectations have escalated. 

They now demand more quality for a lower 

price. The business press refers to the 1990s 

as the ―value decade.‖ Companies that 

provide more value for the dollar than the 

competition will be winners in this period. 

Southwest Airlines has been a consistently 

profitable airline, even though it has taken a 

―no-frills‖  approach  to  operation  (Heskett, 

1994). It has been profitable for twenty-one 

consecutive  years  and  was  the  most 

profitable airline in the industry in 1992, 

demonstrating that a low price for solid 

consistent service is valued by customers. 

However, value does not necessarily mean 

low price.   Progressive Corporation, as 

mentioned earlier, increased the perceived 

value by providing exceptional services with 

a higher premium. 
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All of these changes force service providers 

to  take  a  fresh  look  at  their  offerings  in 

terms of the superior benefits they are 

providing their customers. In today‘s world, 

customers have almost limitless options 

available in goods and services. A strong 

mission of service is a good starting point, 

but successful service companies have also 

been changing operational policies and 

organizational structures to achieve their 

marketing strategies. 

Operational and Organizational Trends 

Service  organizations  that  have  increased 

their involvement in marketing realize that it 

is  not  simply enough  to  hire  a  marketing 

director;  the  entire  corporate  culture  must 

change to be more market- driven. As Berry 

and Parasuraman (1991) write in their book 

Marketing Services: ―In service businesses 

the  least  effective  marketing  department 

executives strive to be clever marketers; the 

most   effective   executives   strive  to   turn 

everyone else in the organization into clever 

marketers‖ An appropriate culture is one of 

the     most     important     ingredients     for 

successfully marketing services. Bowen and 

Schneider  (1988)  cite  several  references 

stressing  the  importance  of  creating  and 

sustaining  cultures  that  enhance  employee 

attachment to organizational service values 

(p. 63). Therefore, a market-driven ―vision‖ 

is a precursor to marketing strategy. Webster 

(1992)  provides  a  thirty-four-item 

instrument   for   assessing   the   marketing 

culture of a service organization to help 

service firms understand this aspect of 

strategy. 

The link between satisfied customers and a 

culture of motivated market-driven 

employees has been cited in several studies. 

Jones (1991) describes a study conducted by 

Barnett Banks. The organization 

simultaneously conducted a survey of 

employees at twenty-one branches and a 

survey  of  current  and  former  customers. 

They discovered that the branches to which 

customers gave higher ratings were the same 

branches  where  employees  felt  more 

positive and motivated. The researchers 

found similar findings at other banks, 

concluding that higher customer satisfaction 

was  associated  with  offices  where 

employees felt their work was ―facilitated‖. 

In a similar study where home health 

agencies were surveyed, job satisfaction was 

positively correlated with customer-oriented 

behavior (Hoffman & Ingram, 1992. In a 

proprietary study in the insurance industry, 

low employee turnover was linked closely to 

high customer satisfaction. This study also
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found that a primary source of job 

satisfaction was the employee‘s perception 

of an ability to satisfy the customer (Heskett, 

1994). 
 

The need of most service organizations to 

plan as well as direct marketing and 

operations as one function has led to the 

formation  in  leading companies  of what  I 

call a strategic service vision. Its elements 

consist of identification of a target market 

segment, development of a service concept 

to address targeted customers‘ needs, co- 

deification   of   an   operating   strategy   to 

support the service concept, and design of a 

service delivery system to support the 

operating strategy. 

One  of  the  marketing  organization  forms 

that bring together marketing and operations 

(although in a matrix structure rather than 

direct line authority) is the product 

management function. Product management, 

like  many  of  the  marketing  approaches, 

grew up  in  the consumer packaged  goods 

industry. In this organizational form, product 

managers were given responsibility for 

specific brands or product lines. They 

forecast sales volumes, developed long- and 

short-term  plans,  recommended  new 

products and product changes, developed 

marketing strategies to accomplish the plans, 

and   served   as   the   liaison   among   the 

customer, the sales force, and the varied 

internal departments on issues related to the 

product. In most cases, the product manager 

was charged with the responsibility for 

assuring bottom-line results without having 

direct  authority  over  the  internal 

departments producing and selling the 

product. The work had to be handled 

cooperatively in a cross-functional team 

fashion. 

Product management then moved into 

consumer durables, into industrial products, 

and  is  now  common  in  service 

organizations. In some cases, the product 

manager manages a line of service products, 

very similar to the approach used in product 

companies. However, many service 

organizations have product managers 

responsible for specific market segments. 

Although the product manager typically still 

operates  through  referent  authority  rather 

than explicit authority, the position enables 

the  cross-functional  perspective  necessary 

for  quality  service  to  become  a  reality. 

When the product/market manager focuses 

on satisfying the needs of a specific target 

market segment, the service ―product‖ and 

customer service activities are brought 

together into a quality package.
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Insurance  companies  frequently  have 

product managers assigned to specific lines 

of  products.  Many  major  financial 

institutions have product managers for 

specific markets such   as small businesses. 

Health care organizations may have product 

managers for women‘s services, covering 

offerings from weight maintenance, prenatal 

care, birthing options, menopause, and other 

related issues. The success of the 

organizational structure depends on a variety 

of issues as it does for manufacturers of 

physical products. However, there have been 

some studies which indicate that a product 

management organizational structure can 

improve the bottom line for the service 

organization. 

Naidu, Kleimenhagen, and Pillari (1993) cite 

survey data collected from a random sample 

of  hospitals  which  indicate  that  hospitals 

with product line management outperformed 

those without on virtually all performance 

indicators, including occupancy rate, gross 

patient-revenue per bed, average profit 

margin, and return on assets. Not 

surprisingly, the implementation of product 

line management increased with level of 

competition and hospital bed size. In 

referencing previous studies, the authors 

found  that   product   line  management   in 

hospitals offered the benefits of increased 

account- ability, elimination of duplication 

of services, and a better market orientation. 

The limitations cited included a possible 

increase in costs since functional 

management was not eliminated, and there 

was an increased need for more timely and 

accurate data. 

Whether or not product management is 

instituted   in   an   organization,   employee 

hiring, training, and incentives are critical to 

the realization of a strategic service vision. 

Henkoff (1994) suggests that ―[the changing 

nature of customer  service demands a new 

breed of worker-one who is empathetic, 

flexible,  inventive, and  able to  work  with 

minimal   supervision‖. The author cites 

ServiceMaster‘s Merry Maids subsidiary as 

an example of careful employee selection. 

They reject  nine out  of ten applicants  for 

entry-level  positions because they are 

looking for employees who fit their 

commitment and values. 

Training can be in the classroom and/or on 

the job. Classroom training should provide 

information on both company policies and 

procedures and interpersonal skills. 

Disneyland provides  extensive training for 

its street sweepers-not just to do the physical 

job better but also to ―empower‖ them to
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answer any questions customers may have 

about the facilities. 

Training employees in several jobs-called 

multi skilling-has been a growing trend in 

several organizations. For many, it started in 

response to labor shortages, but the result 

has been more satisfying work, increased 

knowledge  of  the  overall  company,  and 

faster  response  to  customers.  Lechmere, 

Inc.,   a   retail   chain   owned   by   Dayton 

Hudson, tested multi skilling in a store it 

opened in Sarasota where workers were in 

short supply. It offered raises to workers 

based on the number of jobs they learned to 

perform. By having employees with 

transferable skills, Lechmere could redeploy 

workers when needs changed. 

According to corporate management, this 

store  was  more  productive  and  had  more 

full-time  employees  than  the  rest  of  the 

chain (Alster, 1989). 

Retraining employees in conjunction with 

technological improvements has been a 

growing and significant trend in service 

organizations. USAA, a San Antonio, Texas, 

insurance and financial services firm, has 

used a combination of training and 

technology to improve employee efficiency. 

Customer  service  representatives  now 

assume broader responsibilities by handling 

the insurance application process from start 

to finish, a process that used to require the 

work of several departments. A new office 

automation system allows them to complete 

the work through a telephone and terminal, 

accessing     the     necessary     pieces     of 

information immediately (Alster, 1989). 

Schneider  National,  facing  a  deregulated 

transportation market, realized the need to 

transform the company. First, it attempted 

major   cultural   change   to   refocus   the 

organization to be more market driven. 

The company became less bureaucratic, 

encouraging its ―associates‖ to act on behalf 

of the customer.    Second, capital was 

invested in  a  satellite  computer system  to 

track  and  make  the  most  efficient 

assignment of trucks and drivers (Magnet, 

1992). 
 

ServiceMaster   augments   education   with 

research and development. By studying how 

people work; the company develops better 

equipment and chemicals so its employees 

can do the job better and more comfortably. 

Training provides the knowledge employees 

need (and may also provide the motivation), 

but    companies    are    increasingly    using 

incentives based on customer satisfaction as 

part of the service culture. At Xerox, sales, 

service,     and     customer     administration
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executives receive bonuses indexed to 

responses to customer satisfaction surveys 

(―Indexing Bonuses to Customer 

Satisfaction,‖ 1988). Domino‘s pays 

―mystery customers‖ to buy pizzas and 

evaluate  the  service.  Managers‘ 

compensation is tied partially to the results 

of those surveys (Sellers, 1989). 

A service guarantee is another tool for 

assessing service quality. The existence of a 

guarantee makes it easier for a customer to 

let you know when a service did not meet 

expectations  and  why.  With  more 

information on mistakes, a company has 

more opportunities to learn and more 

opportunities to improve its service. Hart 

(1988) lists five reasons a guarantee is 

valuable for both marketing service quality 

and achieving it: 

First, it pushes the entire company to focus 

on the customers‘ definition of good service- 

not on executives‘ assumptions. Second, it 

sets   clear   performance   standards,   which 

boost employee performance and morale. 

Third, it generates reliable data (through 

payouts) when performance is poor. Fourth, 

it  forces  an  organization  to  examine  its 

entire service-delivery system for possible 

failure   points.   Last,   it   builds   customer 

loyalty, sales, and market share. 

In addition to the above operational and 

organizational issues, Knowles, Grove, and 

Pickett (1993) suggest that ―mood‖ may 

affect customer satisfaction and the 

perception of service quality. The authors 

maintain  that  environmental  and 

interpersonal   influences   may   be   more 

critical in the evaluation of services than in 

the evaluation of goods. The physical 

surroundings (cleanliness, appearance), 

ambient conditions (music, lighting), and 

procedures  affect  the  mood  of  employees 

and customers. Although the mood of 

customers obtaining a service cannot be 

controlled, the authors suggest that 

environmental conditions can play a role in 

modifying the mood. 

Bowen and Schneider (1988) refer to other 

research which supports this position: 

A summary conclusion from this line of 

research  is  that  the  climate  for  service 

created in service firms ―shows‖ to both 

employees and customers. Service firms, 

then, need to manage and enhance their 

internal climate for service to positively 

impact the attitudes and behaviors of the 

employees who serve the customers. Since it 

is employees who provide the service to 

consumers, organizations need to manage all 

the    evidence    consumers    may    use    in
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appraising service. Indeed, as the 

Intangibility of what the consumer receives 

is increased, the need to pay attention to the 

details of service delivery probably also 

increases. 

Tactical Trends Marketing 
 

When people think of marketing, they 

frequently think  of  advertising  and/or 

selling. When excelling in marketing 

according to these definitions, a company 

may  be  effective  in  the  short  term  but 

actually hurt its position in the long term. 

IBM had a ―world class‖ sales force, but 

neglected innovative product development 

which resulted in a loss in competitive 

standing. Like many large companies, it 

became a market-share manipulator-its 

defense of existing markets took precedence 

over the creation of new ones. 

Service providers run this same risk if they 

limit their ―marketing‖ to advertising and 

selling. It is not uncommon for the majority 

of the effort to go toward protecting existing 

service products based on what they 

contributed in the past rather than what they 

are likely to contribute in the future. Service 

providers must continually challenge 

themselves to improve their products and 

develop new innovations as an active part of 

the marketing program. 

Some new product ideas come from 

rethinking the difference between service 

products and customer service.    Some 

services   that   are   given   away   free   are 

valuable to only certain segments of 

customers who would pay for them rather 

than not have them available. Banks have 

redesigned some of their services as a 

consequence of this finding. Operating 

services,  once  viewed  as  fringe  benefits 

given away to attract credit customers, are 

now becoming firmly established as profit 

centers at a growing number of larger banks. 

Cash management, wire transfer, securities 

processing, letters of credit, bond services, 

and payroll processing are some of the items 

that have moved from unpaid customer 

services to service products. Today, many of 

the top fifty banks find noncredit services 

are providing 40 to 70 percent of the profits 

generated by their wholesale banking units. 

Sometimes  the  emergence  of  new 

technology enables new service products to 

be developed.  MCI spent an estimated $300 

million on a new computer system in 1986. 

This allowed innovative residential  calling 

services  such  as  their  Friends  &  Family 

Plan, a new service which would not have 

been possible without the technology.
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People frequently think they are doing good 

marketing when they react to what their 

customers  want.  However,  the  most 

effective service marketers anticrime 

customer demands and satisfy them before 

competitors do. When Fred Smith came up 

with the idea of overnight delivery of 

packages,  freight  forwarders  rejected  the 

idea because no one had asked for it. Yet 

Federal Express became a successful 

company by anticipating customer needs and 

proactively creating the services to address 

them. 

The   new   services   developed   should   be 

consistent with the strategic vision and core 

competencies.  Condell  Memorial  Hospital 

risked opening a health club because it was 

consistent  with  their  mission  of  wellness. 

Taco Bell deleted services tangential to its 

core offering to allow it to focus on service. 

As is true in the marketing of products, mass 

marketing is being increasingly replaced by 

segmented  marketing.  Many industries  are 

maturing       and       facing       considerable 

competitive  pressure.  Companies  need  to 

classify  or  prioritize  their  customers  and 

provide    service    ―packages‖    that    are 

appropriate  for  each  segment  or  perhaps 

focus exclusively on one niche. 

As  the  credit  card  market  matures, 

marketing approaches are emerging with 

multiple positioning options. One approach 

is to offer packaged services to subsets of 

customers.      First  National  Bank  of 

Commerce  in  New  Orleans  has  two 

packaged credit card services. Upscale 

customers with minimum money market 

accounts are offered a companion credit card 

with a low APR (annual percentage rate). 

Midscale customers are offered a companion 

card with a higher APR and an annual fee 

(Duffy, 1990). 

Should ice Hospital near Toronto, Canada, 

uses a segmentation strategy by focusing 

exclusively on hernia surgery (Davidow & 

Uttal, 1989). By appealing to a very specific 

segment, doctors have become more 

proficient, and procedures and layout have 

been designed to be consistent with the 

needs of this one select group. 

Since patients recover faster when they are 

up and about, Should ice needs a 

minimum of wheelchairs and aides. TVs are 

centrally located to facilitate patient 

movement. Davidow and Uttal (1989) argue 

that not all customers want high levels of 

service, but they deserve to get what they are 

promised. Therefore,  it is  imperative to  

research  the needs of the market, segment 

the market to match needs with the firm‘s
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competencies, develop   services   consistent   

with   those needs,  and  be  very  careful  to  

set expectations at the right level. 

Database  marketing  enables  service 

providers to segment the market and 

approximate the one-on-one contact 

necessary to build the interpersonal 

relationships required in the service sector. 

Clinical  databases,  for  example,  can 

facilitate follow-up treatment by combining 

knowledge of disease progression with the 

patient‘s current medical status (Kelsey & 

McGrath, 1990). Hospitals can determine 

which patients can benefit from clinically 

valid follow-up treatment and work with 

physicians to contact patients who might not 

otherwise be aware the services exist. The 

authors recognize the ethical considerations 

of using such a system for marketing 

purposes   and   emphasize   the   need    to 

maintain confidentiality and eliminate the 

potential of the system being used as a scare 

tactic. 

Database marketing has been successfully 

used by other service sector industries. 

Banks have begun to develop relational 

databases so that profiles of customers can 

be pulled from the various product- specific 

databases, providing more complete 

knowledge of the 

demand for ―packages‖ of services. Some 

experts even believe that this information, 

with  complete  credit  histories  on  a 

customer-by-customer basis, may enable 

banks to price loans in the future based on 

an individual‘s credit worthiness.   Retailers 

use database information to separate their 

best (loyal) customers from ―swing‖ 

customers  (those  who  patronize  the 

particular store on only an occasional basis). 

Service-sector companies have become 

increasingly aware of the concept of 

marketing channels, the logistical aspect of 

marketing. Changing customer needs, for 

example, has encouraged financial 

institutions to provide more transactional 

convenience. Customers want to do their 

banking anytime, anyplace. Although 

automated tellers provide part of this 

function, the personal interaction is missing. 

Therefore, banks of all sizes have begun to 

open  up  branches  in  supermarkets, 

frequently  with  extended  hours.  This 

provides the time/place convenience 

customers want and also provides a selling 

platform for the bank (Duffy, 1991). Since 

many   of   the   store   shoppers   are   not 

customers of the bank, in-store branches can 

reach a significant number of prospects each
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week without spending money on 

advertising. 

Credit unions have also been active in 

providing time/place utility. IBM‘s credit 

union branches, for example, strive for ―high 

touch/high tech with a human equation‖ 

(Duffy, 1991). Their self-service machines 

can read the MICR (magnetic ink character 

recognition) encoding on the checks 

deposited and cash checks to the penny. In 

fact, they are designed to perform 90 percent 

of the functions handled by live tellers 

including deposit splitting and advances on 

home-equity loans. 

In terms of advertising, many nontraditional 

companies have become active players. 

Professional services, such as legal, and 

accounting  as  well  as  health  care,  which 

were reticent in the past to advertise their 

services, have begun to reach out to new 

markets. Much of the initial ―stigma‖ 

regarding advertising has lessened; however, 

the effectiveness may not be what was 

planned. The existence of these new 

advertisers has added more ―clutter‖ to an 

already saturated industry.    Advertising 

effectiveness  will  depend  on  developing a 

differentiated identity, reaching the ―best‖ 

market   segments,   and   making   promises 

regarding only what is attainable on a 

continual basis. 

Onkvisit and Shaw (1989) state that, because 

of the intangible nature of services, a proper 

―image‖  may  be  even  more  critical  for 

service marketing than for product 

marketing.―Although services are often 

treated as commodities, they can be branded 

and transformed into products. Branding 

assures  buyers  of  uniform  service  quality 

and can provide service marketers with a 

greater degree of pricing freedom, if the 

brand image is properly created and 

promoted‖. To be successful, the brand must 

connote an identifiable image in people‘s 

minds. Several companies have tried to 

employ relevant tangible ―symbols‖ in their 

advertising  (Allstate‘s  good  hands, 

Travelers‘ umbrella). In the brokerage 

industry, Dreyfus is identifiable because of 

its lion; Merrill Lynch because of its bull. 

When Merrill Lynch retired the bull as its 

symbol, it quickly realized its error and 

brought it back. These symbols provide a 

tangible image and continuity for the 

campaign. The authors go on to state: 

Many purchases made by consumers are 

directly  influenced  by  the  image  an 

individual has of himself and the image of a 

product or seller. Since users of consumer
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services are self-image buyers, a strong and 

distinct image is essential. Image takes on a 

greater degree of importance in the service 

markets,  and  it  should  be  fully  integrated 

into a firm‘s marketing programs. 

Another critical consideration in advertising 

services is controlling the ―promises‖ made. 

Several  companies  have  realized,  to  their 

dismay, that positive press about their firm‘s 

extraordinary   service   performance   raised 

customers‘  expectations  to  a  level  beyond 

that   which   they   could   routinely   fulfill. 

Berry,   Parasuraman,   and   Zeithaml(l988) 

refer   to   the   difference   between   what 

customers   expect   and   what   companies 

provide as the service-performance gap. 

Customer satisfaction depends more on the 

size of the gap than on the actual level of 

service. If customers‘ expectations are met 

or  exceeded,  they  are  satisfied.  If  their 

expectations    are    not    met,    they    are 

dissatisfied.    As    competition    escalates, 

companies try to promise more and more to 

get  business  away  from  their  competitors. 

Customers begin to expect more and more 

due   to   the   ―promise   war‖   that   exists. 

Eventually,  customers  become  dissatisfied 

when their expectations are not met. 

Advertising  plays  a  role  in  managing  the 

expectations      of      customers.      Service 

marketers should be especially careful not to 

over- promise in their brochures, ads, and 

television commercials and to ensure that 

salespeople   are   not   making   unrealistic 

claims. 

Conclusion 
 

Service   marketing   differs   from   product 

marketing due to the fact that services are in 

tangible   and   typically   require   personal 

interaction with the customer. As a result, 

the   quality   of   this   service   interaction 

becomes an important subset of marketing 

strategy.  Marketers are challenged to define 

their   businesses   as   broad   systems   of 

customer benefits; to create a market-driven 

culture  through   selection,   education   and 

motivation   of   employees,   as   well    as 

development     of     appropriate     business 

procedures and technologies;  and to  design 

marketing    programs    which    continually 

create   new   benefits   and   value   for   the 

customer, make the offerings more tangible, 

and  control  the  level  of  promises  so  that 

customers are not led to expect more than 

can be delivered on a continual basis. 
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disease,  or  the  promotion,  maintenance
 

Now a day the health service is very 

important  in  the  world.  Health  services 

that are performed by health care 

professional.  It  includes  all  services 

dealing with the diagnosis and treatment of 

disease or for the purpose of promoting, 

maintaining   or   restoring   health.   The 

service provision refers to the way inputs 

such as money, staff, equipment etc., It 

include   public   health   service,   mental 

health service and other services. Health 

services are the most visible functions of 

any health system both to user and the 

general public. The coverage and quality 

of services depends on these key resources 

being available on the way services are 

organized and managed and on incentives 

influencing providers and users. Many 

health  sectors  grow  organically over  the 

annual being a structure by countless 

political and economic decisions unrelated 

to  each  other.  Now  a  day the  PHC  has 

dominated the policy. 

Key word: Health service. 
 

Meaning 
 

Health services include all services dealing 

with   the   diagnosis   and   treatment   of 

 

and restoration of health. They include 

personal and non-personal health services. 

Health services are the most visible 

functions of any health system, both to 

users and the general public. Service 

provision refers to the way inputs such as 

money, staff, equipment and drugs are 

combined to allow the delivery of health 

interventions. Improving access, coverage 

and quality of services depends on these 

key resources being available; on the ways 

services are organized and managed, and 

on incentives influencing providers and 

users 

Health care service 
 

The   delivery   of   modern   health   care 

depends on groups of trained  professionals 

and  para profession a is coming together     

as interdisciplinary teams. This     includes     

professionals in medicine, psychology, 

physiotherapy, nursing, dentistry, 

midwifery and allied health,  plus  many  

others  such  as public health    

practitioners, community    health workers 

and assistive personnel, who 

systematically    provide    personal    and 

population-based preventive, curative and
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rehabilitative care services. While the 

definitions of the various types of health 

care vary depending on the different 

cultural, political, organizational and 

disciplinary perspectives, there appears to 

be some consensus that primary care 

constitutes the first element of a continuing 

health care process, that may also include 

the provision of secondary and tertiary 

levels of care. Healthcare can be defined as 

either public or private. 

Types of care 
 

Primary care refers to the work of health 

professionals who  act  as  a  first  point  of 

consultation   for   all patients within   the 

health  care  system. Such  a  professional 

would usually be a primary care physician, 

such   as   a general   practitioner or family 

physician,      a      licensed      independent 

practitioner such as a physiotherapist, or a 

non-physician primary care provider (mid- 

level    provider)    such    as    a physician 

assistant or nurse  practitioner.  Depending 

on the locality, health system organization, 

and sometimes at the patient's discretion, 

they    may    see    another    health    care 

professional first .Depending on the nature 

of the health condition, patients may then 

be referred for secondary or tertiary care. 

Primary care is often used as the term for 

the health care services which play a role 

in the local community. It can be provided 

in    different    settings,    such    as Urgent 

care centers   which   provide   services   to 

patients same day with appointment or 

walk-in bases. 

Primary care involves the widest scope of 

health care, including all ages of patients, 

patients        of        all socioeconomic and 

geographic origins, patients seeking to 

maintain optimal health, and patients with 

all    manner    of    acute    and    chronic 

physical, mental and  social  health  issues, 

including multiple      chronic      diseases. 

Consequently, a primary care practitioner 

must possess a wide breadth of knowledge 

in   many   areas   .Continuity is   a   key 

characteristic of primary care, as patients 

usually prefer to consult the same 

practitioner for routine check-ups and 

preventive   care, health   education,   and 

every time they require an initial 

consultation about a new health problem. 

The International Classification of Primary 

Care (ICPC)  is  a  standardized  tool  for 

understanding  and  analyzing  information 

on interventions in primary care by the 

reason for the patient visit. 

Secondary care 
 

Secondary care is the health care services 

provided by medical  specialists and  other 

health professionals who generally do not 

have    first    contact    with patients,    for 

example, cardiologists, urologists and derm 

atologists. 

The "secondary care" is sometimes used 

synonymously       with       "hospital care". 

However many secondary care providers
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do not necessarily work in hospitals, such 

as psychiatrists, or physiotherapists (physi 

otherapists are also primary care providers 

and  a  referral  is  not  required  to  see  a 

physiotherapist),  and  some  primary  care 

services  are  delivered  within  hospitals. 

Depending    on    the    organization    and 

policies  of  the  national  health  system, 

patients may be required to see a primary 

care provider for a referral before they can 

access secondary care. 

Quaternary care 
 

The  term quaternary  care is  sometimes 

used as an extension of tertiary care in 

reference to advanced levels of medicine 

which   are   highly   specialized and   not 

widely accessed. Experimental medicine 

and some   types  of uncommon diagnostic 

or surgical procedures are considered 

quaternary care. These services are usually 

only offered in a limited number of 

regional or national health care centers. 

Home and community care 
 

Many types of health care interventions are 

delivered outside of health facilities. They 

include    many    interventions    of public 

health interest,             such             as food 

safety surveillance,                    distribution 

of condoms and needle-exchange 

programmes for      the      prevention      of 

transmissible diseases. They also include 

the services of professionals in residential 

and community settings in support of self 

care, home   care, long-term   care, assisted 

living,     treatment     for substance     use 

disorders and  other  types  of  health  and 

social care services. 

Community rehabilitation services        can 

assist   with   mobility  and   independence 

after loss of limbs or loss of function. This 

can include prosthesis, orthotics or wheel 

chairs Many countries, especially in the 

west are  dealing  with  aging  populations,  

and one of the priorities of the health care 

system is to help seniors live full, 

independent lives in the comfort of their 

own homes. There is an entire section of 

health  care  geared  to  providing  seniors 

with help in day-to-day activities at home, 

transporting  them  to  doctor's 

appointments,  and  many  other  activities 

that are so essential for their health and 

well-being.  Although  they provide  home 

care for older adults in cooperation, family 

members and care workers may harbor 

diverging  attitudes  and   values  towards 

their joint efforts. This state of affairs 

presents a challenge for the design of ICT 

for home care.  With obesity in children 

rapidly becoming a major concern, health 

services often set up programs in schools 

aimed at educating children in good eating 

habits; making physical education 

compulsory in school; and teaching young 

adolescents to have positive self-image.
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Health  information  technology  (HIT)  is 

"the application of information processing 

involving both computer hardware and 

software that deals with the storage, 

retrieval, sharing, and use of health care 

information, data, and knowledge for 

communication and decision making." 

Technology is a broad concept that deals 

with a species' usage and knowledge of 

tools  and  crafts,  and  how  it  affects  a 

species' ability to control and adapt to its 

environment. However, a strict definition 

is elusive; "technology" can refer to 

material objects of use to humanity, such 

as machines, hardware or utensils, but can 

also encompass broader themes, including 

systems, methods of organization, and 

techniques. For HIT, technology represents 

computers and communications attributes 

that can be networked to build systems for 

moving health information. Informatics is 

yet another integral aspect of HIT. 

Health information technology can be 

divided into further components like 

Electronic  Health  Record  (EHR), 

Electronic Medical Record (EMR), 

Personal Health Record (PHR), Practice 

Management System (PMS), Health 

Information Exchange (HIE) and many 

more. There are multiple purposes for the 

use of HIT within the health care industry. 

Further, the use of HIT is expected to 

improve the quality of health care, reduce 

medical  errors,  improve  the  health  care 

service efficiency and reduce health care 

costs. 

Four Main Elements of Health Service 

There  are  four  main  elements  of  estate 

planning, which include drawing up a will, 

a  living  will  and  healthcare  power  of 

attorney, a financial power of attorney, and 

in some cases, a trust. 

Wills 
 

A will outlines your wishes for the assets 

that you own at your passing.   It allows 

you to name the people to whom you wish 

you  give  these  assets,  and  without  one, 

your  assets  will  immediately go  to  your 

first  family  member.   Having  a  will  in 

place will give you peace of mind knowing 

that your assets are going to whom  you 

want them to and knowing that your 

financial affairs are in order. 

Healthcare   Power   of   Attorney   and 
 

Living Will 
 

A Healthcare Power of Attorney (HPOA) 

is a signed legal document in which you 

name a single person as your healthcare 

decision maker in the event that you can‘t 

make  decisions  yourself.   A  living  will, 

also known as an advanced medical 

directive, outlines your wishes regarding 

medical care in the event that you are 

incapacitated, terminally ill, or unable to 

communicate 

Financial Power of Attorney 
 

Similar   to   the   Healthcare   Power   of 
 

Attorney, a Financial Power of Attorney



Emperor International Journal of Finance and Management Research [EIJFMR]  ISSN: 2395-5929 
 

©Mayas Publication Page 59 
 

 
 

outlines who you want to make your 

financial decisions on your behalf should 

you become incapacitated.  Without this 

document, no one will have the authority 

to step in and handle bill-paying, 

investment decisions, and other financial 

matters.  You don‘t want these things left 

up to the courts, therefore it‘s imperative 

to give that authority to the person that you 

select. 

Trust 
 

A trust is a legal entity that can own your 

assets (while living or at death) and be 

controlled based on your wishes outlined 

in  the  legal  document  that  created  the 

entity.  For example, a trust would allow 

you to dictate how you wanted your child 

to benefit from your assets throughout his 

or her life.  You may want to stipulate that 

they are used in a certain way or received 

at  a  certain  time.   A  trust  is  a  way  to 

protect assets from being used in a way 

that you would not see fit if you were in 

control of them. There are several 

advantages to having a trust, however, it is 

not necessary unless you are worried about 

the oversight or care of your assets at your 

passing.  Ultimately, you are trusting your 

heirs to manage and use your assets 

properly  should  you  pass  away.   If  you 

have a sizeable insurance policy or estate 

and/or children, a trust is worth discussing 

with  an  attorney  to  determine  the  right 

parameters  and  language  for  your 

situation. 

Health services research is the 

multidisciplinary field of scientific 

investigation   that   studies   how   social 

factors, financing systems, organizational 

structures and processes, health 

technologies, and personal behaviors affect 

access to health care, the quality and cost 

of health care, and ultimately our health 

and well-being.  Its research domains are 

individuals, families, organizations, 

institutions, communities, and populations. 

Quality of health care 

―Quality of care is the degree to which 

health services for individuals and 

populations increase the likelihood of 

desired health outcomes and are consistent 

with   current   professional   knowledge.‖
1

 

This   definition   draws   attention   to   the 
 

importance of the application of current 

professional knowledge in the diagnostic 

and treatment processes of health care. The 

goal of quality care is to increase the 

likelihood of achieving desired health 

outcomes, as expressed by the patient. 

The   complexity   in   measuring   quality 

comes from gaps in our knowledge 

regarding which services, for which 

patients, will actually improve the 

likelihood   of   desired   health   outcomes. 

Also, patients need not have the same 

desired health outcomes and therefore 

might  not  receive  the  same  care  for  an
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identical health problem, further 

complicating the measurement of quality 

of  care.  Quality  measurement  has 

advanced substantially, but it remains early 

in its development. 

Structure of health care 
 

The structure of health care broadly 

includes the facilities (e.g., hospitals and 

clinics), personnel (e.g., number of nurses 

and physicians), and technology that create 

the capacity to provide health services. 

Structural characteristics are expected to 

influence   the   quality   of   health   care 

services. One component in the 

accreditation of health care facilities (e.g., 

hospitals, nursing homes) is the review of 

the adequacy of structural characteristics, 

including staffing, on-call resources, 

technology, and support services 

(laboratory, pharmacy, radiology). The 

structural resources of health care facilities 

and organizations are the foundation upon 

which quality health care services are 

provided. 

Efficacy  and  Effectiveness  of  Health 
 

Service 
 

An important distinction is made between 

efficacy and effectiveness of health 

services. Efficacy is generally established 

using randomized controlled trial (RCT) 

methods to test whether or not clinical 

interventions make a difference in clinical 

outcomes. Effectiveness research is 

undertaken   in   community  settings   and 

generally includes the full range of 

individuals who would be prescribed the 

clinical intervention. Many of these 

individuals will have multiple health 

problems and be taking multiple 

medications, unlike those who were 

recruited to the RCT. 

Access to health services means the timely 

use of personal health services to achieve 

the best health outcome. It requires 3 

distinct steps: 

  Gaining  entry  into  the  health  care 

system. 

  Accessing a health care location where 

needed services are provided. 

  Finding  a  health  care  provider  with 

whom  the  patient  can  communicate 

and trust.
2

 

     Access to health care impacts: 
 

  Overall  physical,  social,  and  mental 

health status 

     Prevention of disease and disability 
 

  Detection   and   treatment   of   health 

conditions 

     Quality of life 
 

     Preventable death 
 

     Life expectancy 
 

Disparities in access to health services 

affect individuals and society. Limited 

access to health care impacts people's 

ability to reach their full potential, 

negatively affecting their quality of life.

http://www.healthypeople.gov/2020/topics-objectives/topic/Access-to-Health-Services#2
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Understanding     Access     to     Health 
 

Services 
 

Access  to  health  services  encompasses 

four components: coverage, services, 

timeliness, and workforce. 

Coverage 
 

Health  insurance coverage helps  patients 

get into the health care system. Uninsured 

people are: 

     Less likely to receive medical care 
 

     More likely to die early 
 

     More likely to have poor health status 

Lack   of   adequate   coverage   makes   it 

difficult for people to get the health care 

they  need  and,  when  they  do  get  care, 

burdens  them  with  large  medical  bills. 

Current   policy   efforts   focus   on   the 

provision  of  insurance  coverage  as  the 

principal  means  of  ensuring  access  to 

health care among the general population. 

Other  factors,  described  below,  may  be 

equally important to removing barriers to 

access and utilization of services. 

Services 
 

Improving health care services depends in 

part on ensuring that people have a usual 

and ongoing source of care. People with a 

usual  source  of  care  have  better  health 

outcomes and fewer disparities and costs. 

Having a primary care provider (PCP) as 

the  usual  source  of  care  is  especially 

important. PCPs can develop meaningful 

and  sustained  relationships  with  patients 

and   provide   integrated   services   while 

practicing in the context of family and 

community. Having a usual PCP is 

associated with: 

     Greater patient trust in the provider 
 

     Good patient-provider communication 
 

  Increased likelihood that patients will 

receive appropriate care 

Timeliness 
 

Timeliness is the health care system's 

ability to provide health care quickly after 

a need is recognized. Measures of 

timeliness include: 

  Time spent waiting in doctors' offices 

and emergency departments (EDs) 

  Time  between  identifying a need  for 

specific tests and treatments and 

actually receiving those services 

Actual and perceived difficulties or delays 

in getting care when patients are ill or 

injured likely reflect significant barriers to 

care. Prolonged ED wait time: 

     Decreases patient satisfaction. 
 

  Increases the number of patients who 

leave before being seen. 

  Is associated with clinically significant 

delays in care. 

Emerging  Issues  in  Access  to  Health 
 

Services 
 

Access  to  health  care  services  in  the 

United States is regarded as unreliable; 

many people do not receive the appropriate 

and timely care they need. The U.S. health 

care system, which is already strained, will 

face an influx of patients in 2014, when 32
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million Americans will have health 

insurance for the first time. All of these 

issues, and others, make the measurement 

and development of new strategies and 

models essential. 

Specific issues that should be monitored 

over the next decade include: 

  Increasing  and  measuring  access  to 

appropriate, safe, and effective care, 

including clinical preventive services. 

  Decreasing  disparities  and  measuring 

access to care for diverse populations, 

including racial and ethnic minorities 

and older adults. 

  Increasing  and  measuring  access  to 

safe long-term and palliative care 

services and access to quality 

emergency care. 

Universal Health Service 
 

The strategic aim of universal health 

coverage is to ensure that everyone can use 

the health services they need without risk 

of financial ruin or impoverishment, no 

matter  what  their  socio-economic 

situation. The over-arching concept of 

universal health coverage takes a broad 

view of the services that are needed for 

good health and well-being. These services 

range from clinical care for individual 

patients to the public services that protect 

the health of whole populations. They 

include   services   that   come   from   both 

within and beyond the health sector. 

Financial risk protection is one element in 

the package of measures that provides 

overall social protection, as well as the 

protection against severe financial 

difficulties in the event of illness gives the 

peace of mind that is an integral part of 

well-being. 

In essence, to support the goal of universal 

health coverage is also to express concern 

for  equity and  for  honoring  everyone‘s 

right to health globally. These are personal 

and moral choices regarding the kind of 

society that people wish to live in, taking 

universal  coverage  beyond  the 

technicalities of health financing, public 

health and clinical care. 

With a greater understanding of the scope 

of    universal    health    coverage,    many 

national  governments  around  the  world 

now view progress towards that goal as a 

guiding principle for the development of 

health      systems,      and      for      human 

development generally. It is clear that the 

al   their   environments   mean   healthier 

people. In addition, preventive and 

curative services    protect    health    and    

protect incomes. Healthy children are 

better able to learn, and healthy adults are 

better able to contribute socially and 

economically. The path to universal health 

coverage has also been termed ―the third 

global health transition‖,   after   the   

demographic   and epidemiological 

transitions. Universal coverage is now an 

ambition for all nations  at  all  stages  of 

development.
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The timetable and priorities for action 

clearly differ between countries, but the 

higher aim of ensuring that all people can 

use the health services they need without 

risk of financial hardship is the same 

everywhere. 

Under the concept of universal coverage, 

there would be no out-of pocket payments 

that exceed a given threshold of 

affordability usually set at zero for the 

poorest  and  most  disadvantaged  people. 

All governments  should  therefore decide 

what health services are needed, and how 

to  make  sure  they  are  universally 

available, affordable, efficient, and of good 

quality. 

The services that are needed differ from 

one setting to another because the causes 

of ill-health also vary. The balance of 

services inevitably changes over time, as 

new technologies and procedures emerge 

as a result of research and innovation, 

following the changes in the causes of ill- 

health. 

In every country, there are people who are 

unable to pay directly, out-of-pocket, for 

the services they need, or who may be 

seriously   disadvantaged   by   doing   so. 

When people on low incomes with no 

financial risk protection fall ill they face a 

dilemma. Ultimately, if a local health 

service exists, they can decide to use the 

service and suffer further impoverishment 

in paying for it, or they can decide not to 

use the service, remain ill and risk being 

unable to work. 

The general solution for achieving wide 

coverage of financial risk protection is 

through various forms of prepayment for 

services. Prepayments allow funds to be 

pooled so that they can be redistributed to 

reduce  financial  barriers  for  those  who 

need to use services they could not 

otherwise afford. This spreads the financial 

risks  of  ill-health  across  whole 

populations. Prepayment can be derived 

from  taxation,  other  government  charges 

or  health  insurance,  and  usually  comes 

from a mixture of sources. 

Financial risk protection of this kind is 

an instrument of social protection applied 

to health. It works alongside other 

mechanisms of social protection – 

unemployment and sickness benefits, 

pensions,  child  support,  housing 

assistance, job-creation schemes, 

agricultural insurance and so on – many of 

which have indirect consequences for 

health. 

Governments,  especially  in  low-income 

countries,  cannot  usually  raise  sufficient 

funds by prepayment to eliminate excess 

out-of  pocket  expenditures  for  all  the 

health  services  that  people  need.  It  is 

therefore a challenge to decide how best to 

support health within budgetary limits. 

Even   with   an   understanding   of   the 

determinants and consequences of service
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coverage, the balancing of investments in 

health services is more than a technical 

matter. The allocation of public money to 

health also has ethical, moral and political 

implications. Public debate is the 

mechanism for obtaining consensus on, for 

instance, who should be entitled to health 

care  paid  from  the  public  purse,  under 

what conditions, and for what range of 

services. Decisions on these issues, which 

involve a combination of ethical 

imperatives   and   political   possibilities, 

place constraints on the analysis of how to 

maximize health impact for the money 

spent. 

The first challenge in moving towards 

universal health coverage is to define the 

services and supporting policies needed in 

any setting, including financial risk 

protection, the population that needs to use 

these services, and the cost. This requires 

an  understanding  of  the  causes  of  ill- 

health, the possible interventions, who 

currently has access to these services and 

who does not, and the extent of financial 

hardship incurred by paying out-of-pocket. 

Acting on behalf of their populations, 

governments must decide how to move 

closer to universal coverage with limited 

financial resources. 

Community Health Centers Deliver 
 

The  health care reform was truly historic, 

setting the stage to achieve the dual goals 

set out at the beginning of the health care 

debate expand coverage for nearly all   in 

out  of  control  health  care  costs. 

Community health centers are well placed 

to help the nation achieve both these goals. 

By design, these centers are located in 

medically underserved areas in lower 

income rural  and  inner-city communities 

and  are  prepared  to  ramp  up  quickly to 

provide health services to our neediest in 

every countries. These centers boast strong 

primary care capabilities that decrease 

health care costs overall. 

  They must be located in or serve a 

high-needs community. These 

medically  underserved  areas  are 

defined as having a high percentages of 

people  living  in  poverty,  areas  with 

few primary care physicians, higher 

than average infant mortality rates and 

high percentages of the elderly. 

  They must provide health care to all, 

regardless of ability to pay. All 

community  health  centers  must 

commit to providing services for 

everyone,   with   fees   based   on   a 

standard a sliding fee schedule that 

adjusts charges for care according to 

income. 

  They  must  provide  comprehensive 

health care services. All community 

health centers also must offer a broad 

range of ―enabling‖ services to support 

the delivery of consistent, affordable 

health care.
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  They    must    be    governed    by    a 

community board. All community 

health  center  boards  must  be 

comprised of a majority (at least 51 

percent) of health center patients who 

have the authority to oversee the 

operations of the center. These powers 

include approving budgets, hiring and 

firing  chief  executives,  and 

establishing general policies. 

These mandated links to the communities 

in which these health centers are located 

ensures  they  serve  their  neighborhoods 

efficiently and effectively. Let‘s look in a 

bit more detail at who they serve, where 

they are, and what services they provide. 

Community Health Centers Serve 

Because  of  their  mission  and  mandated 

locations, the patients these health centers 

typically serve are without access to other 

health care settings. These include lowin 

come  people,  the  uninsured,  those  with 

limited  English  proficiency,  migrant  and 

seasonal  farm  workers,  individuals  and 

families  experiencing  homelessness,  and 

those living in public housing. In fact, over 

two-thirds of the patients who receive care 

at community health centers are members 

of racial  and  ethnic minorities,  which  is 

one  of  the  reasons  these  centers  are  so 

successful  at  reducing  racial  and  ethnic 

health disparities in our country. 

What community health centers provide 

These   health   centers   are   required   to 

provide   a   full   range   of   health-related 

services,   typically   beyond   what   other 

health care providers such as hospitals or 

out-patient clinics provide. This means in 

addition    to    providing    comprehensive 

primary health care services they also offer 

specialty care (such as orthopedic, cardiac, 

or podiatric care), dental and mental health 

services, as well as ―supportive services‖ 

that   can   include   nutrition   education, 

translation services, care coordination and 

case  management,  transportation  to  and 

from   health   care   sites,   and   outreach 

activities  to  help  find  eligible  patients. 

This  also  means  the  care  delivered  is 

culturally  appropriate  and  in  languages 

that many in these communities speak. 

Because of the influence of the community 

board     and     their     commitment     to 

comprehensive   health   care,   community 

health   centers   tailor   the   services   they 

provide to meet the specific needs of their 

communities.  That‘s  why  89  percent  of 

health centers provide interpretation / 

translational services on site,79 percent 

provide weight reduction programs, 91 

percent provide case management services, 

and 89 percent have services  on  site to  

help  patients  identify additional programs 

for which they might be eligible.
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Studies consistently show that community 

health centers provide care that improves 

health outcomes of their patients. The 

patients  of  these  centers  are  also  more 

likely to identify a usual source of care, 

and report having better relationships with 

their health care providers. This focus on 

primary  care  and  the  provision  of 

additional supportive services are among 

the reasons that care delivered by 

community health centers is less expensive 

and ultimately saves money to the broader 

health care system. 

Recent Expansion of Community Health 
 

Centers 
 

Community  health  centers  expanded 

rapidly in the 21st century to meet the 

growing needs of medically underserved, 

lower income neighborhoods. 

Health        care        ratings are        ratings 

or evaluations of   health   care   used   to 

evaluate process of care, healthcare 

structures and/or outcomes of a healthcare 

services.  This  information  is  translated 

into report cards that are generated by 

quality organizations, nonprofit, consumer 

groups and media. This evaluation of 

quality can be based on: 

     Measures of Hospital quality 
 

     Measures of Health Plan Quality 
 

     Measures of Physician Quality 
 

     Measures of Quality for Other Health 
 

Professionals 
 

     Measures of Patient Experience 

Health System 
 

A health system, also sometimes referred 

to    as health    care    system or healthcare 

system is   the   organization   of   people, 

institutions, and resources to deliver health 

care services to meet the health needs of 

target populations. 

The health     care     industry incorporates 

several sectors that are dedicated to 

providing  health  care  services  and 

products.   As   a   basic   framework   for 

defining      the      sector,      the      United 

Nations' International  Standard  Industrial 

Classification categorizes  health  care  as 

generally consisting of hospital activities, 

medical and dental practice activities, and 

"other human health  activities".  The last 

class  involves  activities of,  or under the 

supervision of, nurses, midwives, 

physiotherapists, scientific or diagnostic 

laboratories, pathology clinics, residential 

health   facilities,   patient   advocates,   or 

other allied health professions, e.g. in the 

field of optometry, hydrotherapy, medical 

massage, yoga therapy, music therapy, 

occupational therapy, speech therapy, 

chiropody, homeopathy, chiropractic‘s, 

acupuncture, etc. 

In addition, according to industry and 

market classifications, such as the Global 

Industry      Classification      Standard and 

the Industry    Classification    Benchmark, 

health care includes many categories of 

medical    equipment,    instruments    and

https://en.wikipedia.org/wiki/Health_care_ratings
https://en.wikipedia.org/wiki/Evaluation
https://en.wikipedia.org/wiki/Health
https://en.wikipedia.org/wiki/Health_care_industry
https://en.wikipedia.org/wiki/International_Standard_Industrial_Classification
https://en.wikipedia.org/wiki/International_Standard_Industrial_Classification
https://en.wikipedia.org/wiki/International_Standard_Industrial_Classification
https://en.wikipedia.org/wiki/Allied_health_professions
https://en.wikipedia.org/wiki/Global_Industry_Classification_Standard
https://en.wikipedia.org/wiki/Global_Industry_Classification_Standard
https://en.wikipedia.org/wiki/Global_Industry_Classification_Standard
https://en.wikipedia.org/wiki/Industry_Classification_Benchmark
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services      as      well      as biotechnology, 

diagnostic laboratories and substances, and 

drug manufacturing and delivery. 

Health care financing 
 

There are generally five primary methods 

of funding health care systems: 

1.   general taxation to the state, county or 

municipality 

2.   social health insurance 
 

3.   voluntary or private health insurance 
 

4.   out-of-pocket payments 
 

5.   donations to health charities 
 

Conclusion 
 

The health care service is mostly depends 

on the finance. Health care vary depending 

on the different cultural, political, 

organizational and disciplinary 

perspectives, there appears to be some 

consensus that primary care constitutes the 

first element of a continuing health care 

process.  Now  the  government  introduce 

lots of schemes established and do the 

health service to the community. 
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Abstract 
 

Education is important for everyone, but it 

is especially significant for girls and 

women. This is true not only because 

education is an entry point to other 

opportunities, but also because the 

educational achievements of women can 

have ripple effects within the family and 

across generations. Investing in girls‘ 

education is one of the most effective ways 

to reduce poverty. Investments in Higher 

education  for  girls  yield  especially  high 

dividends.  Now  in  21
st    

century  higher 
 

education is recognized as a powerful 

instrument of social and economic 

development of society, it plays a vital role 

through up gradation of depriving 

marginalized  sections,  especially  women 

in society. Because women are the 

backbone of society, they are the mother 

of the race, and guardian of future 

generation, so their education is very much 

necessary. In word of Swami Vivekananda 

―women must be educated, for it is the 

women who mold the next generation and 

hence  the  destiny of  the  country‖.    But 

 

present  picture  is  different,  according  to 
 

2011  census  report  women  are  consist 
 

65.46 % of the total population, 
 

Total  number of Women's universities and 

colleges   in   Tamil   Nadu   27   and   total 

number of women colleges in India 4,506 

in the year 2013-14,   but they have had 

limited access to higher education. Present 

paper attempts to analyze participation and 

problems of women in higher education in 

India     and     budget     from     women‘s 

perspective. This paper also shows some 

suggestions  on  the  basis  of  findings  to 

reduce the gender gap in higher education. 

Key    words    Women    Empowerment, 

Higher   Education,   Gender   Gap,   India, 

Budget. 

Introduction 
 

The empowerment of women is one of the 

central  issues  in  the  process  of 

development  of  countries  all  over  the 

world. Higher Education is defined as the 

education, which is obtained after 

completing 12 years of schooling or 

equivalent and is of the duration of at least 

nine months (full time) or after completing
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10   years   of   schooling   and   is   of   the 

duration of at least 3 years. The education 

may be of the nature of General, 

Vocational, Professional or Technical 

education. Today India‘s higher education 

system is the World‘s third largest 

education system after U.S and China. But 

the enrolment ratio in higher education is 

not   as   per   expectation.   According   to 

ASHE (Annual Status of Higher Education 

of States & UTs in India) 2015 total 

enrolment of students in regular mode in 

higher education in India is around 301.5 

lakes, with 55.1% male & 44.9% female 

enrolment. In India women consist half of 

the total population, but their enrolment in 

higher education is lower than men‘s 

enrolment. So on the basis of the above 

discussion, it can be said that that gender 

gap exit here in higher education system 

which is not a good indication for us. 

The National Policy of Education (NPE), 
 

1986 and the Programme of Action (PoA), 
 

1992 act as the guiding force of influence 

both the qualitative and quantitative 

indicators regarding the need for 

empowerment of women. The NPE (1986) 

states that ―Education will be used as an 

agent of basic change in the status of 

women. In order to neutralize the 

accumulated distortions of the past; there 

will be a well-conceived edge in favor of 

women. The National Education System 

will plat a positive, interventional role in 

the empowerment of women. It will foster 

the  development  of  new  values  through 

redesigned     curricula,     textbooks,     the 

training    and    orientation    of    teachers, 

decision  makers  and  administrators,  and 

the   active   involvement   of   educational 

institutions.   This will be an act of faith 

and social; Engineering Women‘s studies 

will  be  promoted  as  a  part  of  various 

courses     and     educational     institutions 

encouraged taking up active programs to 

further   women‘s   development.       The 

present   paper   attempts   to   address   the 

participation  and  problems  of  women  in 

the field of higher education and on the 

basis  of  findings  to  recommend  some 

suitable suggestions to reduce the gender 

gap of higher education in India. 

Objectives of the Study 

To identify the  literacy rate in India.  To 

highlight year wise women enrolment in 

respect     of     total  enrolment  in  higher 

education in India.  To review year wise 

gender     gap     comparison     in     higher 

education. To identify the status of women 

enrolment  in  higher  education  and  year 

wise establishment of women‘s colleges in 

India  To  analysis  the  designation-wise 

distribution of  teaching staff and women‘s 

teaching staff in universities and colleges 

To investigation of budget     from women‘s 

perspective. To provide some suitable 

suggestions  on  the  basis  of  the
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findings to reduce the gender gap in higher 

education in India. 

Research methodology 
 

In this study descriptive methods are 

followed and secondary data has been 

collected. For this study data and 

information   has   been   collected   from 

various books, Research Article, 

Magazines, Research Journal, E-journal, 

Report of UGC,    Report of Rural 

development in India,   Union budgets, 

Annual status of Higher Education, Report 

of the Higher Education Department in 

Tamil Nadu and also from the higher 

education department of India. 

Meaning of women’s empowerment 

Empowerment   means   to   increase   the 

spiritual,   political,   social   or   economic 

strength of individuals and communities. If 

often involves the empowered developing 

confidence    in    their    own    capacities. 

Empowerment measured by the percentage 

of   women   in   professional,   technical, 

managerial and administrative jobs, and by 

the   number   of   seats   women   have   in 

parliament     and     in     decision-making 

ministerial posts. 

Women’s  Empowerment  means  ability 

of  women  to  transform  economic  and 

social development when empowered to 

fully participate in the decisions that affect 

their lives through leadership training, 

coaching, consulting and the provision of 

enabling tools for women to lead within 

their communities, regions and countries. 

Status of women’s empowerment 

India has occupied an important place in 
 

learning   for   thousands   of   years.   The 

present  format  of  Higher  Education  in 

India was started in 1857. At present, India 

possesses a highly developed higher 

education system which offers facility of 

education and training in almost all aspects 

of human‘s creative and intellectual 

endeavors such as arts and humanities, 

natural, mathematical and social science, 

engineering,  medicine,  dentistry, 

education, agriculture, law, commerce and 

management, music, and performing arts, 

national and foreign languages, culture and 

communications etc. Although higher 

education   has   expended   several   times 

since   independence,   issues   of   access, 

equity and quality still continue to be the 

areas of concern. Every year, India is 

producing 2.5 million graduates and this 

figure is just after USA and China. The 

higher education institutions suffer from 

large quality variation in so much so that a 

NASSCOM  –  Mackinsey Report  -  2005 

has said that not more than 15 percent of 

graduates of general education and 25-30 

percent of technical education are fit for 

employment.  The  various  regulatory 

bodies regulating higher education have 

constituted     autonomous     bodies     for
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monitoring qualities standards in the 

institutions under their purview. 

Higher Education and Women 
 

Empowerment 
 

According to Vivekananda thus educated 

Indian  girls  would  be  in  a  position  of 

power to solve their own problems in their 

own way. Vivekananda says “Education is 

the manifestation ofthe perfection already 

in a man”. The education of parents is 

linked to their children‘s educational 

attainment, and the mother‘s education is 

usually more influential than the father‘s. 

An educated mother‘s greater influence in 

household negotiations may allow her to 

secure more resources for her children. 

Educated mothers are more likely to be in 

the  labour  force,  allowing  them  to  pay 

some of the costs of schooling, and may be 

more aware of returns to schooling. And 

educated mothers, averaging fewer 

children,  can  concentrate  more  attention 

on each child. Besides, having fewer 

Children mothers with schooling are less 

likely to have mistimed or unintended 

births. This has implications for schooling, 

because poor parents often must choose 

which of their children to educate. Closing 

the    gender    gap    in    education    is    a 

development priority. The 1994 Cairo 

Consensus  recognized  education, 

especially for women, as a force for social 

and economic development. Universal 

completion of primary education was set 

as a 20-year goal, as was wider access to 

secondary  and  higher  education  among 

girls and women. Closing the gender gap 

in education by 2015 is also one of the 

benchmarks for the Millennium 

Development Goals. 

The United Nations Population Fund 

(UNFPA) advocates widely for universal 

education and has been instrumental in 

advancing legislation in many countries to 

reduce gender disparities in schooling. The 

2003 UNFPA global survey on ICPD+10 

showed that most programed countries 

formally recognize the important of 

reducing the gender gap in education 

between boys and girls. UNFPA supports 

a variety of educational programs, from 

literacy projects to curricula development 

with a focus on reproductive and sexual 

health. Because of the sensitivity of these 

issues, the focus and names of the 

educational programs have gone through a 

number of changes over the past decades.
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Category 1991 2001 2011 

All categories 52.21 64.84 72.99 

Male 64.13 75.26 82.14 

Female 39.29 53.67 65.46 

SC 37.41 54.7 66.1 

ST 29.6 47.1 59 

 

Year No. ofWomen‘s Colleges Year No. of Women‘s Colleges 

1997–1998 1,260 2006–2007 2,208 

1998–1999 1,359 2007–2008 2,360 

1999–2000 1,503 2008–2009 2,565 

2000–2001 1,578 2009–2010 3,612 

2001–2002 1,756 2010–2011 3,982 

2002–2003 1,824 2011-2012 4,266 * 

2003–2004 1,871 2012-2013 4,386 * 

2004–2005 1,977 2013-2014 4,506 * 

2005–2006 2,071 2014-2015 Data not available 

 

 

 
 
 
 

Table: 1 Literacy Rate in India(7+ YEARS) 
In percentage (%) 

 
 
 
 
 
 
 

Sources: Census and Sample Registration System, O/o Registrar General of India-2015 

Table: 2. Literacy rate and gender gap in india-1951 to 2011 (In %) 
Census year Total Literacy Males Females Male-female gap in literacy rate 

1951 18.01 27.16 8.86 18.30 

1961 28.75 40.40 15.35 25.05 

1971 34.50 45.96 21.97 23.98 

1981 43.07 56.38 29.76 26.62 

1991 52.21 64.13 39.29 24.84 

2001 64.84 75.26 53.67 21.59 

2011 72.99 82.14 65.46 16.68 

Source: Census record of India- 2011. 

Table: 3.Gross Enrolment Ratio of Higher Education(18-23years)In % 
Category 1950-51 2005-06 2013-14 (P) 

TOTAL NA 11.6 21.1** 

Male NA 13.5 22.3 

Female NA 9.4 19.8 

SC NA 8.4 15.1 

ST NA 6.6 11 

Pertains to year 2012-13 (P) = Provisional 
Source: Educational Statistics at a Glance, M/o Human Resource Development, GOI-2015. 

Table no. 4: Women students per hundred men students 
Year Total Women Enrolment (000s) Women Enrolment Per Hundred Men 

1950-51 40 14 

2013-14 10,552 79.87 

2014-15 12,476 88 

Source: UGC Annual Report-2014-15 

Table no. 5: Year wise distribution of colleges in India 
Year Total Colleges in India Total Women Colleges in India % of Total Women College in India 

1970-71 
1980-81 

1990-91 

2000-01 
2010-11 
2011-12 

3,604 
4,722 

7,346 

12,806 
33,023 
35,539 

412 
609 

874 

1,578 
3,982 
4,266 

11.43 
12.90 

11.90 

12.32 
12.06 
12.00 

Source: UGC Annual Report, Annual Report of Department of Higher Education 

Table  no. 6: Number of women’s colleges in india
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Designation Number of teaching staff 

UniversityTeaching 
Dept./ University 

Colleges / PG Centers/ 
Recognized Centers 

Affiliated Colleges Grand Total (% to Total ) 

 Total Women Total Women Total Women 

Professors* 33,424 7,193 82,844 21,204 1,16,268 28,397 

Associate 
Professors/Readers 

30,962 8,831 1,45,743 50,954 1,76,705 59,785 

Lecturer(Selection 
Grade / Senior Scale 

3,337 1306 31,141 12,641 34,478 
(2.73) 

13,947 
(2.82) 

Assistant Professors 
/Lecturers 

1,15,416 43,439 7,75,393 3,25,628 8,90,809 
(70.62) 

3,69,067 
(74.64) 

Tutors/ 
Demonstrators 

10,383 4,491 32,707 18,755 43,090 
(3.42) 

23,246 
(4.70) 

Total 1,93,522 65,260 10,67,828 4,29,182 12,61,350 4,94,442 

 

 

 
 
 
 

From the  above Table no.6, one can find as many as 240 women colleges have so far been 

established during two years of the XII Plan as compared to the figure at the end of XI 

Plan(4266). As on 31.03.2014, there was 4506 colleges exclusively for women. 

Source: UGC, Annual reports- 2015 (* Provisional and includes Nursing colleges) 
 

Table no. 7 : Designation-wise distribution of teaching staff* 

In universities and colleges : 2014-15 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Source: Government of India,  UGC., Annual reports-  2014-2015.     (* Provisional data)
 

Budget from Women’s Perspective 
 

The Budget, 2015-16 was a much awaited 

one, not only because it is the first full 

budget of the present government, but also 

due to the rapidity at which strategic 

economic  changes  have  been  taken  up. 

Any change in the overall development 

approach or its pace is bound to affect 

women  more  than  men  given  the 

patriarchal power relations in families as 

well  as  social  and  economic spheres.  In 

recent   years,   concerns   and   issues   of 

women  attracted  unprecedented 

importance, especially in the context of 

growing violence against women. 

Accordingly, violence against women has 

taken a central stage in all the discussions, 

 

even   significant   enough   to   become   a 

central concern expressed in the recent 

election manifestos of different political 

parties. Violence against women is an 

outcome  of  the  low  status  of  women, 

which is evident from the various 

development indicators. Literacy rates, 

though have improved overtime, continue 

to remain low with almost one third of 

women still being illiterate. Sex ratio has 

been a matter of concern for many decades 

from now, with 2011 Census showing only 

914 women against 1000 men. Another 

important and worrying trend has been the 

low and declining participation of women 

in employment. Work participation of 

women as per the latest NSS data (2011-
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Programmes /Schemes 

2014-15 
(BE) 
Cr. 

2015-16 
(BE) 
Cr. 

Diff.in 
Allocation 

Cr. 

Hostels for Working Women 25 30 5 

STEP 20 30 10 

CSWB 80.91 7.34 -7.34 

Rashtirya Mahila Kosh 20 0 -20 

One Stop Crisis Centre 20 2 -18 

Swadar 115 50 -65 

Restorative justice to rape Victims 30 0 -30 

NCW 19.5 25.15 5.65 

Gender Budgeting 1.00 2.00 1.00 

Conditional Cash transfer for girl child with Insurance cover 
(Dhanalakshmi) 

5 0 -5 

Comprehensive Scheme for Combating trafficking (Ujjwala) 16 20 4 

Priyadarshini Scheme 15 0 -5 

Rajiv Gandhi Scheme for Empowerment of Adolescent girls 
(SABLA) 

700 10 -690 

Assistance for construction of shelter homes for single 
women/destitute and widows 

20 0 -20 

Assistance to states for implementation of Protection of women 
from Domestic Violence Act 

50 0 -50 

Women‘s helpline 10 1 -9 

Indira Gandhi Matrritva Sahyog Yojana (IGMSY) 400 438 38 

NMEW 90 25 -65 

Agricultural Education and Research 14.95 44.23 29.28 

Ministry of Finance-Nirbhaya Fund 1000 1000 0 

Health & Family Welfare 3788.44 3852.11 63.67 

Rural Development – Indira AwasYojana 
(Rural Housing) 

16000 10025 -5975 

 

 

 
 
 

12) is only around 22  per cent  and  has 

shown a consistent decline over the years 

especially in rural areas where it declined 

by about 8percentage points. This biased 

gender development is reflected in the UN 

Gender Inequality Index where India has a 

value of 0.617 in 2011 putting the country 

at 129
th 

position among the 149 countries 
 

globally. It is in this background that one 

has to analysis the present budget and its 

implications  for  women.  Gender 

sensitivity of budgets can be analyzed at 

three  levels.  Social  sector  spending  is 

critical for promoting gender equality 

though the allocations and spending under 

the head are not specifically meant for 

women. The second one is by looking at 

programmes/schemes and allocations for 

women specific programmes. Allocations 

under the gender budget statements of 

different ministries and departments 

(excluding those schemes/programmes 

which are exclusively for women) is yet 

another  way  of  understanding  the 

gendering       of       various       schemes/ 

programmes.
 

Table No.8: Allocations for Women Exclusive Programmes of the Ministry of Women 

and Child Development
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Ministries/Departments 
2014-15 
(BE) Cr. 

2015-16 
(BE) Cr. 

Difference in 
Allocation,Cr. 

Agriculture and co-operation 750 3539.06 2789.06 

Health  and Family Welfare 11824.01 9977.82 -1846.19 

School Education and Literacy 16208.16 12472.07 -3736.09 

Higher Education 7621.57 7446.34 -175.23 

Labour and Employment 175 250 75 

Micro, Small and Medium Enterprises 515.09 412.37 -102.72 

Minority Affairs 2151.5 2262.68 111.18 

Panchayati  Raj 6906 0 -6906 

Rural Development 13332 12817.68 -514.32 

social Justice & Empowerment 1821.02 1997.08 176.06 

Tribal Affairs 1361.6 1487.2 125.6 

Women and Child Development 11300.54 8072.36 -3228.18 

Youth Affairs and Sports 99.49 99.37 -0.12 

Other Ministries/department 1848.55 1510.94 -337.61 

Total 75914.53 62344.97 -13569.6 
 

 

 
 
 
 

Other Ministries except MWCD 533.06 1124.62 591.56 

Total of all women exclusive allocation(except that of MWCD) 21321.05  
16001.03 

-5319.77 

Source: Union Budget 2015-16, Expenditure Budget, Volume 1, Part A of Gender Budget. 
 

Table:9.  Allocation for programmes with 30 percent or more women beneficiaries by 

ministries/departments 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Source: Union Budget 2015-16, Expenditure Budget, Volume 1, Part B of Gender Budget.
 

Suggestions 
 

In school, teachers should create interest in 

science subject in the school level 

Appointment of female teachers in higher 

education. Requirement of women hostel 

not only for backward classes, but also for 

BPL holder general class women. 

Arrangement of Scholarships for rank hold 

girls in various disciplines should provide 

which helps them as well as to motivate 

society. In colleges and Universities, 

teaching  method  should  be  implemented 

by grouping together students of the same 

standard or maturity levels & encouraging 

group discussion under supervision of an 

experienced person. Inclusion of various 

courses,  both  regular  and  distance mode 

 

like fine arts, fashion designing, costume 

designing, text tile designing, relating to 

women, which can help to reduce gender 

disparity in higher education in India.  To 

provide  need  based  job  oriented  courses 

for women. Women higher education 

policies need to take by our state and 

central government. The university should 

encourage students to do research work 

regarding women's issues.  To increase the 

union budgetary allocation particularly 

women‘s higher education. UGC should 

provide  research  associateship/fellowship 

in every year for women. 

Conclusion 
 

To conclude, the foregoing gendered 

reading of the Union Budget suggests that
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with reduced central allocations for gender 

sensitive programs, the roles of state 

governments become critical in advancing 

women‘s  equality  and  development.  In 

such a scenario, unless every individual 

state provides  for services  and  measures 

benefiting women, the aim of attaining 

gender equity will continue to be a dream. 

Given the fact that women are yet to 

become animportant political constituent 

and that their issues have not occupied a 

central stage in political mobilization, not 

many progressive changes can be expected 

from the states though wide variations 

could be visualized across states.   The 

attitude of man  dominant society should 

change and        try        to        be        very 

cooperative   with  women  and  encourage 

her  greater  participation  in  decision 

making process at household level, local, 

state,   national   and   international   level. 

There is a pressing need to take in hand the 

challenges  hampering the access of higher 

education to women in India . In order to 

empower women we need not only to give 

them more economic power but also bring 

changes in the entire social, political and 

legal systems of the country because these 

are responsible for women‘s lower status 

in the society and act as hindrances in their 

progress. In order to achieve the target of 

women empowerment, universities and 

institutes of higher learning should play 

vital role. Empowering women indirectly 

leads to a growing demand for education 

for girls and    alternative system of 

education. There is need to evolve 

educational institutions which cater 

exclusively to marginalized girls. 

Innovative approaches and efforts by both 

governmental and corporate agencies will 

pave  way  for  progress  in  education  in 

terms of access, enrolment, retention and 

quality  in  women‘s  education.  Our 

colleges, particularly women colleges, 

higher learning institutions have to be part 

of such activities. Globalization has 

presented  new  challenges  for  the 

realization of the goal of women‘s equality 

in all spheres including higher education. 

Central/Sate Government and UGC should 

provide increase the research fellowship in 

every year for higher education , 

particularly for women. 
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Introduction 
 

Engineering education is the activity of 

teaching knowledge and principles related to 

the professional practice of engineering. 

Education is one of the best businesses in 

the current Indian scenario. The immense 

interest in engineering courses among Indian 

parents was aptly followed by the 

mushrooming  engineering  colleges  in  the 

past decade. Except a handful, the histories 

of majority of engineering colleges in India 

span   not   more   than   15   years.   Indian 

education system is swarmed with a wide 

variety of curricula most of which are 

designed to excel with rote learning. The 

pupils trained in an education system like 

this are capable of memorizing chunks of 

information but only a creamy layer of them 

have applicative skills, which is the prime 

requisite of the recruiting companies. Any 

one with a gifted memory and ability to rote 

learn any amount of data can pass out an 

engineering degree with distinction. The 

scored marks or percentages can never be 

considered as a true measure of intelligence. 

In India we don‟t really face unemployment 

but    what    we    actually    face    is    the 

„unemployable‟  problem.   Current   studies 

reveal that only about 15-25 % of the Indian 

engineering  grads  are  employable,  having 

the skill sets that employers look for. 

Dictionary.com  defines  an  ―unemployed‖ 

person  as  one  ―without  a  paid  job  but 

available to work‖. The same site defines an 

―unemployable‖ person as someone who is 

―not able to get paid employment because of 

a lack of skills or qualifications.‖ 

Unemployment has been one of the biggest 

challenges  plaguing  the  global  economy. 

Closer    home,    going    by    statistics,    a 

staggering    13.3    per    cent    of    India‟s 

population in the age group of 15-29 years 

are unemployed. Yet, as our unemployment 

figures   continue   to   rise,   almost   every 

industry,  be  it  manufacturing,  technology, 

hospitality or corporate, is facing a shortage 

of skilled workforce. The real problem, as
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research clearly suggests, is finding suitable 

candidates to fill jobs. 

Being  unemployed  and  unemployable  are 

two different issues. Being unemployable 

means that a job-seeker does not possess the 

prerequisite soft skills and qualities that a 

specific job demands, in spite of being 

technically proficient. 

Recent reports also indicate that as many as 
 

47 per cent of Indian graduates are not 

qualified for any industry job. Adding fuel 

to fire, surveys by various agencies reveal 

that   more   than   70   per   cent   of   our 

engineering graduates are not employable. 

The distressing news is that the problem of 

employability in  India  is  rampant  in  both 

blue and white-collar jobs. So what are the 

contributing  factors  to  this  disparity? 

Societal inequalities, inadequate education 

infrastructure, quality of education and lack 

of effective assessment of skills are some of 

the reasons why a majority of working class 

personnel in our country are not qualified 

for the jobs that they aspire for. 

The  students  of  Engineering  Colleges  of 

each state of this country should be given 

apprenticeship, and on job training 

opportunities. This will lead to availability 

of trained human resources to the industries 

of the region. Further, it will also widen the 

placement  opportunities  of the students  in 

the  industries,  and  service  sector.  Since 

technology  has  become  the  key  factor  in 

deciding the course of development of any 

nation,   there   is   a   need   to   encourage 

technology  up-gradation  of  the  industries, 

therefore enhancing the research potential of 

the   industries.   All   the   inventions   and 

innovations,  stem  out  from  the  developed 

nations,  which  is  a  result  of  tremendous 

effort that they put in R & D. Thus R & D 

facilities have to promoted in the industries. 

Globalization  has  compelled  industries  to 

produce standardized, calibrated and quality 

products, here, Institutes can help industries 

of  the  region  in  providing  easy  access  to 

this. In times of rapid change, institutions 

have    to    become    more    responsive    to 

changing   labour   markets   and   students 

interests. Unfortunately, universities are not 

particularly innovative institutions they are 

not well suited to quickly pulling together 

whatever resources are needed to respond to 

a new problem or challenge. This problem is 

more serious in India due to the structural 

rigidities  of  the  system,  near  absence  of 

competition     between     institutions,     and 

mindset problems. 

Strengths of Indian Engineering 
 

Education 
 

 India   has   had   a   long   tradition   of 

erudition and knowledge generation and
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dissemination from ancient times. 

However, some of the traditional 

knowledge, for example, in Ayurveda, is 

not fully documented or systematized or 

made up-to-date. 

 Leading institutions in India can attract 

and enroll international students, which 

will bring   about   the   much   needed 

student interactions and financial inputs. 

 India‟s median age is about 26 years and 

nearly 600 million people are in the 

working age group. We have the work 

force for the world, not just for India. 

Unlike China, India‟s growth will be 

driven by domestic consumption‟ 

 Innovation    is    identified    as    almost 

synonymous with young age and good 

education. 

 India  is  fortunate  to  have  the  largest 

number of   English-speaking   people, 

perhaps next to the US. 

 India   has   a   fairly   good   and   wide 

information, communication and 

technology (ICT) network, which is 

getting better with time. 

 More  people  recognize  the  importance 

of quality education as the way to move 

ahead in life and have the resources and 

willingness to spend on good education. 

 
 

Reasons for employability of Engineering 
 

Graduates 
 

 The shortage of faculty both in numbers 

and   in   quality   is   the   most   serious 

problem facing higher engineering 

education system . 

 A  person  who  graduated  with  his/her 

first degree (BE or B Tech) to start 

teaching in the following academic year. 

 Lack      of      adequate      high-quality 

educational facilities is making a large 

number of Indian students go abroad for 

higher studies. 

 In  most  of the  engineering institutions 

the course curriculum is, by and large, 

theoretical in nature and students are not 

made aware of the  applications  of the 

theories in industry. 

 The  assignments  given  quite  often  are 

routine and do not involve any research / 

innovation.
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 Industry –Institute linkage is missing. If 

at all its there, its for  attracting students 

into the engineering stream. 

 The  current  system  ,curb  independent 

thinking, self-study skills, 

resourcefulness, intellectual maturity, 

academic confidence, and the very 

motivation to learn with excellence. 

 Depth   of   understanding,   originality, 

authenticity, creativity, and perseverance 

are not encouraged. Assessments done 

only through exams. 

 Mismatch  between  education  and  job 

requirement. 

 Graduates often complain that they were 

not exposed to life skills training or 

internship opportunities during their 

graduation years, which would have 

prepared them for the real workplace 

scenario. 

 Lack    of    English    knowledge    and 

cognitive skills in students. 

 The academic performance of students 

aspiring for engineering education seems 

to very poor. Many students are forced 

to pursue their career in engineering for 

the sake of parents status.. 

 Institution wants to increase its pass out 

ratio.  Students  concentrate    on  grades 

and not on learning. 

Steps to be taken to improve the situation 

Rehiring   retired   faculty   and   inducting 

qualified  engineers  from  the  industry  and 

R&D institutions as adjunct faculty. 

The industries in order to promote welfare, 

should extend financial, managerial support. 

There should be   more interaction between 

industries and institutes which will lead to 

providing continuing education, expert 

exchange , and sharing of resources. 

Make a vocational subject compulsory at the 

plus  2  level  for  all  students.  It  may  be 

argued that there are separate schools for 

vocational education. Many consider such 

schools/courses as ―inferior‖ and it affects 

their dignity .Making a vocational subject to 

pass the exam . 

Education in India needs to more skill 

oriented – both  in terms of life-skills as well 

as livelihood skills. 

Promote partnership between NGOs, private 

sector & public Sector, along with   increase 

scope of Apprenticeship Training in Service 

Sector, Informal Sector and High Tech 

Sector. Proper career guidance to the 

students will help them to reinvent 

themselves and make their education 

meaningful. 

Conclusion 
 

The improvement of infrastructure, redesign 

of curriculam,   improvement   of   teaching-
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learning  methods  and  attracting  well 

qualified teachers are only a few steps that 

could be initiated by individual institutions. 

The core intention of the researcher here is 

to show an engineering aspirant about the 

realities to sharpen the skills that will obtain 

them a definite future rather than giving way 

to  attractive ads  of the institutions,  which 

might only fetch them just a degree worth 

for nothing. 
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Abstract 
 

Entrepreneurs are people who create new 

businesses, which help create new jobs for 

people. They help in intensifying 

competition,  with  the  help  of  technology 

they master in increasing productivity and 

thus contributing in the development of the 

country, followed by economic growth. So it 

can be said that entrepreneurship is good for 

economic growth.Economic development, 

achieved  largely  through  productivity 

growth, is very important to both developed 

and developing nations. However, even 

though we know that higher productivity 

leads   to   improved   economic   outcomes 

higher income, more choices to the 

consumers, better quality products,etc. 

This paper mainly focuses on various 

entrepreneurs in India and their role for 

economic development. 

Keywords     Entrepreneurship,    Economic 

development, New Businesses, Technology 

Introduction 

There    are     so     many    institutes     and 
 

organizations which are involved in 

entrepreneurship development activities and 

there  are  people  who  join  these 

programmers as a stepping stone to become 

entrepreneur. It is a known fact that so many 

management  institutes  are  coming  up  to 

cater to the growing need of industries by 

supplying traditional managers/corporate 

managers. The scope of this study is to find 

out the perception of management students 

about the entrepreneurship and compare it 

with those people who have become 

entrepreneur. The researcher feels that this 

study will reveal the facts which are 

important to develop entrepreneurship as a 

career option among management students. 

A manager is one who manages all the 

resources to match with the organizational 

needs. In the managerial role resources are 

allocated to solve problems and improve the 

administrative efficiency. 

The entrepreneurship is very a old concept 

according to which anyone who runs 

business is called an entrepreneur. The more 

precise  meaning  of  entrepreneur  is;  one 

who perceives a need and then brings 

together  manpower,  material  and  capital
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required to meet that need. Entrepreneur is 

one who understands the market dynamics 

and searches for change respond to it and 

exploit it as an opportunity. 

Evolution of Entrepreneurship 
 

The  word  ―entrepreneur‖  is  derived  from 

the French verb ―entrepreneur‖. It means ―to 

undertake‖. Around 1700 A.D. the term was 

used for architects and contractor of public 

works. In many countries, the term 

entrepreneur   is   often   associated   with   a 

person who starts his own new business. 

Business encompasses manufacturing, 

transport, trade and all other self employed 

vocation in the service sector. 

Entrepreneurship has been considered as the 

propensity of mind to take calculated risk 

with confidence to achieve predetermined 

business objectives. 

History of entrepreneurship in India 
 

The history of entrepreneurship is important 

worldwide, even in India. In the pre colonial 

times the Indian trade and business was at its 

peak. Indians were experts in smelting of 

metals such as brass and tin. Kanishka 

Empire in the 1st century started nurturing 

Indian entrepreneurs and traders. Following 

that period, in around 1600 A.D., India 

established  its  trade  relationship  with 

Roman Empire. Gold was pouring from all 

sides.  Then  came  the  Portuguese  and  the 

English. They captured the Indian sea waters 

and  slowly  entered  the  Indian  business. 

They forced the entrepreneurs to become 

traders and they themselves took the role of 

entrepreneurs. This was the main reason for 

the downfall of Indian business in the 

colonial times which had its impact in the 

post-colonial times too. 

Role of entrepreneurship 
 

The entrepreneur who is a business leader 

looks for ideas and puts them into effect in 

fostering        economic        growth        and 

development. Entrepreneurship is one of the 

most   important   input   in   the   economic 

development of a country. The entrepreneur 

acts  as  a  trigger  head  to  give  spark  to 

economic  activities  by  his  entrepreneurial 

decisions. He plays a pivotal role not only in 

the  development  of  industrial  sector  of  a 

country but also in the development of farm 

and service sector. The major roles played 

by    an    entrepreneur    in    the    economic 

development of an economy are discussed in 

a systematic and orderly manner as follows. 

(1) Promotes Capital Formation 

Entrepreneurs promote capital formation by 

mobilizing the idle savings of public. They 

employ  their  own  as  well  as  borrowed 

resources  for  setting  up  their  enterprises. 

Such type of entrepreneurial activities lead 

to  value  addition  and  creation  of  wealth,
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which is very essential for the industrial and 

economic development of the country. 

(2)   Creates   Large-Scale   Employment 
 

Opportunities 
 

Entrepreneurs provide immediate large-scale 

employment to the unemployed which is a 

chronic problem of underdeveloped nations. 

With the setting up of more and more units 

by entrepreneurs, both on small and large- 

scale numerous job opportunities are created 

for others. As time passes, these enterprises 

grow, providing direct and indirect 

employment opportunities to many more. In 

this  way,  entrepreneurs  play  an  effective 

role in reducing the problem of 

unemployment in the country which in turn 

clears the path towards economic 

development of the nation. 

(3) Promotes Balanced Regional 
 

Development 
 

Entrepreneurs help to remove regional 

disparities through setting up of industries in 

less developed and backward areas. The 

growth of industries and business in these 

areas lead to a large number of public 

benefits  like  road  transport,  health, 

education, entertainment, etc. Setting up of 

more industries lead to more development of 

backward regions and thereby promotes 

balanced regional development. 

(4)  Reduces  Concentration  of  Economic 
 

Power 
 

Economic power is the natural outcome of 

industrial and business activity. Industrial 

development normally lead to concentration 

of economic power in the hands of a few 

individuals which results in the growth of 

monopolies. In order to redress this problem 

a large number of entrepreneurs need to be 

developed, which will help reduce the 

concentration of economic power amongst 

the population. 

(5) Wealth Creation and Distribution 
 

It stimulates equitable redistribution of 

wealth and income in the interest of the 

country  to  more  people  and  geographic 

areas, thus giving benefit to larger sections 

of the society. Entrepreneurial activities also 

generate  more  activities  and  give  a 

multiplier effect in the economy. 

(6)  Increasing  Gross  National  Product 

and Per Capita Income 

Entrepreneurs are always on the look out for 

opportunities. They explore and exploit 

opportunities,, encourage effective resource 

mobilization  of  capital  and  skill,  bring  in 

new products and services and develops 

markets for growth of the economy. In this 

way, they help increasing gross national 

product as well as per capita income of the 

people   in   a   country.   Increase   in   gross
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national product and per capita income of 

the  people  in   a  country,   is   a  sign   of 

economic growth. 

(7)Improvement in the Standard of 
 

Living 
 

Increase in the standard of living of the 

people  is  a  characteristic  feature  of 

economic development of the country. 

Entrepreneurs play a key role in increasing 

the standard of living of the people by 

adopting latest innovations in the production 

of  wide  variety  of  goods  and  services  in 

large scale that too at a lower cost. This 

enables the people to avail better quality 

goods at lower prices which results in the 

improvement of their standard of living. 

(8) Promotes Country's Export Trade 

Entrepreneurs help in promoting a country's 

export-trade,    which    is    an    important 

ingredient of economic development. They 

produce goods and services in large scale for 

the purpose earning huge amount of foreign 

exchange from export in order to combat the 

import   dues   requirement.   Hence   import 

substitution  and  export  promotion  ensure 

economic independence and development. 

(9) Induces Backward and Forward 
 

Linkages 
 

Entrepreneurs  like  to  work  in  an 

environment of change and try to maximize 

profits by innovation. When an enterprise is 

established in accordance with the changing 

technology,  it  induces  backward  and 

forward  linkages  which  stimulate  the 

process of economic development in the 

country. 

(10) Facilitates Overall Development 

Entrepreneurs  act  as  catalytic  agent  for 

change which results in chain reaction. Once 

an enterprise is established, the process of 

industrialization is set in motion. This unit 

will generate demand for various types of 

units  required  by  it  and  there  will  be  so 

many other units which require the output of 

this unit. This leads to overall development 

of an area due to increase in demand and 

setting up of more and more units. In this 

way,    the    entrepreneurs    multiply    their 

entrepreneurial  activities,  thus  creating  an 

environment of enthusiasm  and  conveying 

an impetus for overall development of the 

area. 

Need for and significance of 

entrepreneurs in India 

The  entrepreneurs  are  considered  „change 
 

agents‟ in the process of industrial and 

economic development of an economy. The 

premium mobile role that entrepreneurs play 

in promoting industrial and economic 

development of an economy is well adduced 

across the countries.
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In a sense, entrepreneurs are the ―spark plug‖ 

who transform the economic scene of an 

economy. For example, Japan and United 

States are developed because of their 

entrepreneurial  development  and 

Bangladesh and Nepal are underdeveloped 

because of lack of their entrepreneurial 

development. 

Within India itself, Gujarat and Punjab are 

developed because of their  entrepreneurial 

development and Bihar and Odisha are 

backward or underdeveloped because of the 

lack of entrepreneurial development. Thus, 

with entrepreneurs societies prosper, without 

them they are poorer. 

In fact, the need for entrepreneurs in an 

economy can be imbued with multiplicity 

of justifications as listed below 

a. Entrepreneurs promote capital formation 

by mobilizing the idle saving of the people. 

b. They create immediate and large-scale 

employment by establishing small- scale 

enterprises. Thus, they reduce the 

unemployment problem in the country, i.e., 

the root cause of all socio-economic 

problems. 

c. They promote balanced regional 

development by establishing small-scale 

enterprises in rural, remote and less 

developed regions. 

d. They help reduce the concentration of 

economic power. 

e. They promote the equitable redistribution 

of wealth, income and even political power 

in the interest of the country. 

f. They encourage effective resource 

mobilization of capital and skill which might 

otherwise remain unutilized and idle. 

g. They, by establishing industries, induce 

backward and forward linkages which 

stimulate the process of economic 

development in the country. 

h.  Last  but  no  means  the least;  they also 

promote country‘s export business, i.e. an 

important ingredient to economic 

development. 

Conclusion 
 

The Indian economy provides a revealing 

contrast   between   how   individuals   react 

under a government-controlled environment 

and how they respond to a market-based 

environment. The evidence presented here 

suggests that recent market reforms 

encouraging individual enterprise have led 

to higher economic growth in that country. 

The reasoning here is not new, although it is 

refreshing to discover that this ―tried-and- 

true‖ reasoning applies to developing as well 

as  to  developed  nations.  Specifically, 

reliance   upon   a   free   market,   with   its 

emphasis  upon  individual  self-interest  in
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survival and wealth accumulation, can yield 

a wide range of economic benefits. In India 

those benefits have included, among other 

things, increasedeconomic growth, reduced 

inflation, a smaller fiscal deficit, and higher 

inflows of the foreign capital needed for 

investment. 
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Introduction 

 Success of the business depends upon 

the management. To achieve the goal, 

management integrating human resources 

with internal and external factor.  To make 

huge profit, management increasing the 

production and reducing the production cost. 

To control this entire process management 

follows hierarchy.  Differ from this the new 

concept has come  called ‗Holacracy‘. 

The term Holacracy is derived from 

the Greek word holos, which means a whole 

that‘s part of a greater whole. In a Holacratic 

organization, the company is divided into a 

collection of circles that are encompassed by 

the largest internal circle (called the ―General 

Company Circle,‖ or GCC) and then the board 

of directors. The system is designed so that 

circles can be created and disbanded at any 

time. The purpose is for employees to hold 

multiple roles and move fluidly throughout 

circles, making it easier to efficiently and 

frequently reorganize the 

company. Publishing platform Medium, 

training and consulting firm David Allen 

Company, are a few notable companies that 

have adopted Holacracy. 

Holacrcy is a radically different 

management system that changes how an 

organization is structured, how decisions are 

made and how power is distributed  

Definition 

 According to Wikipedia― Holacracy is 

a social technology or system of 

organizational governance in which authority 

and decision  - making are distributed through 

a holacracy of self – organizing teams rather 

than being vested at the top of a hierarchy.‖ 

Origin 

 Holacracy was developed by Brain 

Robertson Founder of Ternary software.  The 

term holacracy is derived from the term 

holarchy, coined by ‗Arthur koiestlier‘. 

Holacracy a vision 

 Hierarchy is playing a vital role in 

management.  There are Chairman, CEO, 

M.D, G.M, production manager and finance 

manager.  Each of them controlled or directed 

by their superior or officials. Here their 

freedom has been controlled by their superior. 

They have not been given chances to provide  
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their ideas or innovations. To eliminate this 

contradiction, new idea has come into vogue 

called ‗Holacracy‘. 

Importance of Holacracy 

 From the hierarchical organizational 

system, structure is removed and there is no 

partiality between low level and higher level 

officials.  They are encouraged to work with 

self direction and power has been 

decentralized.  Under this system, everyone 

has an equal power.  

 Hitherto, even though middle level and 

low level officials had more capability than 

their superiors, their new ideas and 

innovations have not been invited. This 

deficiency has been removed by  

Holacracy by inviting new ideas and 

innovations of middle and low lever 

employees too. 

 Through this Holacracy low level and 

middle level officials are encouraged as 

‗intrapreneurs‘. Hence, they will not work for 

obligation; instead they work with enthusiasm 

and full responsibility. 

 As everyone is treated as equal in 

‗Holacracy‘ system and is being given 

freedom for new ideas and innovations,  those 

who are working under traditional hierarchy 

system will work whole heartedly by putting 

their mind and heart together in Holacracy 

system. 

 

 

In western countries like America, 

France, German, etc holacracy system is 

followed by many organizations under trial  

basis. Especially Zappos is the pioneer 

company in adopting holacracy system 

Profile of Zappos 

 Zappos is an online shoe and clothing 

shop currently based in Lasvegas. It is a 

wholly owned subsidiary of amazon.com. 

‗Nick Swinmurn‘ is founder of Zappos.Com. 

The company had removed its old hierarchy 

system and is adopting Holacracy system. 

Features of Holacracy  

 Holacracy is a distributed authority 

system – a set of ―rules of the game‖ 

that bake empowerment into the core 

of the organization. Unlike 

conventional top-down or progressive 

bottom-up approaches, it integrates the 

benefits of both without relying on 

parental heroic leaders. Everyone 

becomes a leader of their roles and a 

follower of others‘, processing 

tensions with real authority and real 

responsibility, through dynamic 

governance and  

 transparent operations. Holacracy 

installs clear processes for 

―governance‖ and ―operations‖ – in 

every team, at every level of scale. 

Governance is about working ―on‖ the  
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organization, and operations is about 

working ―in‖ it. 

 

 Holacracy provides several explicit 

channels to process tensions.  

 Holacracy harnesses the conscious 

capacity of those within to sense 

dissonance between what is (current  

 reality) and what could be (the 

purpose): the feeling of a ―tension‖. 

When there‘s lack of clear and 

effective channels for processing 

tensions, they fester into frustrations, 

burn-out, and disengagement. 

Tensions are only useful to the extent 

the organization can process them into 

meaningful change.  

 ―Governance‖ and ―operations‖ –each 

has different mechanisms for 

processing tensions into actionable 

clarity. 

Governance Meetings 

 Governance Meetings: 

  Generate explicit and light-weight 

role definitions that are actually 

meaningful  

 Give everyone a voice, without the 

tyranny of consensus 

   Apply clear rules that prevent egos or 

politics from dominating 

   Focus a team on fast, incremental 

improvements in light of real data 

 Continually restructure the 

organization, one tension at a time 

 

 

Tactical Meetings 

 A team‘s operational flow is 

synchronized by regular Tactical  

Meetings that facilitate rapid-fire 

triage of key issues. Anything in  

 the way of getting the work done gets 

identified and processed into clear  

next-actions and target outcomes. In 

Tactical Meetings 

 

 Every agenda item gets processed 

every meeting, on-time every-time 

 The focus is on next-actions, not 

endless analysis 

 Metrics are surfaced and checklists are 

reviewed – quickly 

 No one hides – radical transparency 

shows all progress, or lack thereof 

 

Need for Holacracy 

 

 It encourages own ideas of low level 

and middle level officials. 

 It develops unity between higher level 

and low level personnel. 

 Low and middle level staff can also 

take part in decision making process. 
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 It removes inferiority complex 

between staff. Hence they can give their full 

attention to their job. 

Conclusion 

Industries are playing a vital role in a country, 

especially developing countries like India.  

These countries want to become a developed 

country. GDP is one of the factors which 

determine National growth.  To make high 

profit as well as GDP Industries are following  

 

new strategies and new production policies. 

Holacracy is a new system which gives 

opportunities to all employees in a company. 

Here power has been decentralized.  Freedom 

has been given for their new ideas and 

innovations.  They are encouraged to work 

with self direction. Here everyone treated 

themselves as ‗Entrepreneur‘. Hence a firm 

can easily achieve its target.     
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Introduction 
 

Nowadays, a large number of tourists from 

different parts of the world come to India 

in search for cost effective medical 

treatment. It signified that medical tourism 

in India today is a big industrial sector as 

well as contributing significantly to the 

country‟s growth. It is also considered as 

the prime source of bringing foreign 

currency into India. Cardiology, 

cardiothoracic surgery, orthopedic knee 

replacement, angioplasty, and cosmetic 

surgeries are the most in favor as the cost 

factor is considerably marked across these 

areas. A large number  of hospitals have 

entered into the agreements with the 

international  health  insurance  companies 

to compensate the cost of healthcare of 

foreign visitors. Medical tourism- When 

there is a significant price difference 

between countries for a given medical 

procedure, particularly in Southeast Asia, 

India, Eastern Europe and where there are 

different regulatory regimes, in relation to 

particular medical procedures (e.g. 

dentistry), traveling to take advantage of 

the price or regulatory differences is often 

referred to as ―medical tourism‖. Medical 

 

tourism refers to ―travel with the express 

purpose   of   obtaining   health   services 

abroad‖. The practice of medical tourism 

does     not     exist     without     criticism, 

particularly when involving patients from 

developed  nations  going  to  developing 

nations  for  procedures.  It  is  thought  to 

contribute   to   the   commodification   of 

health and health care by allowing those 

with  the  financial  means  to  do  so  to 

purchase care that may be unavailable to 

other  citizens  been  suggested  that  if  the 

industry  is  properly  regulated,  medical 

tourism  can  provide  a  viable  means  by 

which   developing   countries   can   gain 

access to needed revenue and developed 

countries can lessen „bottlenecks‟ in their 

health  systems  Ramirez  suggested  that 

presence of medical tourism hospitals in 

developing   nations   is   also   thought   to 

lessen  the  international  brain  drain  of 

health   human   resources   by   providing 

surgeons   and   others   with   access   to 

advanced,     high          technology    work 

environments.    Tourism    is    travel    for 

recreational, leisure or business purposes. 

The World Tourism Organization defines 

tourists as people who ―travel to and stay
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in places outside their usual environment 

for more than twenty-four (24) hours and 

not more than one consecutive year for 

leisure, business and other purposes not 

related to the exercise of an activity 

remunerated  from  within  the  place 

visited‖. Tourism is vital for many 

countries, and many island nations, due to 

the large intake of money for businesses 

with their goods and services and the 

opportunity for employment in the service 

industries associated with tourism. These 

service industries include transportation 

services, such as airlines, cruise ships and 

taxicabs, hospitality services, such as 

accommodations, including hotels and 

resorts, and entertainment venues, such as 

amusement parks, casinos, shopping malls, 

music venues and theatres. 

The World Tourism Organization 

(UNWTO) forecasts that international 

tourism will continue growing at the 

average annual rate of 4 %. Not only as a 

result of the important economic 

contribution  of the tourism  industry,  but 

also as an indicator of   the degree of 

confidence with which global citizens 

leverage the resources of the globe for the 

benefit of their local  economies.  This is 

why any projections of growth in tourism 

may serve as an indication of the relative 

influence that each country will exercise in 

the future. Technological improvement is 

likely  to  make  possible  air-ship  hotels, 

based either on solar-powered airplanes or 

large dirigibles Underwater hotels, such as 

Hydropolis, expected to open in Dubai in 

2009, will be built. On the ocean, tourists 

will be welcomed by ever larger cruise 

ships and perhaps floating cities. 

Medical   tourism   (also   called   medical 

travel, health tourism or global healthcare) 

is a term initially coined by travel agencies 

and the mass media to describe the rapidly 

growing practice of traveling across 

international borders to obtain health care. 

It also refers pejoratively to the practice of 

healthcare providers traveling 

internationally to deliver healthcare. 

Services typically sought by travelers 

include elective procedures as well as 

complex specialized surgeries such as joint 

replacement (knee/hip), cardiac surgery, 

dental surgery, and cosmetic surgeries. 

However, virtually every type of health 

care, including psychiatry, alternative 

treatments, convalescent care and even 

burial services are available. 

Popularity of Medical Tourism 
 

The increasing popularity of medical travel 

include the high cost of health care, long 

wait times for certain procedures, the ease 

and  affordability  of  international  travel, 

and improvements in both technology and 

standards of care in many countries are the 

main factors responsible for the increase in 

medical tourism. Cost seems to play an 

important   role   in   the   occurrence   of
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medical tourism, many surgery procedures 

performed overseas cost a fraction of the 

price they do in America. For example a 

liver transplant that cost $300,000 USD in 

America cost about $91,000 USD in 

Taiwan. A large draw to medical travel is 

convenience and speed. Countries that 

operate   public   health-care   systems   are 

often so taxed that it can take considerable 

time   to   get   non-urgent   medical   care. 

Canada has set waiting-time benchmarks, 

e. g. 26 weeks for a hip replacement and 

16  weeks  for  cataract  surgery,  for  non- 

urgent medical procedures. 

Medical tourists can come from anywhere 

in the First World, including Europe, the 

Middle East, Japan, the United States, and 

Canada.  This  is  because  of  their  large 

populations,  comparatively  high  wealth, 

the high expense of health care or lack of 

health     care     options     locally,     and 

increasingly  high   expectations  of  their 

populations with respect to health care. 

Medical tourism for knee/hip replacements 

has emerged  as one of the more widely 

accepted procedures because of the lower 

cost  and  minimal  difficulties  associated 

with  the  traveling  to  from  the  surgery. 

Colombia provides a knee replacement for 

about     $5,000     USD,     including     all 

associated  fees,  such  as  FDA-approved 

prosthetics      and      hospital      stay-over 

expenses.   However,many   clinics   quote 

prices that are not allinclusive and include 

only the surgeon fees associated with the 

procedure. Popular medical travel 

worldwide destinations include Argentina, 

Brunei,   Cuba,   Colombia,   Costa   Rica, 

Hong Kong, Hungary, India, Jordan, 

Lithuania, Malaysia, The Philippines, 

Singapore, South Africa, Thailand, and 

recently, Saudi Arabia, UAE, South Korea, 

Tunisia and New Zealand. An article by 

the University of Delaware publication, 

Udaily The cost of surgery in India, 

Thailand or South Africa can be one-tenth 

of  what  it  is  in  the  United  States  or 

Western Europe, and sometimes even less. 

However, perceptions of medical tourism 

are not always positive. In places like the 

US, which has high standards of quality, 

medical  tourism  is  viewed  as  risky.  In 

some parts of the world, wider political 

issues can influence where medical tourists 

will choose to seek out health care. Health 

tourism providers have developed as 

intermediaries to unite potential medical 

tourists with provider hospitals and other 

organizations. Companies are beginning to 

offer global health care options that will 

enable North American and European 

patients to access world health care at a 

fraction of the cost of domestic care. 

Companies that focus on medical value 

travel typically provide nurse case 

managers to assist patients with pre- and 

post-travel medical issues. They also help
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provide resources for follow-up care upon 

 

 



 
 

All   India   Institute   of   Medical 

the patient‟s return.  Science 

Medical Tourism- Prospects in Future 
 

People   traveling   abroad   for   medical 


 



Apollo Hospitals 
 

B.M.Birla 

services   usually   choose   the   following 
 

categories of medical tourism procedures: 

dental , cosmetic , orthopedic , 

cardiovascular McKinsey and Company 

report (2008) states that 40% of medical 

travelers seek advanced technology, while 

32% seek better healthcare. Another 15% 

seek faster medical services while only 9% 

of travelers seek lower costs as their 

primary consideration. 

Southeast  Asia  and  India  are  the  choice 

destinations       for       orthopedic       and 

cardiovascular   cases   due   to   the   high 

qualities  of  healthcare  infrastructure  and 

several   U.S.   accredited   hospitals   and 

physicians.     India     provides     various 

healthcare  services  at  20%  of  the  U.S. 

cost.   In   the   past   several   years,   the 

concentration on health care services has 

increased a lot with different world class 

hospitals is coming up here in India.. The 

unrestricted efforts both from the public as 

well as private sector have placed India at 

top in the world medical tourism map. 

Some  of  Leading  Medical  Players  in 

India 

Andromeda Andrology Centre (centre for 

impotence, infertility, sex change, sex 

disarray) 

    C.M.C Vellore 
 

    Tata Memorial Hospital 
 

    Indraprastha Medical Corporation 
 

    Institute        of        Cardiovascular 
 

Diseases 
 

    Escorts     Heart     Institute     and 
 

Research Centre 
 

    Kalra Hospitals 
 

    Dr.   U   Mohan   Rau   Memorial 
 

Hospital 
 

    Institute   of   Child   Health   and 
 

Hospital for Children 
 

    PG Chandigarh 
 

Key  Features  of  Medical  Tourism  in 
 

India 
 

The following are the top 5 factors the 

strength of Indian medical tourism which 

make  it  to  emerge  as  a  pioneer  in  the 

global industry. 

•  Top quality healthcare services  at  low 
 

cost 
 

• Expert team of professional doctors 
 

• High end medical & health care facilities 
 

• 100% Trustworthy 
 

• 100% success rate 
 

As per new market research report 

“Booming  Medical  Tourism in  India”, 

India‟s share in the global medical tourism 

industry will reach around 3% by the end
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of 2013. Moreover, medical tourism is 

expected to generate revenue worth US$ 3 

Billion by 2013, growing at a CAGR of 

around 26% during 2011–2013. 

The number of medical tourists is 

anticipated  to  grow  at  a CAGR  of  over 

19% during the forecast  period  to  reach 
 

1.3 Million by 2013. It is also found that, 

India  represents  the  most  potential 

medical tourism market in the world. In 

addition to the existence of modern 

medicine,  indigenous  or  traditional 

medical practitioners are providing their 

services across the country. 

There are over 3,371 hospitals and around 
 

754,985 registered practitioners catering to 

the needs of traditional Indian healthcare. 

Indian hotels are also entering the wellness 

services market by collaborating with 

professional organizations in a range of 

wellness fields and offering spas and 

Ayurveda massages. 

Challenges of medical tourism in India 

Most  of  the  foreigners  treated  in  India, 

come from other developing countries in 

Asia, Africa or the Middle East, where top 

quality hospitals and health professionals 

are often hard to find. 

Patients from the United States and Europe 

still are relatively rare not only because of 

the distance they must travel but also, 

hospital executives acknowledge, because 

India continues to suffer from an image of 

poverty and poor hygiene that discourages 

many patients. India‟s health care system 

is hardly a model, with barely four doctors 

for every 10,000 people, compared with 27 

in  the  United  States,  according  to  the 

World Bank. Health care accounts for just 

5.1 percent of India‟s gross domestic 

product, against 14 percent in the United 

States. The following are some of 

challenges of fast pacing medical industry 

in India- 

Lack of proper infrastructure, amenities 

and, access and connectivity 

Infrastructure needs for the travel and 

tourism industry range from physical 

infrastructure such as ports of entry to 

modes of transport to urban infrastructure 

such as access roads, electricity, water 

supply, sewerage and telecommunication. 

The   sectors   related   to   the   travel   and 

tourism industry include airlines, surface 

transport, accommodation (hotels), and 

infrastructure and facilitation systems, 

among others. However, infrastructure 

facilities  such  as  air,  rail,  road 

connectivity, and hospitality services at 

these destinations and the connecting cities 

are inadequate. 

This remains a major hurdle for 

development of tourism Amenities include 

basic  amenities  such  as  drinking  water, 

well maintained and clean waiting rooms 

and toilets, first aid and wayside amenities 

(to meet the requirement of the tourists 

travelling to tourist destinations) such as
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lounge, cafeteria, and parking facilities, 

among others needs to be improved India 

scores  poorly in  terms  of  availability of 

these infrastructure facilities. Inadequate 

infrastructure facilities affect inbound 

tourism and also could lead to an increase 

in the outflow of domestic tourists from 

India to other competitive neighboring 

countries.   Hence,   for   the   industry   to 

register healthy growth, issues concerning 

all the related sectors need to be addressed. 

Service level 

In addition to hospital staff, the degree of 

service     offered     by     these     various 

stakeholders  has  a  significant  impact  on 

determining      the      tourist‟s      overall 

experience of India as a tourist destination. 

The  government  has  taken  initiatives  to 

promote responsible tourism by sensitizing 

key stakeholders of the tourism industry 

through    training    and    orientation,    to 

develop a sense of responsibility towards 

tourists and inspire confidence of foreign 

tourists in India as a preferred destination. 

Marketing and promotion 

Marketing  and  promotion  of  India  as  a 
 

major   medical   tourism   destination   is 

critical for the industry to achieve its 

potential. Lack of adequate budgetary 

support for promotion and marketing, 

compared with competing tourist 

destinations,  is  a major reason  for  India 

lagging behind its competitors. Marketing 

under  the  ―Incredible  India‖  campaign 

helped place India as a good tourist 

destination  on  the  global  tourism  map. 

India needs to change its traditional 

marketing approach to a more competitive 

and modern approach. There is a need to 

develop a unique market position and the 

brand positioning statement should capture 

the essence of the country‟s tourism 

products:  i.e.,  they  should  be  able  to 

convey an image of the product to a 

potential customer. 

Security 
 

Security has been a major problem as well 

for  growth  of  tourism  for  a  number  of 

years. Terrorist attacks or political unrest 

in different parts of the country have 

adversely affected sentiments of foreign 

tourists. Terror attacks at Mumbai in 

November 2008 dealt a strong blow to 

tourism in the country. The terror attacks 

raised concerns of safety. In addition, 

insurgency in different parts of the country 

also mars India‟s image as a safe 

destination. 

Regulatory issues 
 

For inbound international tourists, visa 

procedures are seen as a hindrance. A 

number of countries competing with India 

for tourists provide visa on arrival. India 

should provide visa on arrival for more 

countries   or   for   certain   categories   of 

tourists for a specific duration. There is a 

greater  need  for  speedier  clearances  and
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approvals for all projects related to the 

industry. 

Future Prospects of Industry 
 

The travel and tourism demand is expected 

to reach US$ 266.1 bn (` 14,601.7 bn) by 

2019.  During 2004–2009  travel  and 

tourism demand in India increased at a 

compound annual growth rate (CAGR) of 

16.4% to US$ 91.7 bn (` 4,412.7 bn) and 

foreign  exchange  earnings  from  tourism 

increased ~13% to US$ 11.39 bn. 

Conclusion 

World-class treatment & highly advanced 

healthcare infrastructure is the main reason 

for  concentrating  on  promotion  of  this 

kind   of   tourism   in   India.   Booming 

software industry in India has facilitated 

technological revolution in healthcare. In 

fact, after software, healthcare industry is 

the next big thing in India & contributes 

majorly to India‟s fast growing economy. 

Strong academic & research base & a 

booming healthcare industry in India 

contributes towards a world class medical 

force (Physician‟s, Surgeon‟s, nurses). 

India‟s medical force boasts of a high 

intellectual resource pooled in by highly 

skilled & qualified professionals. (10% 

Doctors in USA are Indians). Fast growing 

economy has led to privatization & 

corporatization in the field of healthcare, 

thereby leading to the setting up of world 

class  hospitals  that  provide  highly 

advanced treatment facilities through high 

end  technology  &  world  class  doctors. 

Low operating costs, high resources & 

highly qualified English-speaking 

manpower have made India the hub for 

Research   &   Development   as   well   as 

clinical trials, thereby contributing 

primarily to the healthcare infrastructure. 

In a bid to attract large numbers of medical 

tourists the government of India has taken 

substantial steps to improve the health care 

services in India. 
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Abstract 
 

The  quality  of  higher  educational 

institutions (EIs) is estimated by its products 

and activities satisfy the requirements and 

expectations of customers as well as of 

internal and external stake holders. Thus, the 

services of EIs are considered ―to be of 

quality‖ only to the estimate by which it's 

products and processes satisfy the needs, 

requirements and expectations of customers 

and other stakeholders. The EIs must hope 

up with changing environment in order to 

face global competition. 

Starting with this approach to the quality of 

educational services, it can be asserted that 

the most important dimension of the quality 

assurance system is the institutional one 

because the quality of higher education 

system as a whole is determined by the 

quality of  each  department  and  functional 

areas of the institutions.   To establish a 

quality management system, which would 

integrate all stakeholders responsible for the 

quality    of    education,    processes    and 

procedures demanded for it. This paper 

envisages the approaches of the EIs towards 

quality performance. 

Key words: higher educational institutions, 

quality, quality management system, 

stakeholders 

Introduction 
 

Till recently, educational services especially 

at a higher level were provided with some 

form of state government grant.   Offering 

education in any form was considered noble 

and therefore synonymous with something 

of  high  quality.     This  was  possibly  an 

important reason why one did not separately 

stress on quality during any discussion on 

the subject – „quality educational services‟. 

To  appreciate  this,  one  could  recall  the 

evolution    of    quality    concepts.    Over 

centuries, we find that quality was noticed in 

many forms of construction, in every article 

produced     or     every     service     offered. 

However,      there      was      no      specific 

documentation.       Conspicuously,   quality 

became a subject of importance in the wake
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of industrialization.     Inspection and 

associated techniques gave rise to new 

technologies.  Interestingly enough, quality- 

related developments became predominantly 

visible in the manufacturing industries 

especially during the world wars.   When 

businesses  including  industry  started 

realizing that quality would be the key factor 

in surviving global competition, the new 

ideas such as quality management and 

systems approach evolved.  These concepts 

became obvious when the International 

Organization for Standardization (ISO) 

brought  out  the  family  of  standards  on 

quality management system (QMS) during 

1986. 
 

As soon as the standards on QMS under ISO 
 

9000 series were published by the 

International Organization for 

Standardization, organizations in Europe 

were quick to get registered to the 

Requirement Standard on QMS. This was 

closely followed by Japan and the US. 

Though not with a matching tempo, many 

Indian organizations, including many Small 

and Medium Enterprises (SMEs) started 

getting registered.    Mostly, they were 

manufacturing industries and large business 

enterprises.    Only a few educational 

institutions   and   for   that   matter,   other 

service-providers followed the example set 

by the industrial and business organizations 

after considerable time lag. 

Highlighting the contrast in the enthusiasm 

of the business organizations and service 

organizations does not purport to 

straightaway draw a conclusion that the 

service-providing  organizations  were 

lacking in quality.  The emphasis is only to 

justify a study of the approach of the 

educational institutions towards quality 

performance. 

If any scope were to exist for the process, 

system and performance improvement to be 

implemented by the EIs, the main objective 

of the present study could be taken as 

fulfilled.  Such a study would be complete, 

only by including the views of the general 

public and the regulatory authorities. 

Quality systems in education are defined in 

terms  of seven  parameters by the NAAC. 

The Council classified them as (i) Curricular 

aspects, (ii) Teaching-learning and 

evaluation, (iii) Research and  Consultancy 

and Extension, (iv) Infrastructure and 

Learning  Resources,  (v)  Student  Support 

and Progression, (vi) Governance leadership 

and management (vii) innovations and best 

practices In the recent years, however, higher 

education including technical field has been 

opened up to self-financing institutions.   The 

quality  of  higher  education  in  the  changed
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environment is therefore to be studied for 

variations. 

Literature Review 
 

Quality of education is the skill of building 

the abilities of assimilating the knowledge in 

the area of educational needs and the 

implementation  of  this  knowledge  to 

creating mechanisms allowing to fulfill 

expectations of customers and educational 

services. One should distinguish pupils, 

students, teachers and employers among the 

people who are interested in the quality of 

education . 

According to Juran‟s trilogy, the definition 

of the university quality, and the same the 

quality of the educational service, should 

contain the phase of planning and the 

preparation of its potential, the stages of the 

service‟s realization, leading to the 

achievement of the agreement with plan and 

requirements (main, supporting and 

management processes) and the results of 

working, leading to the achievement of the 

student satisfaction who through his proper 

preparation and commitment gains the good 

position on the job market and in the society 

The  organisation  should  establish, 

document, implement and maintain a QMS 

and continually improve its effectiveness in 

accordance with the requirements of this 

standard      Seaver      stresses      statistical 

techniques in extracting key information and 

then  evaluating  the  effectiveness  of  the 

QMS. 

A  smooth   quality  assurance  system   for 

higher education helps to inspire and create 

enthusiasm among the learners in their 

thoughts,  deeds  and  daily life to  establish 

moral, humanitarian, religious, cultural and 

social  values  in  personal  as  well  as  in 

national life. The aim of an effective quality 

assurance system for higher education is to 

make best use of such skills to attain 

professional   excellence   without   wasting 

time, labour, talent or resources. 

Elements  of  operations  in  higher 

education having a bearing on quality 

In order to understand the quality of higher 

education, a glimpse into the procedures, 

which are almost documentation of the 

established best practices, will be of help.  In 

this background, some of the well-known 

procedures revealing in the operations of an 

EI are listed below: 

Quality policy and procedures for quality 

assurance: Institutions should have a policy 

and procedures for the assurance of the 

quality.     They should insist every 

stakeholder to follow standard procedure to 

achieve  quality  in  performance,  in  their 

work.  To  achieve  this,  institutions  should
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develop  and  implement  a  strategy  for  the 

continuous enhancement of quality. 

Admission of students The purpose of this 

procedure   is   to   describe   in   detail   the 

procedures for the admission of students into 

the  first  year  of  UG,  PG  courses  as  per 

norms of regulatory bodies. 

Document  and  data  control      This 

procedure is  applicable  to  quality manual, 

quality system procedures and other quality 

documents.   Documents associated with 

quality system are termed as internal 

documents.    Documents received from 

external  agencies  such  as  AICTE, 

university,   Bureau   of   Indian   Standards 

(BIS), UGC and other agencies are termed 

as external documents.  Control of software, 

question papers from the university during 

examination,  control  of syllabus  copy and 

storage of documents and data should be 

correctly stated.   It indicates clearly the 

custodian and location of current documents 

and the period of retention of various 

documents   and   data.   It   indicates   the 

personnel authorized to dispose document 

and data in case of obsolescence. 

Career guidance programmes, concurrent 

career development programmes and 

visiting faculty The purpose of this 

programme is to explain in detail the career 

guidance         programmes,         concurrent 

development programmes and the visiting 

faculty scheme. 

Academic  process  control  The  scope  of 

this set of procedures is to cover syllabus, 

training needs to meet out the academic 

elements such as syllabus, timetable, log 

book, practical classes, counselling and staff 

recruitment. 

Internal test, model examination, 

university examination, and internal 

assessment The scope of this procedure is to 

cover for internal tests, model examination, 

university examination, internal assessment 

and the role of COE (Controller Of 

Examination),  role  of  HOD  after  internal 

test, role of staff members in conducting 

tests. 

Internal tests, question paper verification 

and answer key preparation The purpose 

of this procedure is to detail out verification 

of the question papers for internal tests and 

the preparation of key. 

Quality  circles  The  purpose  of  this 

procedure is to  cover the activities of the 

quality circles. 

Corrective and preventive action The 

purpose of this procedure is to describe the 

coaching class, requisition of photocopy of 

valued answer scripts, revaluation, medical 

certificate, result analysis, fine system, 

condonation  and  redoing,  hall  tickets/ID
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cards,  re-test,  work  arrangement  of  staff 

members,  extra  classes  for  practical  and 

university practical examination. 

Institutional  Quality  Review  (IQR)  The 

purpose of this procedure is to describe the 

functioning of IQR. 

Control of quality records This procedure 

describes  the  method  of  identifying, 

indexing,  collecting,  assessing,  filing, 

storing, maintaining, disposing and retrieval 

of records in support of the quality 

management system documents. 

Internal quality audit: This procedure 

applies to all activities that constitute the 

internal audit of the quality system and is 

concerned with the executive management 

and quality assurance. 

Staff   training   and   development   (staff 

development      programme      attending 

seminar/ workshop/conference and paper 

presentation)  The scope of this procedure 

is   to   cover   need-based   training,   paper 

presentation     and     attending     seminars, 

workshops      and      courses      and      staff 

development     programmes     for     faculty 

members and other non-teaching staff. 

Statistical   techniques   (result   analysis, 

staff appraisal system) The scope of this 

procedure  is  to  describe  the  analysis  of 

results and to assess the staff and students 

performance.     The     use     of     statistical 

techniques    can    help    in    understanding 

operational performance and variability, and 

thereby help organizations to solve problems 

and  improve  effectiveness  and  efficiency. 

These techniques also facilitate better use of 

available data to assist in decision-making. 

Library The purpose of this procedure is to 

cover the functioning of the library. 

Administrative office: The purpose of this 

procedure is to describe the activities of the 

administrative office of the institution. 

Purchase  of  materials  and  services  The 

scope  of  this  procedure  is  to  cover  the 

purchase action in respect of major materials 

and  services  that  are  required  for  various 

departments     and     functioning    of    the 

institution with a mention about the budget 

provision for the action. 

Dimensions in assessing the quality of 

education 

Dimensions of Quality Dimensions in 

quality can be considered in several ways. 

The following dimensions relevant to the 

operations  of  an  EI are  found  to  be  very 

important: 

Performance The performance of an 

organization is considered from the point of 

view of primary characteristics. Typical 

examples are teaching-learning, placement, 

and involvement in competitive activities 

such as paper presentations.
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Features: These are special characteristics 

such as extra-curricular activities. 

Conformance Meeting specified and special 

norms is a typical example of conformance 

as   a   basic   requirement   and   acquiring 

accreditation  is  a  case  of  conformance  to 

special requirements. 

Reliability This is a characteristic judged as 

built  in  the  system  while  carrying  out  an 

assessment  when  good  performance  and 

special  features  are  consistently  repeated 

over time.  It serves as a measure of quality. 

Service:  Resolving  problems  when  they 

arise in a product or machinery supplied and 

also  the earlier preventive measures  taken 

are examples of services provided. 

Response:  In manufacturing, business and 

service organizations, there may be queries 

or complaints from the customers. Prompt 

attention   with   assured   solution   is   an 

important characteristic of an organization‟s 

performance concerning response. 

Aesthetics    Apart from meeting functional 

requirements, any manufactured article 

should also appear and feel good. 

Repetition  Satisfied  with  the performance 

of a product or the service offered by an 

organization, a customer has a good feeling 

and also expresses the same while sharing 

the experiences. Consistent good results and 

achievements   in   curricular   activities   are 

good examples in EIs. 

Conclusion 
 

The investigations carried out so far prove 

the  effectiveness  of  operations  in  an  EI 

which implements a QMS.   Some of the 

salient points are: 

 QMS    can    assist    organizations    in 

enhancing customer satisfaction. 

 QMS approach encourages organizations 

to analyze customer requirements. 

 An   organization    that    adopts    QMS 

approach creates confidence in the 

capability of its processes. 

 Dimensions of the quality applicable to 

all organizations will be part of QMS 

implementation. 

 Implementing    a    QMS    will    offer 

resourcefulness to face the competitions 

of fortune in business results. 
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have   a   view   about   the   top   CEO‟s  of

 

In the growing modern world, the corporate 

sectors became much wider globally and 

there is a large emergence of multinational 

companies   throughout    the   world.   The 

leaders of these MNC‟s are responsible for 

the company‟s growth and success. So it is 

more important to be a successful leader. In 

this   paper   we   deeply   analyses   about 

different leadership styles with their 

characteristics, pros and cons. How to 

develop global leadership competencies. 

Three  significant  changes  in  the  role  of 

senior leader. How Might Leaders Need to 

Change Leadership Styles to Manage 

Multinational Locations Growth of Indian 

multinationals in the world economy. It is 

also important to discuss about the critical 

dimension  of international  leadership  such 

as leadership perspective value,  leadership 

styles, leader vs manager etc. and also about 

reasons for varying leadership styles and 

determining leadership styles. Finally let us 

 

successful MNC‟s of the world. 
 

Key  words:  Leadership  styles,  pros  and 

cons, critical dimension, varying leadership 

styles, top CEO‟s. 

Leadership styles in multinational 

company 

Meaning of a leader 
 

The person who leads or commands a group, 

organization or a country 

Meaning of Leadership 
 

    To lead the people, walk behind them. 
 

 Leadership  is  about  creating  a  vision, 

communicating    that    vision    to    one 

„follower and  exhorting  them  to  move 
 

towards that vision. 
 

Definition 
 

According to Chester Bernard ―leadership 

is the quality of behavior of individuals 

whereby they guide people or their activities 

in organizing efforts‖.
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Characteristics of Leadership 
 

 It is a continuous process of influencing 

others behavior. 

 It  is  basically  a  personal  quality  that 

enables leader to influence the 

subordinates‟ behavior at work 

 The success of the leader depends on the 

acceptance of his leadership by the 

followers. 

There is a relation between leader and 

follower which arise out of functioning for a 

common goal. 

Hallmarks of Effective Leadership 
 

 The   best   example   of   leadership   is 

leadership by example. 

     A leader is one who … 
 

    knows the way 
 

    shows the way 
 

    goes the way 
 

  A function of leadership is to produce 

more leaders not more followers. 

  The  leader  must  have  courage  to  act 

against expert advice. 

    Leadership is doing right things. 
 

Intro about Leadership in MNC 
 

The leader should be highly visible, 

courageous, visionary, innovative, creative, 

willing to take risks, recognize and nurture 

talents of individuals and maintain high 

ethical standards. There are many general 

definitions of leadership: 

(a) The ability to get the work done from the 

followers without force. 

(b) Organizing a group of people to achieve 

a common goal and getting the work done 

effectively. 

(c) Influencing people by providing purpose, 

direction and motivation while operating to 

accomplish the mission and improve the 

organization. 

(d) The process of influencing the behavior 

of other people toward group goals in a way 

that fully respects their freedom. 

(e) A function of knowing oneself, having a 

vision that is well communicated, building 

trust among colleagues, and taking effective 

action to realize ones own leadership 

potential. 

(f) Process of social influence in which one 

person  can  enlist  the  aid  and  support  of 

others in the accomplishment of a common 

task. 

(g) Enabling a group to engage together in 

the   process   of   developing,   sharing   and 

moving into vision and then living it out. 

Leadership competencies 

In  order to be successful in the corporate 
 

world, a leader is required to be equipped 

with  a set  of specific  skills  and  qualities. 

Some of these are: 

• Passion  for  dynamism  and entre -

preneurship.
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• Loyalty, integrity, honesty, accountability 

and trustworthiness. 

•   Capabilities   of   developing   sustained 

growth strategies. 

• Providing opportunities for expansion of 

domestic/ global operations. 

• Providing scope for improving the 

organizational culture. 

• Maintaining a healthy balance between 

organizational culture, values and ethics and 

growth and profitability. 

• Having desire and adaptability for change, 

desire and capability of handling risks. 

• Clear and consistent communication skills 

including good receptive skills. 

• Empowerment, engagement and retention 

of employees. 

• Improving loyalty of employees towards 

the organization, particularly when there is 

no job guarantee. 

•  Keeping  employees  motivated  and 

satisfied in order to improve effectiveness. 

• Providing opportunities for employee 

development & growth – training, career 

succession, mentoring. 

•  Respect  for  employees  and  concern  for 

their wellbeing. 

• Creating space for leadership to grow at all 

levels. 

• Understanding and practicing social 

responsibility. 

• Improving brand image of the organization 

and customer loyalty. 

Preferred Leadership Qualities 
 

Primary data analysis suggests that the most 

significant leadership qualities 

expected/desired for the specified categories 

are as follows: 

(a)  Global  Corporate  Leadership 

visionary, innovative/creative, good 

communicator, Goal/result oriented, good 

manager. 

(b)  Indian  Corporate  Leadership 

visionary, passionate, good communicator, 

team builder and goal/result oriented. 

(c) Leadership for Government / Public 

Sector – Task oriented, honest/transparent, 

accessible, unbiased, organized. 

(d) Leadership for Service Industry 

performance oriented, assertive, proactive, 

good manager, disciplined. 

(e) Leadership for High Growth & 

Competitive Industry  change oriented, fast 

acting/strategist, innovative, future 

oriented/foresighted, risk taker. 

(f) Administrative Leadership visionary, 

decisive /strategist, honest/ morally 

principled, humane, impartial/unbiased. 

(g) Leadership for Armed / Police Forces 
 

– disciplined, hard task master, bold, 

influencing,attitudinal.
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(h) Leadership for Scientific / R&D 

Institutions –innovative, inspirational, open 

minded, dedicated,good mentor. 

(i) Leadership for Education Sector – 

knowledgeable,educated/qualified, Good 

communicator/orator,updated, disciplined. 

(j) Woman Leadership – mentally strong, 

creative, assertive, good mentor, tolerant. 

(k) Youth Leadership – knowledgeable, 

dynamic, outof-box thinker, adaptable, 

unprejudiced. 

(l) Leadership for Generation 

Employees/Teams– open minded, active, 

receptive, hospitable, risk taker. 

(m) Leadership for Aged / Elder Teams – 

respectful, good communicator, 

receptive/ready to seek opinion or take 

suggestions, motivator, encourage training 

needs/prepare team for handling new 

technology. 

Women leadership 
 

Our country is witnessing a significant 

increase in the number of women in 

boardrooms and senior positions. People 

prefer to have a better percentage of women 

employees  in  senior  and  managerial 

positions  as  they  provide  substantial 

diversity in the corporation in terms of skills 

or leadership qualities. Women are better 

team   builders,   flexile   yet   assertive   and  

MNC Leader views of technology 

persuasive and have better interpersonal 

skills.   Some   of   these   gender   specific 

qualities perceived by respondents and 

having value in the corporate world are: 

• Build emotional intelligence in the 

organization. 

• Better in interpersonal skills and are better 

listeners. 

• Better in nurturing talents in the 

organization. 

• More committed, principled and value 

based. 

• Better team builders, organizers and 

collaborators. 

• Often more determined and persuasive 

while chasing organizational goals. 

• More willing to take risks. 
 

• More effective in crisis management. 
 

• aver long term focus. 
 

• Treat financial aspects cautiously and more 

seriously. 

• Provide a more balanced working 

environment. 

• Provide motivation for women to grow 

without any gender bias. 

The challenges that many women face in 

leading  their  organizations  relate  to 

problems in balancing their professional life 

with their personal or family life.
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Leadership styles 
 

 The  way  the  leader  influence  his/her 

followers is called leadership styles 

    There are three basic style of leadership 
 

    Autocratic (or) authoritative style. 
 

    Democratic (or) participative style. 
 

    Laissez-faire (or) free rein policy. 
 

Autocratic Leadership Style 
 

 The leaders centralize power & decision 

making in himself/herself. 

 The leader commands complete control 

over the subordinates who are compelled 

to obey 

the orders. 
 

 The subordinate have no opportunity to 

make suggestion or take part in decision 

making function. 

Condition to autocratic style 
 

 The subordinators are incompetent and 

inexperienced. 

  The  leader  wants  to  be  active  and 

dominant in decision making. 

  The  leader  is  highly  competent  for 

making a right decision. 

Autocratic 

 
 

Limitation of autocratic 
 

 It  results  in  low  motivation  and  job 

dissatisfaction. 

    Potential leader‟s employees do not get 
 

opportunity to exhibit their capabilities. 
 

Democratic Leadership Style 
 

 The leader takes decision in consultation 

with subordinates. 

 The subordinates participate in decision 

making function    so    it    is    called 

participative style. 

 Participation in decision making enables 

subordinates to satisfy their social & ego 

needs. 

Advantages of democratic 

 

 

• It   gives   opportunities   to   the   sub- 

ordinates to develop their potential 

abilities and assume greater 

responsibilities. 

 It provides job dissatisfaction. 

 It helps make right decision. 
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Democratic 

Limitation of democratic 
 

 Decision    making    is    a    consuming 

process. 

 There is possibility that a few dominant 

sub-ordinates may influence decision in 

their favour 

Laissez – faire leadership 
 

    It is just the opposite of autocratic style. 
 

 The manager leaves decision making to 

the sub-ordinates. 

 The leader completely gives up his/her 

leadership role. 

 The sub-ordinates enjoy full freedom to 

decide as and what they like. 

Laissez – faire policy 

Advantages of Laissez Faire 
 

 Leader  is  able  to  fully  dedicate  

the powers of decision making to 

his/her sub 

– ordinates. 
 

 Sub – ordinates are also well 

competent and knowledgeable 

persons. 

 Organizational goals and objectives 

are well communicated to the 

employees. 

Limitation of laissez – faire 
 

 due to full freedom to sub – 

ordinates it creates 

    Mis – management in decision 

making. Might Leaders Need to 

Change Leadership Styles to 

Manage Multinational Locations 

Corporate structure is changing, both 

domestically  and  globally,  with 

globalization a driving force in transforming 

corporate leadership styles. Fueled by the 

Internet and the growth of social media, 

multinational companies are becoming less 

centralized.  They are also  becoming more 

flexible in order to deal with different 

cultures and unfamiliar legal and regulatory 

systems. Companies evolving in a changing 

business environment require new 

dimensions of leadership. 

 

Leading Multinational Companies: Three 
 

Significant Changes in the Role of 
 

Senior Leaders 
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Today‟s  business environment is changing. 

A lot has been written in recent years about 

this change and its various aspects:  

globalization, emerging markets, different 

competitors, exponential rate of change, new 

technologies  that  change  business  models 

and market places, impact of social media, 

etc. It affects people and businesses 

worldwide  and  surely  also  multinational 

companies. In working with multinational 

companies I see three specific changes that 

affect the role of its senior leaders. Three 

changes that require special attention and 

sometimes even a fundamental mind shift. 

Let me list these three changes in a 

condensed manner. 

a) A shift from management & control 

focus to alignment focus 

In  today‟s  business  world  it  is  clear  that 
 

agility, resilience, flexibility to respond, 

ability to adapt, speed of defining and 

executing strategic priorities, are more 

important for the company‟s success than 

ever before. It has become one of the main 

roles of senior leaders to enable the 

organization to adopt these qualities. 

Hierarchical, top-down oriented mechanisms  

of control and management need therefore to 

be  adapted  and  complemented  with  new 

ways of collaboration and teamwork. New  

ways that enable managers, employees, and 

teams   to   exchange   relevant   information 

faster with each other; to let knowledge and 

competencies   flow   more   easily   cross-  

boarder between units, departments and 

functions; to detect issues and solutions 

quicker; to be more flexible in adjusting to 

new circumstances; to speed up execution of 

new methods, processes and procedures. 

How to Develop Global Leadership 
 

Competencies 
 

Army Development in a Junior 
 

Leadership Officer 
 

Developing global leadership competencies, 

skills  and  behaviors  associated  with 

inspiring and motivating subordinates to do 

their best work typically starts with a self- 

assessment. This allows you to determine 

your weaknesses and  strengths. According 

the  Center  for  Creative  Leadership, 

grooming top leaders involves challenging 

assignments, relationships, and formal 

coursework and training. Making the 

transition from local leadership to global 

leadership includes learning to deal with 

complexity, bridging cultural and political 

differences   and   acting   as   a   responsible 

global citizen. 

Developing Flexibility 
 

Global leaders need the ability to be open- 

minded and flexible. Influencing others in a 

global environment requires adapting to 

different points of view. Without this 

flexibility, you limit the number of people 

http://work.chron.com/army-development-junior-leadership-officer-29923.html
http://work.chron.com/army-development-junior-leadership-officer-29923.html
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and situations you can respond to 

successfully. Developing the ability to adapt  

and change quickly involves taking some 

risks and trying out new techniques,  

volunteering  to  learn  new  strategies, 

traveling to new places to experience others' 

traditions and working with local leadership. 

For example, Wal-Mart leaders in India and 

Brazil have worked with schools, 

governments   and   communities   to   make 

locals more employable. 

Maintaining Cultural Interest 
 

Successfully collaborating across the world 

requires expertise in recognizing different 

interaction styles. This usually involves 

learning how to manage virtual teams across  

multiple  time  zones,  understanding 

workstyle preferences in different cultures to 

improve communication, and respecting 

diversity across geographic and functional  

boundaries. For example, Tufts University's 

Institute for Global Leadership conducts 

programs that help leaders understand 

difficult   global   issues.   To   develop   this 

global leadership competency, research  

cultural  norms  and  management  customs. 

For example, the Kwintessential website  

provides  access  to  free  international 

etiquette guides.  In China, staring directly 

into another person's eyes is considered 

disrespectful. Knowing this allows you to 

avoid this behavior and work more 

cohesively with Chinese business partners, 

co-workers and stakeholders. 

Being Resilient 
 

The ability to receive constructive feedback, 

cope and revitalize after failure characterizes 

resilience. Developing competency enables 

global  leaders  to  acknowledge  their 

strengths  and  limitations.  Learning  to 

manage the stress typically associated with 

leading   global   teams   helps   you   attain, 

sustain and maintain a competitive edge. To 

develop this competency, take a moment to 

reflect on disappointments, but don‟t dwell 

on them. Learn from your mistakes, modify 

your  approach  and  always  attempt  again. 

This can enable you to achieve the global 

leadership expertise you desire. 

Displaying Emotional Intelligence 
Effective  global  leadership  typically 

involves budgeting, planning and executing. It 

also involves thinking, behaving and 

communicating in a way that acknowledges 

human emotions. Psychologist Daniel  

Goleman identified five elements of emotional 

intelligence: self-awareness, self- regulation, 

motivation, empathy and social skills.  Global  

leaders  require  this competency to build 

strong teams that span  

borders  and  manage  relationships 

effectively. To improve your emotional 

intelligence,  avoid  stereotyping  others, 

accept other perspectives, practice humility, 
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address weaknesses, reject blaming others and 

take responsibility for actions. 

ii) Balance of Trade in Services 
 

Services  trade surplus  which  increased 

steadily  in  this  decade  to  reach  US$53.9 

billion   in2008-09,   fell   drastically   in   the 

global crisis year of 2009-10 to US$ 35.7 

billion.  This was caused  by the collapse  in 

exports    of   non-software    services, 

particularly  business  services,  the slow 

growth of software  services,  and the rise in 

import of non-software  services, particularly 

business   and  financial   services.   The  low  

 

service  trade  surplus  situation  continued  in 

the first half of 2010-11. 

 

 

 

iii) Increasing Flow of Capital 
 

It is observed  that with increase  in number 

of  foreign  companies   the  amount  of  FDI 

also  goes  on  increasing  but  it  is  in  many 

folds. In 1991 number of foreign companies 

was489and   FDI  was   $129   mn.   In  2001 

number  of  foreign  companies  increased  as 

1141theamount   of  FDI   was   US   $  4031 
 

Million that increased more than seven times 

i.e. US $29029 Million and in 2012 number 

of foreign companies  increased as 3191, the 

amount   of  FDI  also  increased   as  US  $ 

32952Million. 
 

 

iv) Information and Technology 
 

7,941  technology  transfer  approvals 

sanctioned by the government  during 1991 - 

2011.  USA ranks  number  one in providing 

technology   to  India  with  1750  approvals 

since   1991.   The   sector   wise   technology 

 

transfers out of the total technology transfer 

approvals. Electrical equipment including 

computer   hardware   and   software   sector 

made highest technology transfers i.e.1255 

technology transfer agreements concluded 

from the rest of the world over 

a period of 18 years i.e.1991 – 2008. 
 

Top 10 companies with best leadership 

qualities. 

1. Microsoft 
 

 
 

Microsoft Corporation India is a subsidiary 

of   Microsoft    Corporation,    an American 

multinational  company incorporated  in  the 

year 1975. 

Headquartered in Hyderabad, Microsoft 

Corporation India started its operations in 

India in the year 1990, Since then it worked 

closely with the Government of India and IT 

industry. It has contributed tremendously in 

the development  of technology and  is  the 

leading company in India for providing 

operating system for computers, laptops, 

tablets and mobile phones. 

2. IBM 
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IBM is ranked 2nd 

in the list of top 10 

multinational               

companies               

in India. Headquartered   in   Bangalore,   

IBM 

India Private Limited started its operation in 
 

1992  and  is  today  a  leading  company  of 

information technology in India. Its products 

and  services  in  India  include  IT  services, 

business           consulting,           application 

management, servers and storage solutions. 

IBM  India  Private  Limited  is  an  Indian 

subsidiary       of       IBM,       an American 

multinational  company established  in  1911  

by Thomas J. Watson and Charles Ranlett 

Flint. 

3. Nestle 
 

 
 

 

 

Next is Nestle India, a part of Nestle S.A, 

a Switzerland   based   food   and   beverage 

company.  Nestle  made  debut  in  India  in 

1912 by selling imported products and is 

presently a leading food and beverage 

company in India. 

Some of its most selling products are 

Nescafe,  Maggi,  Nestle  Milk,  Kitkat,  Bar 

one, Nestea, Nestle Slim Milk, Nestle Dahi, 

etc. 

4. Procter & Gamble 
 

 
 

Procter & Gamble is a globally acclaimed 

consumer goods company established in the 

 

year 1837 by William Procter and James 

Gamble. It started its operations in India in 

the  year  1964  and  presently  serves 

customers with products like Gillette, Vicks, 

Olay, Pantene, Ariel, Tide, etc. 

Procter & Gamble India operates more than 
 

10 manufacturing plants across the country 

and serves more than 600 million customers. 

5. Coca cola 
 

 Coca   Cola   is   the 

leading  beverage   company  in  India  and 

manufactures popular beverage brands like 

Coca-Cola,  Sprite,  Thums  Up,  Fanta, 

Maaza, etc. 

Coca    Cola    is    an American    Beverage 

Company founded in the year 1886 by Asa 

Griggs Candler and started its operations in 

India through its subsidiary Coca Cola India 

Private Limited. 

6. Pepsico 
 

 
 

PepsiCo  is  another American  company in 

this list, which manufactures snack foods, 
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beverages   and   other   products.   It   was 

founded in the year 1965 after the merger of 

Pepsi Cola Company and Frito Lay and 

presently operates in Asia, North America, 

South America, Africa and Europe. 

PepsiCo operates in India through its 

subsidiary, Pepsico India Holding Private 

Limited, which manufactures popular brands  

like Kurkure, Lay‟s, Cheetos, Lehar 

Namkeen, Uncle Chipps, 7Up, Pepsi, 

Mountain Dew, Slice, etc. 

7. Citi Group 
 

 
 

Next MNC on this list is Citi Group, which 

is       an American       Banking       Services 

Corporation incorporated in the  year 1998 

after the merger of Citicorp and Travelers 

Group.  Citigroup  made  debut  in  India  in 

1902 through its subsidiary, Citibank, which 

presently has more than 40 branches in over 

30 cities in India. 
 

Headquartered in New York, Citi Group 

owns      the World’s      largest      financial 

network with    operations    in    over    150 

countries across the globe. 

8. Sony Corporation 
 

 
 

Sony occupies the eighth position in the list 

of top 10 multinational companies in India. 

Sony Corporation is a Japanese 

Multinational Company came into existence 

in 1946 and operates in the sector of 

electronics, music and entertainment. 

 

Sony Corporation  started  its  operations  in 

India in 1994 and manufactures televisions, 

mobile phones, cameras, playstations, 

headphones, memory card, etc. 

9. Hewlett Packard (HP) 
 

 
 

 

 

Headquartered in Palo Alto, California, HP 

is a leading company that manufactures 

laptops, desktops, tablets, monitors, printers, 

etc. Hewlett Packard or HP is an American 

Electronics and Information Technology 

Company started in 1939. 

10. Apple Inc 
 

 
 

On   the   10th   position   is   Apple   Inc, 

an American                             Multinational 

Company,  founded in the year 1976. It 

develops and sells computers, laptops, 

software and online services. 

Apple is a world renowned consumer 

electronics  company and  some  of  its  best 
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known products are iPhone, iPad, iPod and 

Mac line of computers. 

Top 10 CEO’s With Best Leadership 
 

Qualities 
 

1. Sanjay Jha – Global Foundries 
 

Global  Foundries  is  the  world‟s first  full- 

service semiconductor foundry with a truly  

global manufacturing and technology 

footprint.  Before taking  up  the  top  job  at 

Global Foundries, he served as the CEO of 

Motorola mobility and later on for 

Qualcomm. Earnings: ~ 8.6 million dollars 

2.   Ajit   Jain   –   Berkshire   Hathaway 
 

Insurance 
 

One of the favorites of Warren Buffett, Ajit 

Jain is currently the President of the leading 

insurance  group  and  is  also  shortlisted  as 

one of the two successors for the position of 

the CEO. He previously worked with 

Mckinsey&Co.Earnings: ~ 10 million 

dollars 

3. Dinesh Patiwal – Harman Industries 
 

A leader in the market of premium audio 

and  infotainment  systems  for  the 

automotive, consumer and professional 

businesses. He worked at the ABB Group as 

President Global Markets and Technology, 

before  he  moved  to  Harman 

group.Earnings: ~ 10.6 million dollars 

4. Ajay Banga – MasterCard 
 

He is the current president and CEO of one 

of the leading financial services company. 

Recently,      President      Barack      Obama 

appointed Banga to serve as a Member of 

the President‟s Advisory Committee for 

Trade Policy and Negotiations. He is also 

the chairman of the United States – India 

Business Council (USIBC), a member of 

board of directors of the Dow Chemical 

Company, a member of the Council on 

Foreign Relations and member of 

International Business Council of the World  

Economic Forum. Earnings: ~ 12.4 million 

dollars 

5. Rakesh Kapoor – Reckitt Benckiser 
 

A UK listed MNC which deals in consumer 

goods and is producer of health, hygiene and 

home products. He literally worked his way 

up the ladder in the company and worked in 

different roles including Regional Sales 

Manager, General Manager, and Regional 

Marketing Director.Earnings: ~ 17 million 

dollars 

6. ShantanuNarayen – Adobe Systems 
 

He started off with a career at Apple and 

then moved on to serving as the director of 

desktop and collaboration products for 

Silicon Graphics. He then co-founded Pictra 

Inc., a company that pioneered the concept 

of digital photo sharing over the Internet. He 

also serves on Management Advisory Board 

of the current President of the 

States.Earnings: ~ 17.8 million dollars 
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Nooyi held product manager positions at 

Johnson & Johnson and textile firm 

MetturBeardsell. She then joined the Boston 

Consulting Group (BCG), and later on held  

 

strategy positions at Motorola and Asea 

Brown Boveri. She was named the president 

and the CFO after 7 years in the firm and 

became the CEO in the year 2011.Earnings: 

~ 18.6 million dollars 
 

8. SundarPichai – Google 

PichaiSundararajan,     better     known     as 

SundarPichai, is a technology executive and 

current  CEO  of  Google  Inc,  under  the 

holding company of Alphabet Inc. He joined 

Google  in  2004  and  has  headed  various 

projects        including        Chrome        and 

Jive.Earnings: ~ 50 million dollars 

9. SatyaNadella – Microsoft 
 

He worked with Sun Microsystems as a 

member of its technology staff before 

Microsoft in 1992. He then worked under 

various roles before he was appointed as the 

CEO.Earnings: ~ 84 million dollars 

10. Nikesh Arora – SoftBank 
 

He is the largest telecom companies in Japan 

and also one the leading investors in major 

startups in India. Before joining the giant, 

Nikesh worked with Google as a Chief 

Business Officer. He is known to the third 

highest paid executive in the world. 

Earnings: ~ 132 million dollars 

 

Conclusion 
 

This paper explored leadership qualities and 

styles that are emerging in India due to the 

rapidly changing corporate scenario in this 

region and around the world. The fast 

economic growth is demanding corporate 

leadership styles specific to this country that 

has diversity beyond imagination. However, 

we understood that a set of general qualities 

are required for any corporate leader and 

specific styles are effective as per the nature 

of business, market conditions and employee 

profile of At present the world economy is 

an integrated economy i.e. a world without 

borders, a world in which all goods and 

factors  can  be transported  across  different 

regions at negligible cost. Some industries 

spread their production process across many 

regions searching for the ideal environment 

for each specific phase of production. The 

magnitude and dimensions of human 

activities  are  squarely  rising.  The  concept 

like 'closed economy' and protectionist 

policies  are  being  gradually  replaced  by 

'market based global corporate economy’. 

Thus the most significant development in 

international economic scenario during the 

past two decades has been spectacular rise in 

power and influence of giant global 

corporate. It maybe said that the role of the 

global    corporate    is    crucial    and    their 
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existence is indispensable. However, their 

functioning needs proper regulation so as to 

ensure protection of national interests and to 

maintain the character of national economy 

as a separate family of the global economy. 

In the present international environment, 

though,  it  seen  difficult  to  follow  a close 

door policy,  yet it should not be an open 

policy as well. We have to be selective for 

allowing the foreign investment and at the 

same  time  we  must  encourage  the 

indigenous industry the team or the 

organization. 
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Unethical Activities , Reasons , Ethical
 

Management    ethics    is    the    ethical 

treatment  of  employees,  stock  holders, 

owners and the public by the company. 

In  present  modern  world  most  of  the 

corporate    sectors    are    only    profit 

motivated   and   becomes   unethical   in 

many circumstances.   In this paper we 

are  going  to  discuss  about  the  ethical 

management and ethical leadership. An 

overview about the challenges for being 

ethical.    There    are    many    unethical 

activities prevailing in the management 

of     the     modern     corporate     world. 

Unethical behavior may takes place in 

the workplace, business or management. 

There are many unknown ethical issues, 

let   us   discuss   about   some   common 

unethical    issues    and    reasons    for 

unethical  issues.  Let  us  also  overview 

about    the    ethical    marketing    and 

unethical practices over marketing. 

keywords   :   Ethical   Management   , 

Ethical    Leadership    ,    Challenges    , 

 

Marketing & Unethical Practices. 
 

Introduction 
 

Business  ethics  reflects  the philosophy 

of business, of which one aim is to 

determine the fundamental purposes of a 

company. If a company's purpose is to 

maximize shareholder returns, then 

sacrificing profits to other concerns is a 

violation  of  its fiduciary  responsibility. 

Corporate entities are legally considered 

as persons in USA and in most nations. 

The   'corporate   persons'   are   legally 

entitled to the rights and liabilities due to 

citizens as persons. 

Ethics are the rules or standards that 

govern our decisions  on  a daily basis. 

Many equate ―ethics‖ with conscience or 

a   simplistic   sense   of   ―right‖    and 

―wrong.‖ Others would say that ethics is 

an internal code that governs an 

individual‗s conduct, ingrained into each 

person by family, faith, tradition, 

community,  laws,  and  personal  mores.

https://en.wikipedia.org/wiki/Philosophy_of_business
https://en.wikipedia.org/wiki/Philosophy_of_business
https://en.wikipedia.org/wiki/Philosophy_of_business
https://en.wikipedia.org/wiki/Fiduciary_responsibility
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Corporations and professional 

organizations, particularly licensing 

boards,  generally  will  have  a  written 

―Code of Ethics‖  that governs standards 

of professional conduct expected of all 

in the field. It is important to note that 

―law‖ and ―ethics‖ are not synonymous, 

nor are the ―legal‖ and ―ethical‖ courses 

of action in a given situation necessarily 

the same. Statutes and regulations passed 

by legislative bodies and administrative 

boards set forth the ―law.‖ Slavery once 

was legal in the US, but one certainly 

wouldn‗t say forcibly enslaving humans 

was an ―ethical‖ act. 

History of Business Ethics 
 

Business ethical norms reflect the norms 

of each historical period. As time passes 

norms  evolve,  causing  accepted 

behaviors to become objectionable. 

Business  ethics  and  the  resulting 

behavior evolved as well. Business was 

involved       in slavery, colonialism, and 

the cold war. 

The term 'business ethics' came into 

common use in the United States in the 

early 1970s. By the mid-1980s at least 

500 courses in business ethics reached 
 

40,000 students, using some twenty 

textbooks  and  at  least  ten  casebooks 

along     supported     by     professional 

societies,    centers    and    journals    of 

business ethics. The Society for Business 

Ethics  was  started  in  1980.  European 

business schools adopted business ethics 

after    1987    commencing    with    the 

European    Business    Ethics    Network 

(EBEN). In    1982    the    first    single- 

authored books in the field appeared. 

Firms  started  highlighting  their  ethical 

stature in the late 1980s and early 1990s, 

possibly  trying  to  distance  themselves 

from the business scandals of the day, 

such as the savings and loan crisis. The 

idea   of   business   ethics   caught   the 

attention   of   academics,   media   and 

business  firms  by the  end  of  the Cold 

War. However,  legitimate  criticism  of 

business  practices  was  attacked  for  in 

fringing               the               "freedom" 

of entrepreneurs and       critics       were 

accused of supporting communists. This 

scuttled the discourse of business ethics 

both in media and academia. 

Ethical leadership 
 

―The more moral the people are in their 

business  dealings,  the  less  paperwork 

you need, the more handshakes you can 

have, the more the wheels of capitalism 

work better because there‗s trust in the 

marketplace.  Business  ethics  is  not  a

https://en.wikipedia.org/wiki/Slavery
https://en.wikipedia.org/wiki/Slavery
https://en.wikipedia.org/wiki/Cold_war
https://en.wikipedia.org/wiki/Cold_war
https://en.wikipedia.org/wiki/Savings_and_loan_crisis
https://en.wikipedia.org/wiki/Cold_War
https://en.wikipedia.org/wiki/Cold_War
https://en.wikipedia.org/wiki/Entrepreneurs
https://en.wikipedia.org/wiki/Communist
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joke.‖   Rick   Santorum   (BrainyQuote, 
 

2014) 
 

Ethical leadership is defined as the 

display of normatively apposite behavior 

by means of personal deeds and 

interpersonal  affairs,  and  the 

endorsement of such conduct to clique 

by mutual dialog, fortification, and 

decision-making. (Group, 2009) It is 

devoid of power abusing, hoarding 

privileges, inconsistency, information 

mismanagement,  misplaced  loyalties, 

and failures of assuming responsibilities. 

(sagepub, 2014) 

Ethical leadership has always casted a 

positive  impact  on  the  individuals  as 

well as organization at large. It provides 

employees with job satisfaction, just 

environment  at  workplace,  motivation 

for better performance and a role model 

to follow and thus enhances their 

commitment towards the organization 

decreasing their turnover tendency. 

(Dimitriou, 2012) 

Ethical leadership benefits the 

organization vastly as well. It reduces 

business liability by preventing costly 

administrative errors and rework. It 

avoids government intervention and cost 

of fines and law suits and also increases 

stakeholders          trust          in          the 

organization.  (NFY  Interactive,  2014) 

It promotes employee loyalty and higher 

performance by them. It also assures 

high-quality customer service thus 

ensuring customer loyalty. It also gives 

an  organization  an  additional 

competitive advantage as the people 

related to company from suppliers to 

consumer end feel that they are 

contributors to a system which works for 

societal   good.   (Ethicalleadership.com, 

2014) 
 

The excellent example of the positive 

impact of ethical leadership on the 

organization is seen in The Park Inn 

Heathrow, London which has launched 

new, long lasting, energy saving light 

bulbs as part of the hotel‗s Responsible 

Business program. Changing every bulb 

in the 900-bedroom property was a 

tedious   task.   But   as   per   regional 

engineer, Bob Burns this project alone 

results in a reduction of 948,761 kWh of 

electricity  and  a  financial  saving  of 

$80,000 thus benefiting the organization 

clearly. (Rezidor.com, 2014) 

Another example was set by IHG by 

incorporating physically challenged 

people   in   their   staff   to   make   their 

services more accessible to disabled 

people.       This       ethical       corporate
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responsibility that was fulfilled by IHG 

was beneficial for it as it brought pool of 

talented and loyal employees. (En Pasant 

Skills. 2014)IHG‗s chief, Andy Cosslett 

said about recruiting and managing 

diverse team with dignity and ethically 

that ―Not just because it helps drive the 

culture, which it does, but because it 

increasingly helps attract talented people 

to    the    business.‖    (Ethicalcorp.com, 

2014) Such ethical practices indeed 

stimulate strong sense of ethics and 

loyalty in an individual in organization 

and make him thus give better 

performance at work. 

Although there is no doubt that ethical 

leadership bring vast benefits to 

individuals  and  the  organizations  and 

thus  should  be promoted;  but  the side 

effects of it cannot be ignored. While 

leading a diverse team, individuals with 

different agendas, responsibilities and 

believes do not necessarily always 

perceive the leader‗s behavior in the way 

intended. Thus, not always ethical 

leadership impacts the employees 

positively. At times it is perceived as 

restriction to ones individuality. 

(Dimitriou, 2012)  Also if the ethical 

leadership  carried  out  by the leader is 

not in the exact accord with the company 

policies   but   is   an   outcome   of   his 

personal ethical standards then it might 

confuse   the   team   in   distinguishing 

ethical  and  unethical  practices  because 

of distorted ideas. (Small Business – 

Chron.com, 2014) 

Many times, the charisma of an ethical 

leader  creates  simply  loyal  followers, 

who are impotent to think individually 

and are not apt at decision making and 

thus a new line of leaders is never 

generated. Also due to strong influence 

of ethical leadership, employees tend to 

be  loyal  to  leaders  than  the  company 

thus  possessing a threat  of mass 

employee  turnover  if  the  leader 

descends.  (Small Business –Chron.com, 

2014) 
 

Furthermore, ethical leadership is not 

always economically profitable for the 

organizations as well. While practicing 

ethical leadership one has to place 

society‗s interest prior to individual and 

company profits. Ethical leaders tend to 

amplify confidence in their staff, 

providing the stipulations crucial to 

empower employees, suppliers, and even 

customers to take the risks essential to 

craft novel innovations  at the stake of 

company profit and name. For example, 

the leadership        team        in        Ritz-
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Carlton‗s permits each member of staff 

to spend up to $2,000 to deal with 

customer issues at his or her own 

prudence. (Seidman, 2010) 

However, it is important for one to 

understand that although ethical 

leadership has its own pros and cons; it 

is not optional but is mandatory 

especially in the people driven hotel 

industry. It is essential for leaders in this 

industry to lead not just ethically but by 

being sensitive to the diverse population 

involved in this business. Due to already 

high employee turnover rate, it is crucial 

for  leaders  to  generate  in  their 

employees company loyalty rather than 

manager loyalty. Also, since leaders 

lacking to reward ethical behavior and 

condemn unethical behavior will create a 

weak ethical organizational culture, it is 

critical for the manager to have not just 

high ethical standards but also effective 

leadership  skills  to  ensure  ethical 

conduct throughout organization. 

Ultimately it is essential for the leaders 

to   follow   Mark   Reeds   words   ―One 

should not ask, ‗Is  this the wrong thing 

to do?‗ but, ‗Is it the right thing to do?‗ ‖ 

Three levels of business ethics 

In our mission to define business ethics, 
 

Johnson  and  Scholes  provide  a  useful 

way of classifying the diverse elements 

therein: 

 The macro level: the role of business 

in the national and international 

orgnisation of society the relative 

virtues of different political/social 

systems, such as free enterprise, 

centrally planned economies, etc., 

international  relationships  and  the 

role of business on an international 

scale 

 The corporate level:           corporate 

social responsibility ethical issues 

facing individual corporate entities 

(private and public sector) when 

formulating and implementing 

strategies 

 The individual level:  the  behaviour 

and actions of individuals within 

organisations 

At the highest (macro) level, we ask the 

fundamental question of the role of 

business in society and what governance 

model works best to deliver the most 

benefits in a moral and responsible way. 

Morality itself is, of course a widely 

interpretable concept but for this purpose 

we will assume a broad understanding: 

that of "proper behaviour" and "knowing 

the difference between right and wrong", 

without specifying what constitutes right
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and wrong. (This is a whole debate unto 

itself and subject to cultural and 

individual relativism). Suffice it to say 

here  that  morality  sets  the  stage  for 

ethics, and therefore the code of conduct 

by which business activity is carried out 

and allowed to be carried out by national 

and international rules and standards. 

At the corporate level, the interpretation 

of  those  rules  and  standards  is  often 

what defines business ethics, affected by 

the specific circumstances and socio- 

cultural context in which the business or 

public sector organisation is operating. 

While all corporate entities in theory are 

directly influenced by personal morality 

and ethics, in practice there is often a 

gap  between  the  behaviour  of 

individuals within the working 

environment and outside it. This, we 

would argue, is one of the major factors 

leading   to   mistrust   of   big   business, 

where the separation of ownership and 

management is greatest, and so open to 

abuse. Even if directors/senior managers 

are  not  acting  unethically,  it  is  likely 

they would act differently if the money 

and the company about which they are 

making decisions were their own. (There 

are obvious exceptions as with any 

generalisation.) 

At  the  individual level,  this separation 

creates   a   distinct   ethical   model   - 

business  ethics  -  which,  depending  on 

factors  like  personality,  peer  pressure 

and the socio-political environment, can 

be  closer  or  further  away  from  the 

individuals  own  moral/ethical  code  of 

conduct. With limited liability meaning 

individuals are protected this can affect 

smaller     businesses      too      as      the 

consequences  of  one's  actions  has  a 

greatly   reduced   impact   on   personal 

circumstances. Clearly, every corporate 

entity   is    directly    affected    by   the 

individual's  moral  and  ethical  stance  - 

and any difference between business and 

personal  ethics  is  itself  arguably  an 

indictment of that individual stance as it 

implies some level of double standards. 

The importance of business ethics 

Business Ethics to a Company 

Working as an ethical business has many 
 

benefits, not least of which is the ability 

to attract and keep investors, employees 

and customers.  Knowing that the 

company they deal with has stated their 

morals and made a promise to work in 

an ethical and responsible manner allows 

investors peace of mind that their money 

is being used in a way that aligns with 

their own moral standing. When working
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for a company with strong Business 

Ethics, employees are comfortable in the 

knowledge that they are not by their own 

action or inaction allowing unethical 

practices to continue.  Customers are at 

ease buying products or services from a 

company they know to source their 

materials  and  labour in  an  ethical  and 

responsible way. 

For example, a coffee company which 

states all their raw beans are picked from 

sustainable plants where no deforestation 

has occurred, by people paid a good 

living  wage,  in  an  area  where 

investments have been made to ensure 

that producing the coffee for a foreign 

market has not damaged the local way of 

life, will find that all these elements of 

their buying strategy become themselves 

a selling point for their final product. 

A  company  which  sets  out  to  work 

within its own ethical guidelines is also 

less at risk of being fined for poor 

behaviour, and less likely to find 

themselves in breach of one of the 

multitude of laws concerning required 

behaviour – for example, laws around 

payments to corrupt regimes, or 

environmental practice policies. The 

whole company can be fined, the 

directors  can  be  fined,  and  individual 

employees can be fined if the 

responsibility for an infraction falls on 

their shoulders. 

Reputation is one of a company‗s most 

important assets, and one of the most 

difficult    to    rebuild    should    it    be 

lost.   Upholding  the  promises  it  has 

made is crucial to maintaining that 

reputation.  If you‗re looking to start up 

a company that is ethically sound right 

from the ground up, here‗s a short course 

on How      to      Create      an      Ethical 

Organization which will put you on the 

right path. 

Business Ethics to the Wider World 

Businesses  not  following  any  kind  of 

ethical code or carrying out their social 

responsibility       leads       to       wider 

consequences. 

The natural world can be affected by a 

lack of Business Ethics.  For example, a 

business which does not show due care 

for where it disposes its waste products, 

or fails to take a long term view when 

buying up land for development, or 

neglects its obligations towards 

minimizing its carbon footprint and 

driving  progress  towards  green 

renewable energy, is damaging the world 

in which every human being lives, and

https://www.udemy.com/business-ethics-how-to-create-an-ethical-organization/?tc=blog.importanceofbusinessethics&couponCode=half-off-for-blog&utm_source=blog&utm_medium=udemyads&utm_content=post23270&utm_campaign=content-marketing-blog&xref=blog
https://www.udemy.com/business-ethics-how-to-create-an-ethical-organization/?tc=blog.importanceofbusinessethics&couponCode=half-off-for-blog&utm_source=blog&utm_medium=udemyads&utm_content=post23270&utm_campaign=content-marketing-blog&xref=blog
https://www.udemy.com/business-ethics-how-to-create-an-ethical-organization/?tc=blog.importanceofbusinessethics&couponCode=half-off-for-blog&utm_source=blog&utm_medium=udemyads&utm_content=post23270&utm_campaign=content-marketing-blog&xref=blog
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damaging the future prospects of all 

companies. 

Developing  countries  can  be  damaged 

by  poor  business  ethics.   Large 

companies neglecting to set a good 

example of Corporate Social 

Responsibility actively hinder the 

progression of all business in developing 

countries.  Outside businesses taking 

advantage of cheap labour or dominating 

local  markets  from  an  unfair  position 

may make a profit in the short term, 

however in the long term this is a false 

economy.  The world as a whole is held 

back by companies operating without 

business ethics. 

This also applies to other companies 

which  may  work  together.   A  robust 

code of Business Ethics should forbid 

dealing with a company whose 

commitment to Corporate Social 

Responsibility is lesser, so as to avoid 

condoning or appearing to condone poor 

ethical behaviour.  In this manner of 

boycotting unethical companies, 

individuals and companies can positively 

influence       the       whole       business 

world.    When   an   unethical   company 

finds itself with no customers, no 

investors and no suppliers, it will be 

forced to change its ways or go out of 

business; constant striving for better and 

more ethical dealings in this way 

produces a cycle of continuous 

improvement. 

Where individuals, such as fishermen, 

cannot afford to be ethical about some of 

their work – for example overfishing or 

taking due care for coral or other species 

– and are unable to take into account the 

bigger  picture  during  their  day to  day 

operation, it falls to the government or 

other officials to introduce laws and 

regulations and enforce them. Without 

this long view approach, sustainability 

will  fail  and  future  generations  will 

suffer. 

Peoples   Responsible   for   Ethics   in 
 

Private Corporation 
 

Ethics within a business guide and 

influence  how  the  company  engages 

with its customers, suppliers and 

intermediaries. Ethical behavior is 

increasingly important in competitive 

markets with consumers showing greater 

interest in environmental issues and 

employee welfare in foreign 

manufacturing, for example. Because 

ethics   involves   making   choices   that 

affect bottom-line profitability, 

responsibility is driven by management,
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but everyone in the business must help 

make ethics a part of everyday activities. 

Senior  Managers  and  Business 

Owners 

With overall behavior of a business set 

by its owner or manager, the broad 

strategic approach to business ethics is 

set at the highest level possible. The 

views and beliefs of management filter 

down to section managers and team 

leaders, HR colleagues and operational 

staff. Everyone in the business takes 

direction from the business' strategic 

position. The leadership challenge is to 

ensure that the values you hold are both 

reasonable and translated effectively into 

procedures, policies and standards of 

behavior that everyone can understand 

and accept. 

Human Resources 
 

In organizations with dedicated human 

resources departments, HR personnel 

have a role in ensuring the ethical 

standards of the business are both 

understood and adhered to. This involves 

recruiting for attitude as much as it does 

for qualifications, experience and 

technical ability. An effective induction 

program should explain the business's 

ethical position to new recruits so they 

understand  the  standards  of  behavior 

expected  of  them  from  day  one.  A 

formal  staff  appraisal  and  review 

program also can help monitor employee 

behavior and attitudes to the established 

standards. 

Section Managers or Team Leaders 

Team leaders and section managers are 

largely   responsible   for   implementing 

business strategy and are an important 

link in the chain between employees on 

the   shop   floor   and   the   views   and 

demands    of    the    business    owner. 

Managers  must  take  charge  of  their 

operational  duties  to  ensure  that  the 

business delivers on its objectives in line 

with the ethical standards established at 

a more senior level. They also must be 

prepared     to     take     action     against 

noncompliance where evidence emerges. 

Employees 

At the heart of a business, employees 

drive productivity, profit and growth. 

Business ambitions cannot be realized 

with an ineffective workforce, making it 

vital for a business owner to ensure his 

staff not only understands but shares his 

values. To maximize the engagement of 

your staff, it is important your ethical 

standards are realistic, acceptable and do 

not  create  cause  for  conflict  between
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your  beliefs  and  those  of  your 

workforce. 

Kinds   of   Unethical   Behaviour   in 
 

Business 
 

Unethical behavior in business runs the 

gamut, from simple victimless crimes to 

huge travesties that can hurt large 

numbers of people. Whether it is stealing 

a pen, padding an expense report, lying 

to  avoid  a  penalty  or  emitting  toxic 

fumes into the air, unethical behavior 

cannot be condoned by a company. A 

strict ethics policy is the cornerstone for 

any business that wants to maintain a 

good reputation. 

Theft 
 

Theft  at  work  comes  in  a  variety  of 

forms, and oftentimes employees do not 

view it as unethical behavior, believing 

no   one   gets   hurt   by   the   action. 

Employees  take  home  office  supplies, 

use business computers for personal 

tasks, pad expense accounts and abuse 

sick time or allotted personal days. 

Unethical behavior also includes having 

another employee punch a time card, or 

not  punching  out  for  lunch  hours  or 

other  nonapproved  time  off.  Though 

these may seem like minor infractions, 

they eventually have an impact on the 

bottom line of the company, which then 

hurts  all  employees.  Theft  also  affects 

employee morale and is disheartening to 

those who choose to behave ethically. 

Vendor Relationships 

Businesses that buy from and sell 

products to other businesses are 

sometimes subject to unethical behavior. 

The practice of accepting gifts  from a 

vendor in exchange for increased 

purchasing is not only unethical, it may 

have legal repercussions. The same can 

be said for offering a customer kickback 

to increase his purchasing habits. Ethics 

policies often contain guidelines for 

giving or accepting gifts with vendors or 

other business associates, such as a cap 

on the value of the gift. Other businesses 

strictly forbid giving gifts or any other 

item with monetary value. This is a 

safeguard to prevent any perception of 

unethical behavior. 

Bending the Rules 
 

Bending the rules in a business situation 

is often the result of a psychological 

stimulus. If an employee is asked to 

perform  an  unethical  task  by  a 

supervisor or manager, he may do it 

because his allegiance to authority is 

greater  than  his  need  to  abide  by  the 

rules. Turning the other way to avoid 

trouble  for  another  employee  is  still
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unethical, even though the motivation 

may be empathetic. For example, 

knowing that a coworker is having issues 

outside   work   justifies   watching   him 

leave early each day without reporting it. 

Withholding information that can change 

an outcome also falls under the umbrella 

of unethical behavior, even if the 

perpetrator believes he is doing what is 

in the best interest of the business. For 

example, if a poor earnings report is 

withheld until after a stockholder 

meeting. 

Environmental 
 

Unethical behavior by companies, such 

as releasing pollutants into the air, can 

affect cities, towns, waterways and 

masses of people. Though accidents can 

occur, the release of harmful toxins into 

the environment due to lax safety 

standards, improper maintenance of 

equipment or other preventable reasons 

is unethical. If a business willingly 

continues production of a product 

knowing inherent environmental risks 

exist, it can certainly be categorized as 

unethical behavior. 

Wages and Working Conditions 
 

Other unethical practices include not 

paying workers a fair wage, employing 

children under the legal working age and 

unsafe or unsanitary working conditions. 

Any practices that are not in compliance 

with fair labor standards and federal 

working guidelines fall into this category 

Unethical behaviour among businesses 

    Dumping  pollutants  into  the  water 
 

supply  rather  than  cleaning  up  the 

pollution properly. 

 Releasing toxins into the air in levels 

above what is permitted by the 

Environmental Protection Agency. 

 Coercing  an  injured  worker  not  to 

report a work injury to workers' 

compensation   by   threatening   him 

with the loss of a job or benefits. 

 Refusing to give an employee a final 

paycheck for hours worked after the 

employee leaves the company. 

 Not paying an employee for all of 

the hours worked. 

 Incorrectly classifying an employee 

as an independent contractor and not 

as  an  employee in  order to  reduce 

payroll taxes and avoid purchasing 

unemployment and workers' 

compensation insurance. 

 Engaging  in  price  fixing  to  force 

smaller competitors out of business. 

 Using   bait   and   switch   or   false 

advertising tactics to lure customers 

in or convince them to buy a product.
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 Rolling  back  the  odometer  on  a 

vehicle that is for sale. 

 Refusing to honor a warranty claim 

on a defective product. 

Challenges for being ethical 
 

Challenges in business ethics commonly 

include    balancing    responsibility    to 

shareholders with social responsibility to 

the      community      and      employees. 

Decisions  that  balance  corporate profit 

against compensation to workers might 

also    present    challenges    related    to 

business  ethics,  especially  during  an 

economic  downturn.  Other  challenges 

might    revolve    around    philanthropic 

activities that contribute to the economic 

good     of     the     community.     These 

challenges   might   also   involve   legal 

compliance with laws and regulations. 

Executive  pay  and  the  distribution  of 

wealth  might  prompt  discussion  about 

the challenges in business ethics. Some 

critics  say  multimillion  dollar  bonuses 

and   benefit   packages   for   executives 

should be linked to actual contributions 

to   the   company.   The   ratio   of   pay 

between      upper-level      management, 

shareholders, and lower-level employees 

might   create   challenges   for  business 

ethics. 

Working conditions and outsourcing 

represent additional challenges company 

owners might face. In some firms, 

executives who successfully increase 

profits by moving operations overseas 

might be rewarded, even though it puts 

people out of work. If employee pay and 

benefits are cut while executives receive 

bonuses based on the savings, it might 

be classified as an ethical dilemma. Both 

situations typically bring up challenges 

in business ethics. 

Ethics  might  also  involve  attempts  to 

hire employees who share company 

values regarding the environment and 

dealing with customers. Challenges in 

business  ethics  include  identifying and 

recruiting workers without regard to sex, 

age, or ethnic background. Once hired, a 

company operating ethically usually 

attempts to share power and leadership 

through training programs. Training 

might include giving employees tools to 

solve ethical dilemmas on the job. 

In the area of compliance, challenges in 

business ethics might include going 

beyond adherence to laws and 

regulations. For example, a firm might 

follow environmental  law because  it  is 

required, but an ethically responsible 

company       might       improve       the

http://www.wisegeek.com/what-are-business-ethics.htm
http://www.wisegeek.com/what-is-environmental-law.htm
http://www.wisegeek.com/what-is-environmental-law.htm
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environment because it‗s the right thing 

to   do   as   a   corporate   citizen.   The 

company operating within a strict code 

of ethics typically makes decisions that 

improve the community instead of 

decisions based solely on profits. 

Other issues that crop up as ethical 

concerns might center on conflicts of 

interest and corruption. News stories 

about  some  large corporations cheating 

investors in high-profile scandals have 

often brought business ethics to the 

forefront. Other instances might involve 

political contributions in an attempt to 

sway  regulators   to   relax   compliance 

laws. 

Is Ethical Behaviour Good or Bad for 
 

Business 
 

I'm not sure either the above question is 

an easy one for businesses to answer? 

And I'm not sure that acting ethically 

makes good business sense? As with all 

issues in business studies, there are two 

sides to every argument, the advantage 

ofethical behavior and the disadvantages 

for ethical business. 

The advantage of ethical behavior 
 

1. Higher revenues - got requests from 

positive consumer support 

2. Increasing brand and business 

awareness and recognition 

3. Improve to be better employee 

motivation and recruitment 

4. New source of finance example from 

ethical investors 

The  disadvantages  for  ethical 

business: 

1.  Higher  cost  -  sourcing from  lowest 

price suppliers 

2. Higher overhead - training and 

communication of ethical policy 

3. Too danger to give the false 

expectations. 

Marketing ethics 
 

Marketing ethics is an area of applied 

ethics which    deals    with    the    moral 

principles behind the operation and 

regulation of marketing. 

Unethical marketing practices 
 

1. Making false, exaggerated, or 

unverified claims 

In  a desperate bid to compel potential 

and existing customers to buy their 

products or services, some marketers use 

false statements, exaggerated benefits, or 

make unverifiable claims about their 

offers.  This  is  common  in  the  weight 

loss industry, where marketers convince 

potential buyers that a particular product 

can help them shed so-and-so pounds 

within two weeks without exercise or 

dieting!

http://www.wisegeek.com/what-is-a-code-of-ethics.htm
http://www.wisegeek.com/what-is-a-code-of-ethics.htm
http://www.wisegeek.com/what-is-a-code-of-ethics.htm
http://www.wisegeek.com/what-is-a-corporation.htm
https://en.wikipedia.org/wiki/Applied_ethics
https://en.wikipedia.org/wiki/Applied_ethics
https://en.wikipedia.org/wiki/Applied_ethics
https://en.wikipedia.org/wiki/Marketing
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2. Distortion of facts to mislead or 

confuse potential buyers 

This is another common unethical 

marketing practice. A typical example is 

when a food processing company claims 

that   its   products   are   sugar-free   or 

calorie-free when indeed they contain 

sugar  or  calories.  Such  a  company  is 

only trying to mislead potential buyers, 

since they are unlikely to buy the 

products if it is made known that they 

contain sugar or calories. 

3. Concealing dark sides or side effects 

of products or services 

This unethical marketing practice is rife 

in the natural remedies industry, where 

most manufacturers deceive potential 

buyers that their products have no side 

effects because they are ―made from 

natural products‖. But in reality, most of 

these products have been found to have 

side effects, especially when used over a 

long period. In fact, there‗s no product 

without  side  effects—it‗s  just  that  the 

side  effects  might  be  unknown.  It‗s 

better to say, ―There are no known side 

effects‖ than to say ―there are no side 

effects―. 

4. Bad-mouthing rival products 

Emphasizing  the  dark  sides  of  your 

rival‗s products in a bid to turn potential 

customers towards your own products is 

another common but unethical marketing 

practice. Rather than resort to this bad 

strategy, you should emphasize on those 

aspects that make your offer stand out 

from the rest of the pack. That‗s 

professional and ethical. 

5. Using women as sex symbols for 

advertising 

The rate at which even reputable brands 
 

are resorting to this unethical marketing 

practice is quite alarming. If you observe 

TV, billboard, and magazine adverts, 

there‗s something common to most of 

them; a half-naked lady is used to attract 

attention to the product or service being 

advertised. While it might be intuitive to 

use   models   in   adverts   for   beauty 

products and cosmetics, having half- 

naked models in adverts for generators, 

heavy   machinery,   smartphones,   and 

other products not strongly related to 

women  is  both  nonsensical  and 

unethical. 

5. Using fear tactics 
 

This is another common unethical 

marketing practice among snake oil 

salespersons. You will hear them saying 

something like: ―This price is a limited- 

time offer. If you don‗t buy now, you 

might have to pay much more to buy it
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later because the offer will end up in two 

days time, and the price will go up.‖ The 

only motive behind those statements is 

to prompt the potential buyer to make a 

decision  on  the  spot.  And  that‗s 

wrong. Why subject someone to undue 

pressure because you want to make 

money off him or her? 

7. Plagiarism of marketing messages 

Though    uncommon,    some    business 

owners and salespersons engage in using 

the  exact  marketing  messages  of  their 

competitors    to    market    their    own 

products or services. Creativity is a huge 

part   of   marketing,   and   using   other 

businesses‗   marketing   messages   just 

passes   you   off   as   being   creatively 

bankrupt and fraudulent. 

8. Exploitation 
 

This is charging for much more than the 

actual value of a product or service. For 

marketing efforts to remain with ethical 

limits; the prices of your offers must be 

equal to or less than the value they give 

the buyer. If the value is less than the 

cost, it‗s unethical. 

9. Demeaning references to races, age, 

sex, or religion 

Ethical marketing must be devoid of all 

forms of discrimination. If your 

marketing  messages  contain  lines  that 

place people of certain age range, sex, 

religion, nationality, or race at a higher 

level than others, then you are crossing 

the bounds of ethical marketing. 

10. Spamming 
 

Spamming is when you send unsolicited 

emails to potential customers, 

encouraging them to buy your products 

or services. This is the commonest 

unethical  marketing  practice  done 

online.  The  number  of  time  you  send 

such emails doesn‗t matter. Whether you 

send them once, or on occasions, or 

frequently, you remain a spammer. 

Top    10    Companies    with    Ethical 
 

Corporate Policies 
 

It's not often that companies are 

celebrated for good behavior. Here are 

corporations  with  policies  we  can 

support. 

Between the cutthroat competition and 

questionable actions taken in order to 

extend profit margins, it's pretty easy to 

paint the corporate world in a negative 

light. However, there are plenty of 

companies  out  there  that  hold 

themselves  to  a  higher  standard  and 

show respect for the world around them. 

From having the best employee benefits 

to the championing of education and the
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environment, this list honors the 

companies with stellar moral practices. 

10. Salesforce.com 
 

For     years, Salesforce.com has     been 

honored for its philanthropy and good 

practices. Through   its   Salesforce.com 

Foundation, the company has donated 

millions of dollars toward education 

grants  and  technology,  and  even 

discounts its services to non-profit 

organizations. The company also 

encourages its employees to get into the 

action by giving them six days off per 

year to do any type of charitable work 

they choose. Saleforce.com frequently 

ranks highly on lists of companies 

offering the best salaries and hourly rates 

for employees. 

9.Starbucks  While  some  may  argue 

that Starbucks has no place on this list 

due to its competition-crushing business 

practices, the company's bad press 

shouldn't outshine what it does for 

society. While it isn't perfect, the 

company is often quick to fix its 

environmental problems, from greatly 

reducing the water it uses for its dipper 

well to using recycled paper in its cups. 

The  company  also  encourages 

consumers to be environmentally 

conscious by offering a 10-cent discount 

to those who bring their own reusuable 

cups and giving free coffee grounds to 

consumers who want to use them for 

compost. Starbucks is also dedicated to 

its baristas, offering them full health 

insurance benefits and stock awards. In 

addition, like another controversial 

company on this list, the company is also 

a vocal advocate of same-sex marriage. 

8.       Goldman       Sachs       Goldman 

Sachs could easily   be seen as the most 

controversial pick for this list because of 

its business ethics. But its vocal support 

of marriage equality has earned it some 

merit in terms of social ethics. In 

February 2012, Sachs CEO Lloyd Blank 

Fein appeared in a human rights 

campaign      ad advocating      marriage 

equality, much to the surprise of Wall 

Street. The move was not without 

consequence: It was reported that a high- 

profile client  dropped  its  account  with 

Goldman Sachs after the announcement, 

but the company has maintained its 

position. To those of you thinking that 

Goldman Sach's support of same-sex 

marriage is a way of buying goodwill, 

keep in mind that since at least 2008, the 

company has offered to completely fund 

its employee's gender reassignment 

surgery pro bono. 

http://www.salesforce.com/company/foundation/
http://www.salesforce.com/company/foundation/
http://www.salesforce.com/company/foundation/
http://www.youtube.com/watch?feature=player_embedded&v=cSv5bXC2ANg
http://www.youtube.com/watch?feature=player_embedded&v=cSv5bXC2ANg
http://www.youtube.com/watch?feature=player_embedded&v=cSv5bXC2ANg
http://www.youtube.com/watch?feature=player_embedded&v=cSv5bXC2ANg
http://www.youtube.com/watch?feature=player_embedded&v=cSv5bXC2ANg
http://www.huffingtonpost.com/2012/05/02/goldman-sachs-gay-marriage_n_1472367.html
http://www.huffingtonpost.com/2012/05/02/goldman-sachs-gay-marriage_n_1472367.html
http://www.huffingtonpost.com/2012/05/02/goldman-sachs-gay-marriage_n_1472367.html
http://www.huffingtonpost.com/2012/05/02/goldman-sachs-gay-marriage_n_1472367.html
http://www.huffingtonpost.com/2012/05/02/goldman-sachs-gay-marriage_n_1472367.html
http://money.cnn.com/2008/02/08/news/companies/gender.fortune/index.htm
http://money.cnn.com/2008/02/08/news/companies/gender.fortune/index.htm
http://money.cnn.com/2008/02/08/news/companies/gender.fortune/index.htm
http://money.cnn.com/2008/02/08/news/companies/gender.fortune/index.htm
http://money.cnn.com/2008/02/08/news/companies/gender.fortune/index.htm
http://money.cnn.com/2008/02/08/news/companies/gender.fortune/index.htm
http://money.cnn.com/2008/02/08/news/companies/gender.fortune/index.htm


Emperor International Journal of Finance and Management Research [EIJFMR]  ISSN: 2395-5929 
 

©Mayas Publication Page 136 
 

 
 

7.Ultimate Software Another company 

that enjoys hero status for its treatment 

of its employees is Ultimate Software. 

Every  year  the  company  rises  in  the 

ranks as one of the best companies to 

work for because of perks like the 100% 

free health care it offers its employees, 

including complete coverage for all their 

dependents. The company also gives its 

employees an all-expenses paid vacation 

every two years. Ultimate Software is 

enjoys a great deal of diversity in its 

hiring  practices  --  at  least  46%  of  its 

staff are women, and 33% are minorities. 

6. NuStar Energy It's not often that oil 

companies  are  thought  of  as  ethical, 

but NuStar's   Energy treatment   of   its 

employees regularly lands it on lists of 

the best companies to work for. The 

company pays 100% of its workers' 

health insurance premium, and even 

matches 401(k) contributions up to 6%. 

In addition, the company has a strict no- 

layoffs policy, and lends its employees 

the corporate jet in times of crisis. 

Although it would have placed higher if 

it was a little greener, NuStar's 

commitment to its people is truly an 

example of its ethical policies. 

5.SAS Institute SAS Institute is another 

software company that is renowned for 

its employee benefits. Employees at SAS 

receive   subsidized   Montessori   child 

care, unlimited sick time, and access to a 

free health center. The company also 

fosters a strong sense of community; its 

staff has intramural sports leagues, and 

the    company    has    never    had    a 

layoff. SAS   also   supports   education 

philanthropy, particularly programs that 

are dedicated to promoting science, 

technology,  engineering,  and 

mathematics programs for children. The 

company also encourages its employees 

to volunteer at various charities and even 

makes cash contributions to non-profit 

programs  where  the  employees 

volunteer. 

4. Patagonia  While most winter and 

outdoor clothing companies advocate 

environmentalism to some degree, 

Patagonia is dedicated enough to the 

cause to let it seriously affect its bottom 

line.   In   1985,   the   company   started 

the 1%  for  the  Planet  pledge and  has 

consistently asked other companies to 

join it in donating 1% of its sales to help 

save the environment. Even more 

impressive is the fact that Patagonia, 

aware of the impact its business has on 

the environment, has frequently asked its

http://www.sas.com/company/csr/education.html
http://www.sas.com/company/csr/education.html
http://www.sas.com/company/csr/education.html
http://www.onepercentfortheplanet.org/en/
http://www.onepercentfortheplanet.org/en/
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consumers  to refrain  from  buying  its 

products if they don't really need them 

3. Intel Since 1988, the computer chip 

manufacturer  Intel has  been  trying  to 

bolster its reputation through its efforts 

to      strengthen      technological 

education. Through the Intel Foundation, 

the company hosts the Intel Science 

Talent Search and the international 

Science and Engineering Fair to help 

encourage STEM  (science,  technology, 

engineering, and mathematics) education 

for young people. Intel is also interested 

in making these areas more diverse; the 

company has many donation funds and 

programs to encourage girls and 

underprivileged minorities to study in 

these fields. Employees of Intel also 

experience the company's dedication to 

education through a very strange 

corporate perk -- the company promotes 

or reassigns them to different fields and 

areas every 16 to 24 months, in the 

interest  of  making  sure  that  workers 

never become bored with their roles, and 

encouraging them to explore new fields. 

Accepted employees are often told, 

"Welcome to your next five jobs." 

2. Microsoft Given the fact that it was 

started by Bill Gates, one of America's 

most generous philanthropists, it follows 

that Microsoft would     do     well     in 

following  his  example.  The  tech 

company and its employees donate over 

$1  billion  yearly to  charities  and  non- 

profit organizations. If that wasn't 

enough, Microsoft's management and 

employee's    have    also    decided    to 

tackle America's     IT     professional’s 

shortage through its TEALS program. 

Through the TEALS program, Microsoft 

employees are encouraged to volunteer 

at local schools to instruct students in 

computer  science,  in  the  hopes  that  it 

will inspire them to enter the technology 

industry. It's only natural that Microsoft 

employees would be generous people; in 

addition to being among the highest paid 

employees in America, they also enjoy a 

plethora of perks, including 100% 

coverage on their health care premiums. 

1. Google  Although some may criticize 

the  company,  Google regularly  makes 

good on its motto: "Don't be evil." 

Through its Google Green Program, the 

company has donated over $1 billion to 

renewable energy projects, and has 

decreased its own footprint by using 

energy efficient buildings and public 

transportation.  The  company  is  also a 

staunch advocate of free speech, which 

can   be   observed   from   its   frequent

http://www.patagonia.com/email/11/112811.html
http://www.patagonia.com/email/11/112811.html
http://www.patagonia.com/email/11/112811.html
http://www.intel.com/content/www/us/en/corporate-responsibility/intel-foundation.html
http://money.cnn.com/magazines/fortune/best-companies/2012/snapshots/46.html
http://money.cnn.com/magazines/fortune/best-companies/2012/snapshots/46.html
http://money.cnn.com/magazines/fortune/best-companies/2012/snapshots/46.html
http://money.cnn.com/magazines/fortune/best-companies/2012/snapshots/46.html
http://money.cnn.com/magazines/fortune/best-companies/2012/snapshots/46.html
http://www.triplepundit.com/2013/01/corporate-giving-programs-going-strong/
http://www.triplepundit.com/2013/01/corporate-giving-programs-going-strong/
http://www.minyanville.com/sectors/technology/articles/Microsoft-MSFT-Teals-Apple-AApl-Windows/10/2/2012/id/44573
http://www.minyanville.com/sectors/technology/articles/Microsoft-MSFT-Teals-Apple-AApl-Windows/10/2/2012/id/44573
http://www.google.com/green/
http://www.google.com/publicpolicy/issues/freedom-of-expression.html
http://www.google.com/publicpolicy/issues/freedom-of-expression.html
http://www.google.com/publicpolicy/issues/freedom-of-expression.html
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conflicts with the Chinese government. 

Google is also an open supporter of gay 

rights. Yet all this pales in comparison to 

Google's  status  as  a  paragon  for 

employee benefits. Just to name a few, 

Google employees have access to free 

health  care and  treatment  from  on-site 

doctors,  free  legal  advice  with 

discounted legal services, a fully stock 

snack pantry and onsite cafeteria (staffed 

by world-class chefs, no less), and a free 

on-site   nursery.   With   such   a   stellar 

record of social awareness and positive 

employee relations, Google is easily the 

best example of ethics in the corporate 

world today. 

Examples of unethical business 

practices 

At some point in time, many people have 

been faced with the possibility of 

unethical companies or their decision to 

follow an unethical business practice. 

These practices give companies bad 

reputation, and the way we respond may 

involve making very challenging 

decisions. In some cases, we have to 

expose the unethical business practices, 

making the outside knowing what is 

happing to the world. The truth is that 

not every company follows regulations. 

Below we give words about legal basis 

and some cases helping to know more 

unethical business practices. 

1. Toyota Ignored Safety 
 

In 2010, Toyota ignored information 

about safety and delayed investigating 

possible recalls. In 2009, they learned 

about sticking pedals and faulty brakes; 

instead of addressing the issue, they 

added   side   airbags.   In   some   cases, 

Toyota faced accusations of hiding 

evidence for hundreds of cases involving 

death and rollovers, putting their drivers 

and passengers at risk. 

2. Apple Uses Slave Labor 
 

Apple relies on child slave labor that is 

working in dangerous conditions, for ten 

hours each day while being exposed to 

cancerous vapors. The conditions at the 

manufacturing plant Foxconn are bad 

enough that they had to install "anti- 

suicide   nets."   The   workers   live   in 

horrible conditions and experience 

unreasonable workloads and humiliating 

discipline. Apple has  reduced  some of 

their work with Foxconn, but they still 

rely primarily on them. Apple also used 

Irish tax loopholes to avoid some taxes. 

3.     Monsanto     Relies     on     Toxic 
 

Chemicals 
 

Monsanto created Agent Orange, a 

chemical weapon used in Vietnam that
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still affects the population today. Until 

now, the company works in GMO foods 

and   own  the  vast   majority  of  seed 

patents (more than 95 percent). They sue 

small farmers aggressively and work to 

discredit dissenters by using fake online 

profiles. 

4. Philip Morris Advertised To Kids 

The tobacco giant Philip Morris has been 

considered unethical for years as a great 

deal  of  advertising  from  them  targets 

kids. Despite stricter regulations, Philip 

Morris still prominently places ads and 

products   in   magazines,   convenience 

stores, and delis. They continue to try to 

create the image of smokers being cool 

and are considered the biggest reason for 

young smokers. 

5. Chevron Spills Toxic Waste 
 

Chevron has attempted to avoid millions 

of dollars' worth of taxes plus 18 years' 

worth of unethical business practices. 

When they dumped billions of gallons 

worth of toxic waste into Ecuadorian 

rainforest, they were sued and tried to 

deny   their   involvement   even   though 

there was plenty of solid evidence. They 

even faked a letter from Ecuador's 

ambassador that claimed to dismiss the 

lawsuit   and   worked   to  discredit   the 

judge, delaying the suit for two years. 

6. DynCorp Harms Locals 
 

DynCorp is a private military contractor 

that has been paid to fight in the 

Colombian drug war since 2001. They 

have been accused of recklessly 

endangering the environment and people 

of the country as well as torture and 

murder. They have also been accused of 

applying large quantities of herbicides to 

crops, leading to livestock death, health 

issues and more than 10,000 deaths. 

During   the   late   90s,   Dyncorp   was 

accused of statutory rape and selling 

children as slaves in Bosnia while they 

were supposed to be working. 

7. Wal-Mart Lacks Compassion 
 

Wal-mart is well-known for their 

unethical business practices concerning 

employees. They consistently place 

profits before the health of their 

employees. Just one example is Deborah 

Shank, who was in a collision involving 

a semi-trailer in 2000, resulting in 

permanent  brain  damage  and 

confinement to a wheelchair. Years later, 

they sued her family for medical costs, 

leaving Mrs. Shank to rely on Medicaid 

for around-the-clock care. 
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Matthias Rath is a vitamin entrepreneur 

who   used   to   be   a   doctor   and   is 

considered to be the most powerful of all 

"crackpots." He recommends vitamin 

pills  to  cure  even  serious  ailments.  In 

UK ads, he claimed that 90% of cancer 

patients die within several months of 

starting chemo, arguing that corporations 

let them die for profit. Yet, he uses his 

lies to sell an HIV/AIDS "miracle cure", 

saying that HIV doesn't cause AIDS and 

antiretroviral drugs won't work, leading 

to the spread of infections in South 

Africa. 

9.Barrick  Gold  Corporation  Torches 
 

Homes 
 

This Toronto gold-mining firm was 

accused of torching 300 houses in Papua 

New Guinea to expand their mining 

operations.  The  torching  occurred 

without warning or time to get 

possessions  and  included  physical 

attacks on those who resisted. Other 

accusations against Barrick Corporation 

include manipulating Chilean and 

Australian land titles and dumping toxic 

waste in Tanzania. 

10.Trafigura Harms The Planet 
 

This multinational energy and metal 

trading company has also been accused 

of  many  unethical  business  practices. 

The dispose of toxic byproducts and 

waste and stopped working with a leased 

ship when they found out it would be 

twenty times as much as the original 

quote due to the toxicity of the waste. 

Instead, they let their ship sit in an 

African seaport before hiring Compagnie 

Tommy,   which   simply   dumped   the 

waste (without any processing) killing 

around 10 people and getting thousands 

sick. 

Conclusion 
 

Ethical practices can go beyond just 

making sure your business does not have 

a negative impact on people and the 

environment.   It  can  also  mean 

dedicating a portion of your company‗s 

time and resources to actively improving 

these areas – for example investing in 

building in developing countries, 

investing in community programs, 

lobbying for political change, 

encouraging  employees  to  donate their 

time and expertise to other projects (at 

your    company‗s    expense)    and    so 

on.  This level of Business Ethics is the 

most commendable and should be 

something  all  companies  strive  for  in 

this day and age, so that higher standards 

can be achieved for all in the future.
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In the modern day business world ethics 

or moral values has became a rare word 

to be used.  It is not only in the hands of 

management or organization, it is in the 

hands  of  peoples  who  are  the  part  of 

these institutions. 
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Abstract 
 

Banks is a financial institution that provides 

Banksing and other financial services to their 

customers. The role of Banksing industry is very 

important as one of the leading and mostly 

essential service sector. The biggest opportunity 

for  the  Indian  Banksing  system  today  is  the 

Indian  consumer.  Today  in  India  the  service 

sector is contributing half of the Indian 

GDP(Gross Domestic Policy) and the Banksing 

is most popular service sector in India. The 

Commercialization of Agriculture, as also 

technology  intensification  has  resulted  in 

creation of substantial surplus labour in the 

Agriculture sector. As per the results of the 

Economic Census 2005, employment growth in 

the non-farm sector is much lower. The 

Commercial  Bankss  help  the large agricultural 

sector  in  developing countries  in  a number of 

ways.    They   provide    loans    to    traders    in 

agricultural commodities. They open a network 

 

of branches in rural areas to provide agricultural 

credit. They also provide finance directly to 

agriculturists for the marketing of their produce, 

for the modernisation and mechanisation of their 

farms, for providing irrigation facilities, for 

developing land, etc. This paper explains the 

opportunities and challenges of Commercial 

Banks for agricultural sector. 

Introduction 
 

Commercial Banks perform many functions. 

They satisfy the financial needs of the sectors 

such as Agriculture, industry, trade, 

communication, so they play very significant role 

in a process of economic social needs. The 

functions performed by Bankss, since recently, 

are  becoming  customer-centered  and  are 

widening their functions. 

Agriculture   plays   a   vital   role   in   India‘s 

economy.   Over   58   per   cent   of   the   rural 

households   depend   on   Agriculture   as   their 

principal means of livelihood. Agriculture  is one
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of the largest contributors to the Gross Domestic 

Product (GDP). Agriculture sector in India 

contributes 16% of GDP & 10% of export 

earnings. 

Besides providing food to nation, Agriculture 

releases labour, provides saving, contributes to 

market of industrial goods and earns foreign 

exchange.  Agricultural  development  is  an 

integral part of overall economic development. In 

India,   Agriculture   was   the   main   source   of 

national income and occupation at the time of 

Independence. Agriculture and allied activities 

contributed nearly 50 percent to India‘s national 

income. 

Commercial banks in economic development 

Commercial Banks are considered not merely as 

dealers   in   money   but   also   the   leaders   in 

economic development.  They are  not  only the 

store houses of the country‘s wealth but also the 

reservoirs of resources necessary for economic 

development. 

They play an important role in the economic 

development of a country. A well-developed 

Banksing system is essential for the economic 

development of a country. The ―Industrial 

Revolution‖ in Europe in the 19th century would 

not have been possible without a sound system of 

Commercial Banksing. In case of developing 

countries like India, the Commercial Bankss are 

considered to be the backbone of the economy. 

In   India,   the   Commercial   Bankss   undertake 

short-term and medium-term financing of small 

scale industries, and also provide hire- purchase 

finance. Besides, they underwrite the shares and 

debentures of large scale industries. Thus they 

not only provide finance for industry but  also 

help in developing the capital market which is 

undeveloped in such countries. 

Development of agriculture by commercial 

banks 

Under    developed    economies    are    primarily 

agricultural     economies.     Majority     of     the 

population in these economies live in rural areas. 

Therefore,   economic   development   in   these 

economies     requires     the     development     of 

Agriculture  and  small  scale  industries  in  rural 

areas. 

So far Banks in underdeveloped countries have 

been   paying   more   attention   to   trade   and 

commerce and have almost neglected Agriculture 

and industry. Banks must provide loans to 

Agriculture for development and modernization 

of Agriculture. 

In  recent  years,  the  State  Banks  of  India  and 

other  Commercial  Bankss  are  granting  short 

term, medium-term and long term loans to 

Agriculture and small-scale industries. 

Financing agriculture by commercial banks 
 

 The   Commercial   Banks   help   in   large 

Agriculture sector for developing countries in 

variety of ways.
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 They provide loans to traders in Agriculture 

commodities. 

 They  open  a  network  of  branches  in  rural 

areas to provide agricultural credit. 

 They   also,   provide   finanace   to   animal 

husbandry, dairy farming, sheep breeding, 

pisiculture, horticulture. 

    The small and marginal farmers and landless 
 

Agriculture   workers,   artisans   and   pretty 

shopkeepers in rural areas are provided 

financial assistance through the regional rural 

Bankss in India. 

 Thus  Commercial  Banks  meets  the  credit 

requirements of all types of rural . 

    Special attention has been paid to the 
 

Agriculture sector by Commercial Banks. 
 

    It gives advances to the Agriculture sector.

 

Data Analysis 

Agriculture growth rate in India from 2009-2013 

India Leads all Agriculture Exporters to LDCs 
Year India EU Brazil Malaysia Indonesia Pakistan 

2009 1 4 2.2 1 0.9 0.8 

2013 5 4.2 2.9 2.1 2 1.9 
 

 
 
 
 
 
 
 
 
 
 

. 
 

Conclusion 
 

Commercial Banks providing finance to the 

Agriculture sector directly and indirectly. They 

are preparing Annual Actions to develop 

Agriculture. This will increase the Agriculture 

growth in future years because the financial 

assistance are necessary for the economic 

development any business and regions. All types 

of farmers have responded high interest rate and 

cumbersome  process  of  getting  loan. 

Commercial      Banks‘s       performance      and 

 

 
contribution will improve standards of living for 

the traders, innovation and development of rural 

areas. Commercial Banks can contribute to the 

development of trade in rural areas. The service 

sector is contributing half of the Indian 

GDP(Gross Domestic Policy) and the Banksing 

is most popular service sector in India. In future 

the GDP due to Agriculture will increase with 

opportunities given by the Commercial Banks.
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Abstract 
 

Health concerns all of us. Information and 

communication technologies (ICTs) are 

increasingly providing us with the tools and 

knowledge that we need to improve health 

care, enabling solutions that benefit patients 

as well as healthcare professionals and 

institutions  in  both  the private  and  public 

sectors worldwide. E-health can serve as a 

vehicle for the transformation of health 

conditions in the developing world, 

particularly for those living in rural and 

remote areas. The implementation of e- 

health systems and services in all countries, 

particularly in developing countries, is a 

challenge shared by United Nations agencies 

and health authorities at the international, 

national  and  local  levels.  Efforts  over  the 

past few years have shown that there is a 

clear need for guidance on an approach and 

methodology which hold the most promise 

for success. This concise document is 

intended for decision-makers in the health, 

telecommunications and information 

technology  sectors,  particularly  in 

developing countries. It aims to increase 

awareness of the opportunities that 

information  and  communication 

technologies (ICT) can bring to the health 

sector (in the form of e-health), thereby 

opening the way for the development and 

implementation of useful and sustainable 

products and services. 

Introduction 
 

Definition 
 

E-Health is the cost-effective and secure use 

of information and communications 

technologies in support of health and health- 

related fields, including health-care services, 

health surveillance, health literature, and 

health  education,  knowledge and  research. 

According to Claudia Pagliari ―e-health is an 

emerging field of medical informatics, 

referring to the organization and delivery of 

health services and information using the 

Internet and related technologies.



Emperor International Journal of Finance and Management Research [EIJFMR]  ISSN: 2395-5929 
 

©Mayas Publication Page 146 
 

 

 

"E-Health = Medicine + Communication + 

Information + Society" 

In 2005, the World Health Assembly 

recognized e-health as the way to achieve 

cost-effective and secure use of ICTs for 

health and related fields, and urged its 

Member States to consider drawing up long- 

term strategic plans for developing and 

implementing e-health services and 

infrastructure in their health sectors. 

Key application areas of e-health 
 

 Electronic   Medical   Records   (including 

patient records, clinical administration 

systems, digital imaging & archiving 

systems, e-prescribing, e-booking) 

 Telemedicine   and      telecare      services; 
 

health information networks 
 

 Decision support tools 
 

 Internet-based technologies and services 
 

E-Health also covers virtual reality, robotics, 

multi-media,    digital    imaging,    computer 

assisted   surgery,   wearable   and   portable 

monitoring systems, health portals. E-Health 

technologies  with  the  potential  to  have  a 

significant  future  impact  on  patient  care 

include   Internet-enabled   applications   for 

chronic diseases which could help increase 

citizen empowerment in health maintenance 

and decision making supporting self-care. 

The main players in the field of e-health 

 United    Nations    agencies    and    other 

international bodies dealing with health, 

telecommunications and trade. 
 

 Government     authorities,     health     and 

telecommunication decision-makers at the 

national and regional levels, as well as the 

regional bodies to which they belong. 

 Academic and research institutions. 
 

 Local   health   professionals   and   their 

associations. 

 Consumers, patients and their associations. 
 

 Donors. 
 

 Non-governmental organizations. 
 

 The private sector, including foundations 

and industries related to health and ICTs. 

 The media. 

Implementation Process 

Preliminary Phase 

E-health  project  are  often  initiated  by the 

following stakeholders: the local, regional or 

national   authorities   responsible   for   the 

health or, occasionally, the 

telecommunications sector; local users 

(professionals or patients); and international 

bodies  or  academic  institutions  aware  of 

local  health  problems  and  proposing  e- 

health as a tool to improve the situation. 

During the preliminary phase, the initiating 

party's motivations and expectations must be 

clarified. The first goal of this phase is to 

develop a reference document setting out the 

objectives and estimated duration of the 

project.    Measurable    targets    must    be
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established so that the project, when 

implemented, can be evaluated against these 

metrics. 

The second goal of this phase is an in-depth 

analysis of the assumptions and plan, 

including the context (policy environment, 

resources and risk). 

The planning phase 
 

On the basis of the agreements secured 

during the preliminary phase, work may 

begin on the planning phase itself. The 

purpose of this phase is to establish a 

credible, all-embracing document describing 

the project's technical aspects in detail. This 

activity must be led by neutral professionals 

having at their disposal the technical and 

other human resources necessary for 

developing projects. 

The selection of a project leader is crucial. 

The ability to manage in a systematic, 

rigorous and competent manner is essential, 

but  experience  shows  that  the  ability  to 

listen and work in a spirit of consensus are 

also  key  factors  for  carrying  through  a 

project  with  a  significant  change 

management component. 

Development phase 
 

In order to limit the attendant risks and 

facilitate the budgetary process, it is normal 

to divide a project into phases. Each of these 

has clearly defined objectives, resources, 

deadlines   and   results.   These   sub-phases 

allow for the identification of administrative 

and legal difficulties as they arise (e.g., data 

security, ethics, intellectual property 

regulations) and which need to be handled 

together with the competent authorities. 

During  this  process  the  support  and 

expertise of international bodies is valuable 

when it comes to updating the relevant legal 

texts and linking to appropriate international 

conventions. 

Methods  of  financing  the  project  and  the 

allocation    of    money    should    also    be 

considered  during  this  phase.  Finally,  the 

development phase also involves the choice 

of technical protocols and operating system 

for   the   initiative.   The   use   of   standard 

technical or medical protocols  is essential. 

Implementation phase 

The objective in this phase is to hand over 

the operational product to the end users in 

accordance  with  the  established  schedule 

and budget. The transfer of technology and 

transition of the management of various 

modules  to  users  can  be  staggered  over 

weeks or months. It is here that training 

programmers are absolutely essential, in 

addition to which periodic evaluations will 

be necessary. As soon as the users begin to 

provide feedback and make comments, 

adjustments can be made to the project. 

Project implementation challenges are 

virtually     inevitable.     They     must     be
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acknowledged and given serious attention 

and resolved, with the users being kept 

informed of the progress being made. The 

setting up of a help point in the form of a 

telephone helpline or a physical presence is 

essential. A competent person familiar with 

the relevant medical terminology and well 

informed on local working conditions would 

be   ideal   for   this   sensitive   post,   which 

requires both politeness and understanding. 

The mindset for this post must be "We are at 

your service". Review meetings will be 

organized  at  the  local  level,  dealing  both 

with technical issues and with the medical, 

healthcare and social questions arising out of 

the project's implementation. 

Evaluation, final adjustments and further 

development 

The evaluation phase is  essential both for 

the future of the project and as a response to 

requests from sponsors. This phase and the 

associated indicators must be designed at the 

time of the preliminary study. An evaluation 

(medical, administrative, financial, and 

operational) must be conducted at the outset 

of any project, expressed in quantitative 

terms and recorded. The main trends related 

to  the  project's  expected  impact  will  be 

noted and used in the study of a projection 

to a point in time for five or ten years . 

 Supporting the delivery of care tailored to 

individual patients, where ICT enables more 

informed decision making based both on 

evidence and patient-specific data. 

 Improving transparency and accountability 

of care processes and facilitating shared care 

across boundaries. 

 Aiding evidence-based practice and error 

reduction. 

 Improving     diagnostic     accuracy     and 

treatment appropriateness. 

 Improving  access  to  effective  healthcare 

by reducing barriers created, for example, by 

physical location or disability. 

Issues 
 

 Lack    of    rigorous    and    generalisable 

evidence of the effectiveness and cost – 

effectiveness of e- health applications and 

technologies. 

 R&D  will  need  to  address  human  and 

organizational factors affecting 

implementation  from  the  perspectives  of 

both health service staff and consumer. 

 Implementation and integration of e-health 

systems into care processors are constrained 

by insufficient levels of systems 

interoperability. 

 System developers need to employ quality 

and safety assurance methods to avoid 

clinical risk and legal liability.
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 The  effects  of  e-health  tools  on  patient 

behavior and the patient– clinician 

relationship are unclear. 

Conclusion 
 

It  is  clear  that  the  implementation  of  e- 

health solutions is not an easy task, for 

reasons such as the number and diversity of 

participants, the wide range of objectives, 

varying costs, differing durations of 

development  and  implementation  phases, 

and the political, administrative and legal 

constraints. It is for this reason that the 

international community and United Nations 

agencies must play a driving role in assisting 

States and providing the necessary support, 

not only in the area of standards and 

regulations,  but  also  in terms  of technical 

assistance.   In this regard, the necessary 

credibility could lie with two particular 

United Nations agencies, namely WHO and 

ITU. ITU already has long-standing 

experience and the necessary competence in 

the area of telemedicine projects. WHO is 

the  guarantor  of  e-health  system  contents, 

and  has  recently  taken  essential  political 

steps in that respect. It is wholly appropriate 

that these two entities should work together 

in the field of e-health. 
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Abstract 
 

The plastics industry produces and exports a 

wide   range   of   raw   materials,   plastic- 

moulded extruded goods, polyester films, 

laminates, moulded/soft luggage items, 

writing instruments, plastic woven sacks and 

bags,   polyvinyl   chloride   (PVC),   leather 

cloth and sheeting, packaging, consumer 

goods,  sanitary  fittings,  electrical 

accessories,  laboratory/medical  surgical 

ware, tarpaulins, laminates, fishnets, travel 

ware, and others. 

Demand from original equipment 

manufacturers (OEMs) has led to producers 

focusing more on delivering products 

customised in line with end-user needs. 

Moreover, the Indian plastics industry has 

started manufacturing specific items to meet 

customer requirements. Design, style, and 

pattern are set based on the requirements of 

customers in export markets. The Indian 

plastics industry offers excellent potential in 

 

terms of capacity, infrastructure and cheap 

labour availability. It is supported by a large 

number of polymer producers, and plastic 

process machinery and mould manufacturers 

in the country. Among the industry‘s major 

strengths is the availability of raw materials 

and the funds for their future growth in the 

country. 

Introduction 
 

The Indian plastics industry made a 

promising beginning in 1957 with the 

production of polystyrene. Thereafter, 

significant progress has been made, and the 

industry has grown and diversified rapidly. 

The industry spans the country and hosts 

more than 2,000 exporters. It employs about 

4 million people and comprises more than 
 

30,000 processing units, 85-90 per cent of 

which are small and medium-sized 

enterprises. India is one of the most 

promising exporters of plastics among 

developing countries. The plastics industry
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produces and exports a wide range of raw 

materials, plastic-moulded extruded goods, 

polyester films, laminates, moulded/soft 

luggage items,  writing  instruments,  plastic 

woven sacks and bags, polyvinyl chloride 

(PVC),  leather  cloth  and  sheeting, 

packaging,  consumer  goods,  sanitary 

fittings, electrical accessories, 

laboratory/medical surgical ware, tarpaulins, 

laminates, fishnets, travel ware, and others. 

Demand from original equipment 

manufacturers (OEMs) has led to producers 

focusing more on delivering products 

customised in line with end-user needs. 

Moreover, the Indian plastics industry has 

started manufacturing specific items to meet 

customer requirements. Design, style, and 

pattern are set based on the requirements of 

customers in export markets. The Indian 

plastics industry offers excellent potential in 

terms of capacity, infrastructure and cheap 

labour availability. It is supported by a large 

number of polymer producers, and plastic 

process machinery and mould manufacturers 

in the country. Among the industry‘s major 

strengths is the availability of raw materials 

in the country. Thus, plastic processors do 

not have to depend on imports. These raw 

materials, including polypropylene, high- 

density         polyethylene,         low-density 

polyethylene and PVC, are manufactured 

domestically. 

Objectives 
 

1. To examine financial position of plastic 

industries in India. 

2. To know profitability from the viewpoint 

of equity share holder. 

3.  To  know  the  profitability  of  business 
 

(return on investment). 
 

Methodology 
 

This study is based on sample survey 

method;  the  study  has  taken  only  biggest 

two industries with the help of random 

sampling  method.    I  have  taken  last  five 

years audited annual report (Balance sheet 

&other accounts) of plastic industries as a 

record for the calculation of financial 

performance. Collected Information was 

presented in the form of charts, & tables. 

Then it was analyzed and interpreted 

However in this paper an attempt is made o 

examine financial position of plastic 

industries through statistical techniques (i.e. 

Index  base  method,  Fixed  Base  method, 

chain Base Method and accounting Ratio 

analysis. 

Analysis 
 

To examine financial position of plastic 

industries we used accounting Ratio like 

Proprietary   Ratio,   Return   on   common 

equity, Return on capital employed through
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Year Proprietors Fund Method of Index No Method of Fixed base Method of Chain Based 

2010-2011 34.13 100 0 0 

2011-2012 36.27 106.27 6.27 6.27 

2012-2013 38.21 111.95 11.95 5.34 

2013-2014 51.43 150.68 50.68 34.59 

2014-2015 54.43 159.47 59.47 5.83 

 

 
 

statistical    techniques    (i.e.    Index    Base 

Method,  Fixed  Base  Method,  chain  Base 

Method.& statistical Test like H Test. 

Proprietary Ratio 

The    ratio    establishes    the    relationship 

between proprietary (share holders) funds to 

total   assets   of  the  plastic  industries.   It 

includes share capital, reserve funds and 

surpluses from profit and loss account. 

Proprietary fund is calculated by using 

formula. Proprietary fund= Share capital + 

Reserved  fund  +  Surpluses  from  profit  & 

loss account

 

Table -1 

Statement of proprietary funds  rs in crores 
 

Year 
Share 
capital 

Reserved 
fund 

Net Profit or loss  from P&L 
A/C 

 

Proprietary funds 

2010-2011 
2011-2012 

2012-2013 

2013-2014 

2014-2015 

10.41 
10.41 

10.41 

10.41 

15.81 

12.29 
14.16 

14.98 

15.81 

13.37 

11.43 
11.70 

12.82 

25.21 

25.25 

34.13 
36.27 

38.21 

51.43 

54.43 
 

The table -1 shows the continuous increase 

in Proprietary funds of the industries. The 

amount of   Proprietary funds was Rs.34.13 

crores in2010-2011,Rs36.27 crores in2011- 

2012,Rs38.21 crores in 2012-2013,Rs 51.43 

crores  in  2013-2014  &Rs  54.43  crores  in 

2014-2015,which    indicate    increase    of 
 

Rs20.3  crores  in  between  2010-2011  to 
 

2014-2015.It shows continuous increase in 

Proprietary  funds.  Average  of  yearly 

increase in proprietary funds was12.25%, it 

was a good sign for plastic industries, it 

indicates sound situation. 

Fluctuations in Proprietary Fund 
 

In this study the researcher used three 

methods of statistics i.e. (1) index based 

method (2) Fixed based method. (3) Chain 

based   method   with   the   help   of   above 

methods   the   fluctuations   in   proprietary 

funds was calculated. It is given in the table 

below.

 

Table -2 

Statement of fluctuations in proprietary fund         Rs in crores
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By looking  table 2, the fixed base method 

can be said that in comparison   to the year 

2010-2011 in unit 2011-2012 was 6.27%, in 
 

2012-2013 was 11.95% in 2013-2014 was 
 

50.68% & in 2014-2015    59.47% increase 

was seen. It shows continuous increases in 

Proprietary funds. 

According to the Chain base method it can 

be said that in comparison to the previous 

year in unit 2011-2012 was 6.27%,in 2012- 

2013 was 5.34%, in 2013-2014 was 34.59% 
 

& in 2014-2015     5.83% increase was seen 
 

It indicates that the Uncertainties have been 

seen in proprietary funds due to fluctuations 

in profit. 

Proprietary Ratio 
 

Proprietary ratio is calculated by using the 

following formula: 

Proprietary Ratio      =       A÷B 

Where   A=Proprietary fund 

B=Total Assets 

The   Ratio   is   generally  calculated   as   a 

percentage  by  multiplying  the  above  with 

100.   Proprietary   Ratio   is   given   in   the 

following table

 

Table -3 

Statement of proprietary ratio        rs in crores 

Year Proprietors Fund Total Assets Proprietary Ratio 

2010-2011 

2011-2012 

2012-2013 

2013-2014 

2014-2015 

34.13 

36.27 

38.21 

51.43 

54.43 

32.66 

32.88 

39.29 

51.81 

57.97 

104.50% 

110.31% 

97.25% 

99.26% 

93.89% 

By looking Table -3, The ratio during 2009- 
 

2010 was 104.50%,2010-2011 110.31% in 
 

2011-2012,97.25% in 2012-2013,99.26% in 
 

2013-2014,and 93.89%.Proprietary ratio was 

increase by 10.61% between 2009-2010 and 

2013-2014. It indicates slow increase in the 

amount of capital contributed by the 

Proprietors. Over all financial position of the 

industries was strong but not stronger. It was 

in developing stage. 

Return on Common Equity 
 

The    ratio    establishes    the    relationship 

between net profits to Share capital is called 

return on common equity. The ratio is more 

meaningful to the equity share holders who 

are interested to know a profit earn by the 

industries  and  those  profits  which  can  be 

made available to pay divided to them. 

Return on common equity       =      A÷B 

Where,         A= Net profit,         B=    Share 

capital
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The   Ratio   is   generally  calculated   as   a 
 

percentage  by  multiplying  the  above  with 

100.in this research we calculated Return on 
 

common equity given in the table below:
 

Table – 4 
 

Statement of return on common equity      rs in crores 
 

Year Share Capital Net Profit Return on common equity 

2010-2011 

2011-2012 

2012-2013 
 

2013-2014 

2014-2015 

10.41 

10.41 

10.41 
 

10.41 

15.81 

11.43 

11.70 

12.81 
 

25.22 

25.26 

109.79 

112.39 

123.05 
 

242.26 

159.77 

By looking    table    No  -4  the  amount  of 
 

return  on  common  equity  was  109.79  in 
 

2010-2011,112.39  in  2011-2012,123.05  in 
 

2012-2013, 242.26 in 2013-2014 & 159.77in 
 

2014-2015,which  indicate  Return  on 

common equity was increase by 49.98 

between 2010-2011 and 2014-2015 but in 

comparison with year2010-20110 it was 

down in 2014-2015.such a declining trend is 

not satisfying for shareholder. 

Return on capital employed 

The  ratio  establishes  the  relationship 

between  net  profits  to  invested  capital  is 

called   return   on   capital   employed.   It 
 

includes  Share  capital,  reserve  fund  and 

medium term loan. 

Return on capital employed=Share capital+ 
 

reserve fund+ medium term loan. 

Return on capital employed=A÷B 

Where    A=Net profit 

B= Share capital 
 

The   Ratio   is   generally  calculated   as   a 

percentage  by  multiplying  the  above  with 

100. Calculated Return on Capital employed 

is given in the following table:

 

Table - 5 

Return on capital employed               rs in crores 
Year Share 

capital 

Reserve 

fund 

Medium 

term loan 

Employed 

capital 

Net 

profit 

Return on capital 

employed 

2010-2011 

2011-2012 

2012-2013 

2013-2014 

2014-2015 

10.41 

10.41 

10.41 

10.41 

15.81 

12.29 

14.16 

14.98 

15.81 

13.37 

10.81 

9.13 

14.37 

26.06 

28.78 

34.13 

36.27 

38.21 

51.43 

54.43 

11.43 

11.70 

12.81 

25.22 

25.26 

34.10 

34.71 

32.21 

48.24 

43.58 

By looking at the above Table Number -5 
 

the amount of Return on Capital employed 

was 34.10% in 2010-2011, 34.71% in 2011- 

2012 in 2012-2013, 32.21 in 2013-14, 48.24 
 

in   2014-15,   43.58   that   the   period   was 

fluctuating it was smaller increasing value of
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return on capital employed. But in 

comparison between the year 2010-2011 & 

2014-2015 was high. It shows little increase 

in  capital  employed,  it  is  good  but  not 

enough for the industries. Moreover the loss 

of year 2012-2013 affected ratio because in 

those years due to loss there was decrease in 

Return on capital employed. 

Findings 
 

1.The continuous increase in Proprietary 

funds. It was a good sign for plastic 

industries, it indicates sound situation. 

2. According to the Chain base method it 

can be said that in comparison to the 

previous  year in      unit  2011-2012  was 

34.71%,  in  2012-2013  was  32.21%  in 
 

2013-2014 was 48.24% & in 2014-2015. 

It  is 43.58  % increase was seen which 

indicates that the Uncertainties have been 

seen in proprietary funds due to 

fluctuations in profit 

3. Proprietary ratio was increase by 10.61% 

between 2010-2011 and 2014-2015. It 

indicates slow increase in the amount of 

capital contributed by the Proprietors. 

Over  all  financial  position  of  the 

industries was strong but not stronger. Or 

it was developing stage. 

4.Return on common equity was increase by 
 

49.98 between 2010-2011 and 2014-2015 

but in comparison with year 2010-2011.It 

was down in 2011-2012.such a declining 

trend is not satisfying for shareholder. 

5. Return on capital employed shows there is 

little increase in capital employed of the 

firm. 

Recommendations 
 

1.Financial position of the industries was 

strong .industries   should   maintain   a 

minimum amount in Reserve for 

equalizing the future improvement. 

2. There was a decreasing Return on capital 

employed .so they have to increase the 

capital employed by way of increasing 

their annual profit. 

Conclusion 
 

The plastic sector has opened a new era of 

manufacturing plastic goods which have an 

excellent export potential. Since most of the 

plastic   industries   are   in   the   small   and 

medium categories, the SME Foundation 

extending due support to this sector can 

improve its competitiveness in the global 

market. The negative image of the plastic 

sector  in  India  can  be  changed  through 

proper management of plastic wastes. 

Establishment of a Plastic Institute and 

strengthening of Plastic Foundation are 

appropriate institutional arrangements for 

sustainable development of the plastic 

industries   and   for   their   shareholders   in 

future.
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Abstract 
 

This paper examines the problems of 

orphan children‘s in India.. Most orphans 

risk  powerful  cumulative  and  often 

negative  effects  as  a  result  of  parents‘ 

death, thus becoming vulnerable and 

predisposed to physical and psychological 

risks. The children were capable of 

distinguishing between their quality of life 

when their parents were alive and well, 

when they became sick, and when they 

eventually died. Most children lost hope 

when  it  became  clear  that  their  parents 

were sick, they also felt sad and helpless. 

When they were adopted, many of them 

felt angry and depressed. Children living 

with widowed fathers and those living on 

their own were significantly more 

depressed. These children were also more 

externally oriented  than  those  who lived 

with their widowed mothers. 

Keywords: orphan,poverty,childrens,child 

labour,social,human relation 

Introduction 
 

India has a huge orphan problem. There 

are  many  orphanages  in  India  that  are 

 

ardently trying to solve this problem. Most 

of these orphanages are non-profit or 

charitable organizations that are dedicated 

to  the  welfare  of  the   abandoned   and 

destitute children in India. When a child 

loses  his  father  or  mother  or  both,  the 

future  of  the  child  becomes  uncertain. 

There is a stark contrast between the 

Bollywood and the US firms recruiting 

people in India and the homeless kids 

spending their days in hunger and poverty. 

Some of the famous orphanages in India 

include names like SOS Children‘s Village, 

Bala Gurukulam, AIM Abroad Divine 

Children‘s Home, Children Walking Tall, 

Manjushree Orphanage. These orphanages 

in the country receive donations from 

different sources to run their social welfare 

activities. Studies say that India is home to 

the  maximum  number  of  kids  who  are 

under 18 years of age and this stands for 

41% of the overall population of the 

country. What is more worrying is that 

approximately 4% of this population in the 

country or 20 million children are orphans.
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Orphanages in India 
 

India is the second most populated country 

in the world and a significant part of the 

population are kids. Since a major part of 

the population     of     India suffers     from 

financial   adversities   and   other  societal 

problems, many kids become destitute or 

orphans. Like every other social problem, 

orphan  hood  is  a  huge  challenge,  yet  a 

staggering number of children live with it. 

The population of India is approximately 

thrice  to  that  of  the  population  of  the 

United    States.    However,    the    entire 

population  is  living in  an  area  which  is 

around  33%  of  the  area  of  the  United 

States.         Food         crisis,         extreme 

impoverishment,      natural      calamities, 

shortage of rainfall, malaria, and AIDS are 

some  of  the  factors  contributing  to  the 

distressed condition of the people of the 

country. Misfortune has become a part of 

the  life  of  destitute,  especially orphaned 

children. 

The number of orphan and impoverished 

kids  in  the country is  quite high.  These 

children don‘t have any home of their own 

and they get shelter or resort in the various 

orphanages  in  India.  All  these  shelter 

homes and orphanages are sponsored by 

different non-government organizations 

(NGOs) across the country. 

The orphanages in India offer shelter to the 

distraught  kids  who  grew  up  in  tough 

situations that separated them from the 

happiness of a family in their early days. 

These orphans need affection, attention, 

kindness and edification. There is nothing 

to be astonished that as a result of financial 

adversities and other socioeconomic 

situations, a large number of parents pass 

away, leaving their kids to a condition 

which  is  difficult  to  manage.  No  one 

comes up to look after them as they get 

abandoned or deserted due to their parents‘ 

death. The circumstances are worse in the 

developing countries like India as no one 

is  ready to  assume  their  responsibilities. 

Lying on the roads, orphan kids become 

alarmingly susceptible and fall prey to 

gangs who forcefully make them 

handicapped with the intention of using 

them for beggary. 

There   is   no   gainsaying   that   kids   are 

frequently  deserted,  especially  kids  with 

physical disability and infant girl children 

whose  dowries  are  assumed  to  pose  an 

intolerable   economic   encumbrance   on 

their parents. When the baby girls are not 

deserted, they get killed shortly after birth 

which is known as infanticide or married 

to a person who is many years older than 

them. Foeticide is a widespread concern in 

India now and the situation is quite grave. 

The  orphanages  in  India  are  devoted  to 

offering   a   steady   and   caring   family 

ambience to deserted or mistreated kids in

http://www.mapsofindia.com/census2011/population.html
http://www.mapsofindia.com/census2011/population.html
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 Maltreatment 
 

Child labor 

Conclusion 
 

The study is conclude to determine In the 

 Gender bias face of this challenge the government and 

 Trafficking civil  society  need  mobilize  resources  to 

 HIV/AIDS 

Health issues 

provide health care, education and shelter 
 

to these children in an environment that is 

  conducive to their growth and well being. 

 

 

 
 

the  country.  They  take  both  babies  and 

older  kids  and  don‘t  show  any  gender 

discrimination which means boys and girls 

are  treated  there  in  the  same  manner. 

Different   facilities   provided   to   them 

include    accommodation,    game    room, 

libraries,  well-resourced  play  area,  and 

scope for extracurricular activities. 

Voluntary  activities  in  Orphanages  in 

India 

It is a positive sign that India is witnessing 
 

a steady rise in the number of volunteers 

working for the various orphanages in the 

country. In India, voluntary help is quite 

necessary in these orphanages. 

Volunteers help the kids in different areas 

such as learning and also take 

responsibilities of involving them into 

extracurricular activities. They also help 

kids  in  doing  their  home  task  and  train 

them on subjects like personal hygiene. In 

most of the orphanages in India, volunteers 

stay on-the-spot with the kids. 

Orphans in India 
 

The orphans in India are plagued by the 

following issues: 

Homelessness 
 

Impoverishment 
 

 The need of the hour is to recognize 

the requirements of the kids. The 

different needs of the orphans in 

India can be categorized into the 

following: 

    Proper education 
 

Shelter 
 

Recreational facilities 
 

Safety 

Sports 

Clinic 

Good food Medical facilities 

Conveyance 

Counseling/Guidance center 

Future plan 

Healthcare 
 

Access to technology 
 

Clothing 
 

 

However, there is some good news for the 

orphans in India. It has been predicted that 

the percentage of destitute children will go 

down by 2021 albeit the number will rise 

to 24 million from the current 20 million.
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Clearly, children who experience 

institutionalization and are subsequently 

adopted generally arrive in their adoptive 

homes in poor condition. Parents are 

dealing simultaneously with an array of 

problem areas, which requires an 

exceptionally high level of commitment 

from parents. The fact that many parents 

are successful in promoting optimal 

developmental outcomes in their children 

is truly a laudable achievement. 
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    Rail transport
 

With a growing economy and a strong 

internal market, India is destined to make 

competitive products using technological 

innovations. The services sector in the 

country  has  a  major  share  in 

transformation the nation into a developed 

country. The service sector forms the 

backbone of the social and economical 

development of a region. It has emerged as 

the largest and  fastest  growing sector in 

the world economy. 

For speeding up the process of socio- 

economic transformation, we find 

transportation services occupying a place 

of outstanding significance. This sector is 

considered to be a de-facto barometer of 

national economy. It has even contributed 

to the evolution of civilization by 

transmitting ideas and inventions to the 

people of different countries. The public 

sector as well as private sector 

organizations take part  in the process to 

improve the quality of service and to 

maintain the viability of transport 

organizations 

List of sub-sectors in transportation: 
 

    Road transport 

 

    Air transport 
 

    Sea transport 
 

    Pipeline transport 
 

The decisions and policy are required to be 

reviewed in all transport organization since 

this would not only make ways for profit 

generation but also make possible 

qualitative improvements. 

Keywords Service sector, Transportation, 

Transport 

Introduction 
 

A well-managed system of transport acts 

as a catalyst of economic transformation. 

With passage of time, the sophistication in 

modes and process is a natural 

phenomenon. The greatest revolution in 

road transport too place with advent of 

mechanised  road  vehicle.  We  find 

transport the de-facto barometer of social, 

economic, and commercial progress. It has 

been successful in transforming the entire 

world into one unit. It has substantially 

contributed to the evolution of civilizations 

by transmitting ideas, inventions and 

feedback to the globe. It has proved to be 

an indispensable part of culture and 

hallmark  of  civilisation.  It  has  removed
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barriers of physically separation besides 

maximising the frequency in the 

development of resource-mix. 

The    acceleration can‘t be checked in the 

process of socio and economic 

transformation when the different transport 

organisations make available to the society 

an effective transportation which is meant 

faster but safe movement of men and 

materials   from   one   place   to   another. 

Almost all the manufacturing 

merchandising   banking   extracting   and 

even other like businesses can‘t exist, if 

the wheels start taking rest. The process of 

socio  –economic  transformation  even  in 

the process of cultural transformation is 

fantastically influenced if we stop the 

movement of wheels. There are a number 

of factors instrumental  in the process of 

development but of all factors, we find 

transportation contributing sizeably to the 

development processes since none of these 

exert even the tithe of influence upon 

economic growth that had come from 

transportation. Our conspicuous economic 

development achievements depend 

considerably on transport. 

The management and control of railways 

and roadways has undergone far reaching 

changes, particularly after the attainment 

of independence in 1947. In respect to 

roadways, we find both public and private 

management but railways are found 

managed  by  the  public  sector  With  the 

establishment of state road transport 

corporations,   we   find   participation   of 

public sector in the transportation of 

passengers. We find railways as the main 

artery of the nation‘s inland transport. 

The civil aviation occupies a significant 

place in the transport management of 

today‘s world.  Both  for  passengers  and 

good operations, the air transportation 

services have been playing an incremental 

role. The state Governments, Union 

Governments  and  private  agencies 

engaged   in   the   transportation   business 

need to assign due weight age to the 

commercial considerations without which 

the generation of profit, satisfaction to 

customers, users and protection of the 

interests of weaker section and backward 

regions would hardly be possible. The 

policy makers need to formulate such a 

policy that simplifies the task of executes. 

The   construction   of   all-weather   proof 

roads, the some of the important 

considerations failing which the transport 

organizations can‘t work profitably. 

The aforesaid facts make it clear that the 

term transport is application of principles 

by the transport organizations, which the 

professionals   make   sincere   efforts   to 

market the services in such a way that 

generations of profit, satisfaction to users 

and protection of social interest are made 

easier.
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The   transport   organization   focuses   on 

some of the important problems as 

mentioned below: 

 It is a managerial  device to promote 

the transport business. 

 It    helps    the    transport    generating 

organizations in making profits. 

 It is a device to shape the perception of 

customer satisfaction. 

    It is an effort to excel competition. 
 

 It  is  a  social  process  that  makes  a 

strong advocacy in favour of sub 

serving the social interest. 

Role of transport 
 

The transport  sector  is  a key enabler of 

economic growth and transition in the 

region.  Providing  the  physical  networks 

and services upon which the economy and 

society  depends   for   the   movement   of 

people and goods transport increases the 

access of businesses and consumers to 

markets and services, promotes economic 

diversification and regional integration, 

supporting growth of the wider economy. 

From a social perspective, transport 

supports individual mobility so all people 

can benefit from access to essential public 

services such as health and education, and 

access to labour markets, which can also 

have important implications for economic 

inclusion and gender equality. It is also an 

enabler of international trade – in the 

modern global economy no nation is self- 

sufficient, each relies on goods produced 

elsewhere – and transport provides the 

means for emerging markets to integrate 

into the global economy. This integration 

creates opportunities for businesses in the 

region to expand and develop, thereby 

supporting job creation. Alongside 

facilitating economic development for the 

region, transport investments also have the 

potential to generate detrimental 

environmental  and  social  impacts, 

including resettlement and livelihood 

issues, health impacts from congestion and 

pollution, and loss of biodiversity. The 

transport networks and services play in 

improving the quality of life of the citizens 

of the region, and increasing the 

opportunities for commercial development. 

At the same time, it recognises the need to 

develop sustainable of transport systems 

which align economic growth with regard 

for the environment and social 

sustainability. 

Road transport 
 

The term  „road‟ is applied for all broad 

ways  leading  from  place  to  place.  The 

roads can be used for numerous purposes. 

A developed  country possesses  excellent 

roads since this opens for them new vistas 

of development country to it in a backward 

country, the roads present very gloomy 

picture .The roads strengthen our 

infrastructure base and so become 

instrumental  in  activating  the  process  of
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development. As compared to other form 

of transport, the road transport is found 

cheaper. The most urgent task before the 

policy makers is to strengthen the 

infrastructural base of economy so that the 

process if socio-emancipation is vitalised. 

The  quality  of  goods  transportation 

services made available to the users in the 

developed countries. 

 Taking  the  support  of  sophisticated 

devices for promoting to services and 

projecting a positive image. 

 Paving  avenues  for  making  the  fare 

structure sound that helps generations 

of profits. 

 Processing the services in a right way 

to bridge over the gap between the 

services –promised and services- 

offered. 

 Development     efficient,     dedicated, 

personally-committed and value-based 

personnel who make possible 

performance-orientation. 

 Increase  in  the  number  of  superior 

quality of buses furnished with modern 

amenities and facilities. 

 Introduction of new design of bodies 

for buses and trucks maintaining the 

safety provisions and adequate 

accommodation. 

 Expansion  of  transportation  facilities 

to and fro to the tourist resorts. 

 Attentions   on   the   construction   of 

metals roads having the minimum 

possible jerks and proper maintenance 

of roads to minimise the costs in wear 

and tear. 

 Minimising    the    side    effects    of 

pollution  due  to  the  plying  of  buses 

and for that promoting the afforestation 

on both side of the roads. 

 Concentrations  on  national  highways 

and linking the lateral roads with the 

highways. 

 Expansion  of  insurance  facilities  to 

both the    goods    and    passengers 

transportation services. 

 Making provisions for civic amenities 

and facilities at the bus stations. 

Challenges 
 

When the economy grows, it‟s only natural 

that  there‟s  huge  pressure  on 

infrastructure. Even though then 

infrastructure, we‟re not able to keep pace 

with demand. That results in huge 

productivity losses and delays, mainly in 

urban areas. Transportation from place to 

place takes an enormous amount of time. 

The roads have not been developed as 

quickly as our logistical demands require. 

Also,  the  average  speed  of  our  freight 

trains today must be about 40mph, which 

is no speed at all these days. The roads are 

not expanding or improving the quality of 

our roads. So the movement of goods takes
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a  long-time.  The  average  time  for 

clearance at our ports is several days, 

whereas it‟s several hours in many other 

countries.  For  India‟s economy  to  make 

sustained progress we have to build better 

roads so that the transportation of goods 

becomes efficient. 

Railways 
 

The railways are supposed to perform the 

dual role of a public utility service and a 

commercial undertaking simultaneously. 

This dual role imposes on them the 

obligation to fulfil the transport 

requirements of all sections of the society 

in conformity with the socio-economic 

objectives. Being a public utility 

undertaking, the railways  don‟t have the 

freedom  to  adjust  their  fare  and  freight 

rates corresponding to increases in the 

prices  of  various  inputs  used  by  them. 

They also carry certain essential 

commodities passenger traffic at rates 

which don‟t cover even their cost of 

movement. This creates a big gap between 

the prices-paid for inputs and the prices – 

received from the outputs. Over the years, 

we have developed a peculiar perception 

regarding profit. A profit –making firm is 

branded as a blood sucker, an exploiter, an 

enemy of the public and hence 

reprehensible. An undertaking generating 

loos  or  not  making  profits  can‟t deliver 

goods to the society .We find an abnormal 

fall  in  its  capacity of  bearing  the  social 

cost. Particularly for a utility undertaking, 

it meant generating profit for raising the 

potentials of bearing the social costs. 

 Formulating of a sound service for 

railways which make available to the 

users would class passengers and goods 

traffic services. 

  Promoting the services with the help 

of innovative measures to inform sense 

and persuade the users that they are 

offering the world class services at a 

reasonable fare and freight structures. 

  Offering promised services to the end 

users and bridging over the gap between 

the services-promised and services – 

offered. 

 Rationalising  the  fare  and  freight 

structures so that the commercial 

viability is maintained. 

  Development quality personnel for the 

railways who are supposed to be 

personally –committed and value-based. 

 Adding additional attractions to the 

services so that the railways prove and 

continue to be number one. 

 Taking the support of sophisticated 

devices for promoting to services and 

projecting a positive image. 

 Paving avenues for making the fare 

structure sound that helps generations of 

profits. 

  Processing the services in a right way to 

bridge   over   the   gap   between   the
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services     –promised     and     services- 

offered. 

 Development    efficient,    dedicated, 

personally-committed and value-based 

personnel who make possible 

performance-orientation. 

 The following points need a special 

mention  while  designing  the  service 

mix for the road transportation 

organisations. 

  Increase  in  the  number  of  superior 

quality of buses furnished with modern 

amenities and facilities. 

  Introduction of new design of bodies for 

buses and trucks maintaining the safety 

provisions and adequate 

accommodations. 

 Paying special attention to the daily 

commuters  and  students  and 

unemployed youths. 

  Expansion of transportation facilities to 

and fro to the tourist resorts. 

  Attentions on the construction of metals 

roads  having  the  minimum  possible 

jerks and proper maintenance of roads 

to minimise the costs in wear and tear. 

  Minimising the side effects of pollution 

due to the plying of buses and for that 

promoting the afforestation on both side 

of the roads. 

  Concentrations  on  national  highways 

and linking the lateral roads with the 

highways. 

  Expansion of insurance facilities to both 

the goods and passengers transportation 

services. 

Air transport 
 

We can‟t deny the fact that man‟s conquest 

of air and now space represents one of the 

most glorious chapters in the annals of 

human achievements. The centuries of 

dreaming, aspiration, study, research, 

devotion, dedication by all kinds of men in 

all times and climes resulted into the 

emergence of sophisticated air 

transportation services. After the end of 

World War II, we find contours of 

development  witnessing  radical  changes. 

In the perspective the progress in the field 

of civil aviation has been phenomenal. The 

economy of a country is substantially 

determined by the quality of air 

transportation  services.  Sophistication  in 

the process the world has been so fast that 

our services, such as the Indian Airlines 

mainly  for  the  domestic  flights  and  the 

Air-India exclusively for the Internationals 

flights have been facing the problem of 

financial crunch. 

The two important dimensions divert our 

attention,  first  is  related  to  the 

technological sophistication which 

substantially determines the quality of 

services and the second is the proficiency 

that place an incremental role in making 

the services user friendly. Indian airlines 

and   Air-India   have   been   facing   the
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problem of financial crunch, the policy 

makers has no option but to activate the 

process of qualitative transformation. With 

the development of corporate sectors and 

more so with the emergence of corporate 

cultures, because it is an profitable market 

for civil aviation. The aviation 

administration  can  bring  about  wonders 

and  contribute  to  the  national  prosperity 

and  international  co-operation.  The 

different dimensions of air transportation 

services with the moto of making the 

services technology-driven as a user 

friendly. This would help the air 

transportation organisations in making the 

services international competitive. 

The air-transportation multi-dimensional 

services found of intangible in nature. The 

passenger service, cargo, mail services are 

the  important  products  of  air 

transportation. The sophisticated in the air 

transport technologies determines the 

quality of product or standard 

specifications. The level of expectation, 

more   challenging   as   the   task   of   air 

transport professionals in developing and 

mixing the core and peripherals services. 

The core services focuses on the essentials 

services inside the air craft‘s or at the air 

ports where as the peripherals services 

include the services to make attractive, 

comfortable and memorable. 

Problems of aviation administration 
 

 The administrative lapses which used 

to invite different kinds of disasters 

can‟t be concealed. 

 The domestic flights , find the business 

environment competitive 

 The    international    environment    is 

concerned  with  intensity  of 

competition at its peak. 

 The   public   and   private   sector   air 

transport organisation innovative their 

strategic at the point 

 The intensity of problem would be so 

much high if they fail to do innovative 

strategic decisions 

Development planners 
 

 Rationalisation    of    fare    structure, 

especially on short haul routes to make 

it cost effective. The long run marginal 

cost and the principle of pricing for 

domestic air services must be adopted. 

 Acceleration in the rate of productivity 

of air      craft‘s     by      improving 

maintenance schedule so as to reduce 

air craft down line to the minimum and 

improving the run round time at the air 

port 

 An   element   of   competition   in   the 

provision of air services is desirable. 

Private airlines need to operate on 

routes which cater to genuine 

passengers   and   tourist   traffic.   This
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would  lead  to  improvement  in  the 

efficiency of air services. 

 Modernising the airports to ensure the 

world class safety provisions 

 Time  management,  safety  provisions 

and co-ordination to be given due 

weightage. 

Sea Transport 
 

Sea transportation is referred as one of the 

safest and popular means of transportation. 

Currently sea transportation comprises 

about 80% of international trade, despite 

remarkably longer transportation time than 

road transport. Cargo transportation by sea 

has advantages compared to continental 

transportation. It is one of the cheapest 

types of transportation for cargo shipping 

from distant countries. Both regular and 

non-standard cargoes are shipped by sea. 

High deadweight allows transportation of 

very heavy and large size cargoes. The 

usage of containers for transportation by 

sea prevents the cargo from bad weather 

conditions and damage. 

Services provided 
 

 Delivery of containers to and from sea 

port. 

 Transportation of full container load – 

standard and 20, 40 feet containers, as 

well as refrigerator and special 

containers. 

 Transportation  of  less  than  container 

load the cargoes of different clients are 

gathered into a single container. 

 Filling in of documents regarding sea 

transportation. 

    Customs brokerage services. 
 

    Door-to-door service of cargo delivery. 
 

Challenges 
 

Sea  freight  companies  provide  products 

and services like as the transport of high 

priced goods and cargo from one area to 

the other on water. These organizations are 

majorly  concerned   in   the  transport   of 

bulky products and products as well as raw 

components that could be noticed heavier 

to be borne by other implies such as air, 

roads and rail. There is on the other hand 

dangers that threaten the closure of some 

firms        due        to        losses        occur. 

In most sections of the earth, sea freight 

companies endure massive loses die to the 

attacks that they get from pirates who 

destroy goods that had been meant to be 

delivered or even steal them. In some 

conditions pirates hijack cargo ships and 

desire enormous sums of money as ransom 

which threaten the collapse of these kinds 

of companies that turn out to be victims of 

this. As a result of the threat posed by the 

emergence   of   pirate   gangs,   insurance 

policy firms that offer you insurance 

coverage cover to items being shipped 

across troubled waters and the ships have



Emperor International Journal of Finance and Management Research [EIJFMR] ISSN: 2395-5929 
 

©Mayas Publication Page 169 
 

 
 

sky rocketed there premiums. This makes 

sea freight one particular of the most high- 

priced  and  insecure  indicates  of 

transporting goods. 

Sea freight    companies experience    main 

loses the place there are harsh climatic and 

climatic  conditions  disorders.  These 

contain oceanic tides as nicely as storms. 

These frequently affect the navigation 

major to ships carrying items and products 

and solutions obtaining misplaced in the 

superior seas. This success to delays and 

consequent spoilage of perishables. With 

gods like as horticultural products getting 

delivered from a person site to another, 

delays such as people prompted by ships 

obtaining misplaced due to terrible 

temperatures circumstances can 

consequence to their injury or even some 

may well expire. When products expire 

some of these businesses are forced to 

spend again for loses since the goods had 

been damaged in their fingers. This leads 

to a ton of money being put in on refunds 

and compensations hence threatening the 

stability of the corporations. 

In   situation   of   accidents   triggered   by 

severe climatic conditions circumstances 

these as tides, massive damages and loses 

are borne by sea freight  companies.  For 

instance, when a ship that is transporting 

valuable products sink, the company is 

compelled to bear loses by way of 

compensating   the   customers   for   their 

misplaced and damaged house. This is 

mainly because in most instances the 

insurance  policy  cover  that  is  taken  by 

most sea freight companies compensates 

proficiently for minimal value products. 

Pipeline transport 

Pipeline transportation is a progressive and 

economically advantageous mode of trans 

portation. It is characterized by flexibility, 

the absenceof freight losses in transit, com 

plete automation of laborintensive loading 

and unloading operations, and recovery of 

packaging. As a consequence, transportatio 

n costs are loweredfor liquid goods; for ex 

ample, the costs of pipeline transportation 

are onethird of those for railroad transport. 

Further development of trunk pipelines is l 

inked to an increase in pipe diameter and t 

he pressure of natural gas or petroleum con 

veyedthrough the pipeline and to the provi 

sion of compressor units for higher pressur 

es. The transport of liquefied natural gas is 

another possibleway of reducing transport 

ation costs. 

Pipeline Transportation: 
 

     Gasoline 
 

     Diesel Fuel 
 

     Jet Fuel 
 

     Aviation gasoline 
 

     Natural Gas 
 

     Kerosene 
 

Technical challenges 
 

The  natural  gas  industry  has  extensive 

experience   on   pipeline   transportation.

http://www.shipcs1.com/
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However, carbon dioxide shows 

significantly different  physical  properties 

and  behaviour  in  the  pipeline 

transportation  process.  Compared  to 

natural gas, the most relevant issues 

regarding the structural integrity. 

Higher susceptibility to long-running 

ductile  fracture  propagation  than  natural 

gas pipeline operating at comparable 

material usage working conditions, as the 

carbon dioxide decompression is more 

severe when they pass through it and as a 

consequence the driving force is stronger 

and the crack arrest conditions can be 

reached only using steel pipes with very 

high toughness, or using external 

mechanical  devices  and/or  using 

innovative ultra high ―equivalent 

toughness‖ reinforced pipes. The two 

possible ductile fracture propagation 

scenarios for a gas pipeline involving low 

and high numbers of pipes, shows a 

composite crack arrestor before and after 

the test.  The high likelihood to have lower 

temperatures during service operation or in 

case of a unlikely event of a leakage  due 

to the significant Joule Thomson cooling 

effect which results in pipe material 

toughness decreasing.  Increased pipe wall 

corrosion and/or stress corrosion 

susceptibility when free water phase is 

present within the Carbon dioxide mixture. 

These tests and studies highlight the key 

role  of  impurities  in  the  anthropogenic 

Carbon dioxide mixture, and their 

detrimental effect on crack propagation 

driving force. 

Conclusion 
 

The local environment provides a cheap, 

pleasant and reliable way to travel. The 

benefit from a development in 

transportation provides a positive 

improvement  in  the  quality  of  our  lives 

and contributes to the sustainability as 

transport is multidisciplinary field as it 

requires efforts of people from a spectrum 

background.  There  is  a  scope  for 

improving the operational efficiency in the 

technology driven and user friendly 

operation. The operational expenses are 

required to minimized and productivity 

must be accelerated application of these 

principles would lead to qualitative 

improvements. There must be no gap 

between the services offered and services 

promised.
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Introduction 
 

Banks have their own significant role to play 

in the economic system of any country. 

various types of banks perform various 

functions according to their prescribed roles 

defined by their memorandums and articles 

of association. central bank is the bank of 

the government and is required to monitor 

and supervise the banking activities in a 

politically  defined  and  specified 

geographical region. agricultural and 

industrial banks cater to the needs of farmers 

and industrialists. commercial banks 

generally have a wider network of their 

branches and look after the financial 

requirements  of  the  general  public  (mian, 

2008). commercial banks have maximum 

interaction with the general public and that 

is why, central banks are always keen to 

improve their service quality and 

productivity.   the banking industry in india 

 

 

is facing certain challenges i.e. challenges of 

quality    service,    customer    satisfaction, 

customer     retention,     customer     loyalty. 

Quality   service   plays   a   major   role   in 

achieving     customer     satisfaction,     and 

creating brand loyalty in banking sector. 

Banking Service Quality 

Bindal,  sarika  et  al.  (2014),  the  service 
 

quality factor tangible is defined by whether 

the physical facilities and materials 

associated with the service are visually 

appealing at the bank. these are all factors 

that   customers   notice   before   or   upon 

entering the bank. such visual factors help 

consumers from their initial impressions. a 

crucial challenge in service marketing is that 

customers cannot see a service but can see 

the various tangibles associated with it - all 

these tangibles, the service facilities, 

equipment and communication materials are 

clues   about   the   intangible   service.   if
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unmanaged, these clues can send to the 

customer‘s   wrong   messages   about   the 

service and render ineffective the marketing 

strategy of the company. 

on   the   other   hand,   improving   quality 

through tangibles means attention to the 

smallest details that competitors might 

consider trivial. yet, these visible details can 

add up for customers and signal a message 

of caring and competence. customers may 

reveal new aspects of service quality in 

banking  that  are  important  to  them,  and 

these would have to be incorporated in the 

scale so as to further explore the concept of 

service quality in the banking arena. 

Customer perception of service 

Customer‘s perception of service quality can 

generally be divided into the perception of 

reliability, responsiveness, assurance, 

empathy and tangibles. these aspects will be 

discussed more profound later on, as the 

servqual model is explained. together with 

the product price and quality, service quality 

forms the broader concept of customer 

satisfaction. ultimately, if customer‘s 

experiences exceed their expectations, 

customer  satisfaction  together  with 

situational and personal factors will result in 

customer  loyalty  (wilson,  zeithaml,  bitner 

and gremler 2008, 79). it is of great 

importance,    to    win    customer    loyalty 

especially for smaller businesses. small 

businesses do not have the same budget as 

larger companies, and keeping existing 

customer  is   by  far  much  cheaper  than 

finding  new  ones.  offering  excellent 

customer service will not only lead to 

customer loyalty, it will also give smaller 

firms a competitive advantage against larger 

companies  (longenecker,  moore,  petty, 

palich 2005, 290). 

However, customers‘ service expectations 

varies according to store type, customers 

expect a much more wide-ranging service in 

specialty stores compared to discount stores. 

Objective of the study 

The     study     attempts     to     investigate 
 

empirically the following objectives: 
 

 To   study   the   impact   of   customers‘ 

perception on various dimensions of 

banking service quality.. 

 To     analyze     the     effectiveness     of 

effectiveness of reliability variables on 

depositors perception over the services 

of bank. 

Methodology 
 

this study measures the reliability service 

quality of ICICI bank and its impact on 

overall service quality perception of 

customers in nagapattinam district. The 

service  quality  dimensions  applied  in 

foreign countries are used here to evaluate
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the customer perception of service quality in 

indian situations. there are 8 branches of 

ICICI in nagapattinam district. the urban 

branches of the bank were chosen for the 

study. there are 210 respondents are 

randomly selected from the urban branches 

for the purpose of collecting responses. both 

primary and secondary data have been 

collected for the research work. a pretested 

structured  questionnaire  was  used  to 

measure the customer perception on banking 

reliability service quality of ICICI bank. the 

questionnaire was admitted among 120 

sample respondents to  collect needed data 

and information for the study. the researcher 

collected information from various sources 

such as journals, books, reports, magazine 

and articles. she also visited the district head 

office of ICICI bank, 

The effect of reliability variables on 

depositors  perception  over  the  services  of 

bank: 

in order to check the effect of banking 

reliability variables on depositors perception 

over the services of bank,    multiple 

regression analysis is conducted to know the 

significant factor which highly influence the 

bank depositors and customers perception 

over the services of ICICI bank  as well as 

insignificant factor which do not influence 

the bank borrowers over the   services of 

bank. 

Result of model summary – banking 

reliability variables vs. depositors perception 

over the banking services 

r-squared        = 0.368281 percent 
 

r-squared (adjusted for d.f.)   = 0 percent 

standard error of est.              = 1.21796 

mean absolute error                = 1.00481 

durbin-watson statistic           =1.74549 

(p=0.0328) 

lag 1 residual autocorrelation = 0.126534 

sources: primary data

 

Result of regression analysis – banking reliability variables VS depositors‘ perception over the 

banking services 

Parameter Estimate Standard error T statistic P-value 

Constant 2.50175 0.328793 7.60888 0.0000 

Depositors.rel1 -0.013947 0.128225 -0.10877 0.9135 

Depositors.rel2 0.0513913 0.0635133 0.809143 0.0419 

Depositors.rel3 -0.00159454 0.0796006 -0.0200317 0.9840 

Depositors.rel4 -0.0220101 0.0788628 -0.279093 0.7805 

Depositors.rel5 -0.0129101 0.0808022 -0.159775 0.8732 
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Source Sum  of 

squares 

Df Mean 

square 

F- 

ratio 

P- 

value 

Model 1.11312 5 0.222625 0.15 0.9798 

Residual 301.136 203 1.48343   

Total 

(corr.) 

302.249 208    

 

 
 

Result of Anova - banking reliability 

variables vs depositors perception over the 

banking services 

 
 
 
 
 
 
 
 
 
 

Sources: primary data 
 

The output shows the results of fitting a 

multiple linear regression model to describe 

the relationship between depositorsoverall 

customer perceptions over the banking 

services and 5 independent reliability 

variables.   the equation of the fitted model 

is; depositorsoverall customer perception 

over   the   banking   services   =   2.50175- 

0.013947*depositors.rel1+0.0513913*depos 

itors.rel2-0.00159454*depositors.rel3- 

0.0220101*depositors.rel4                            - 
 

0.0129101*depositors.rel5 
 

Since  the  p-value  in  the  anova  table  is 

greater or equal to 0.05, there is not a 

statistically significant relationship between 

the variables at the 95.0% or higher 

confidence level. the r-squared statistic 

indicates that the model as fitted explains 

0.368281% of the variability in 

depositorsoverall customer perception over 

the banking services.  the adjusted r-squared 

statistic,    which    is    more    suitable    for 

comparing models with different numbers of 

independent variables, is 0.0%.  the durbin- 

watson (dw) statistic tests the residuals to 

determine if there is any significant 

correlation based on the order in which they 

occur in depositor‘s data.  since the p-value 

is less than 0.05, there is an indication of 

possible serial correlation at the 95.0% 

confidence level.  the variables namely rel3 

and rel5 have a 26.62% of relationship 

between them is highest among the five 

reliability items. it is conclude that among 

the five reliability variables of banking 

services which used to predict the impact on 

overall depositors perception over the 

banking  services,  rel2  (appearance  of 

waiting area) are creates a significant impact 

on customer perception regarding banking 

services.  however, the remaining reliability 

variables, rel1, rel3, rel4 and rel5, were not 

made any significant impact on overall 

customer perception.  it is  noticed  that  the 

highest p-value on the independent variables 

is 0.9840, belonging to depositorsrel3.  since 

the p-value is greater or equal to 0.05, that 

term  is  not  statistically  significant  at  the 

95.0% or higher confidence level. 

Consequently, it should consider removing 

depositors rel3 from the model.
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Correlation between reliability variables of banking services by depositors 
 

 Rel 1 Rel 2 Rel 3 Rel 4 Rel 5 

Rel 1 1.0000     

Rel 2 -0.0653 1.0000    

Rel 3 0.0538 -0.0200 1.0000   

Rel 4 0.0435 0.1839 0.2265 1.0000  

Rel 5 -0.1431 0.0379 0.2662 0.2191 1.0000 

Sources: primary data 

Residual plot for overall depositors perception over banking services quality with reliability 

variables 
 

Residual Plots  for Depositors perception over  the   Banking serives by Banking Reliability varible
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Findings 

Residual Obser vation Or der 

impact on overall depositors perception over 

the  banking  services,  rel2  (appearance  of
 

The present‘s salient findings of this study, 

conclusion and suggestions offered for 

improving the service quality of sample 

banks‘ urban branches in nagapattinam 

district.  this study also unearthed the scope 

for further research in this area. 

Among the bank depositors, the variables 

namely rel3 and rel5 have a 26.62% of 

relationship between them is highest among 

the five reliability items. 

among the five reliability variables of 

banking services which used to predict the 

 

waiting area) creates a significant impact on 

customer perception regarding banking 

services. 

the highest p-value on the independent 

variables is 0.9840, belonging to depositors 

rel3. it should be considered to remove 

depositors rel3 (appearance of waiting area) 

from the model. 

 

Conclusion 
 

Several studies revealed that there is a 

positive relationship between quality of 

services   and   customers‘   satisfaction.   by
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improving    service    quality    banks    can 

enhance  customer  satisfaction  and  loyalty, 

and, as a consequence, achieve sustainable 

revenue.       service       quality       is       a 

multidimensional  concept,  incorporating  a 

number of aspects of both past and present 

service   experience.   Today   the   customer 

services preference keep on changing at a 

rapid  speed.  customer  is  the  king  in  the 

present  day  banking.  indian  banking  has 

aided   the   economic   development   in   an 

effective way during the post-independence 

period.   the   banking   sector   has   shown 

remarkable responsiveness to the needs of 

the planned economy. it has brought about a 

considerable   progress   in   its   efforts   at 

deposits  mobilization  and    it  has  taken  a 

number  of  measures  in  the  recent  past  to 

accelerate the rate of growth of deposits. 
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Abstract 
 

The Financial sector, of which Banking 

sector   is   the   largest   player,   plays   a 

dominant role in building the economy of 

an individual as well as a nation. Banks 

have control over a large part of the supply 

of money in circulation. They are the main 

stimulus  for the economic progress  of a 

country. A strong banking and finance 

sector is, therefore, necessary for a country 

to emerge as a developed one. It is vital for 

growth, creation of jobs, generation of 

wealth,  eradication  of  poverty, 

encouraging entrepreneurial activity and 

increasing the gross domestic product. 

Today banking is known as innovative 

banking. Information technology has given 

rise to new innovations in the product 

designing and their delivery in the banking 

and finance industries. Customer services 

and customer satisfaction are their prime 

work. One of the most significant areas 

where IT has had a positive impact is on 

substitutes for traditional funds movement 

services. With the advent of electronic 

banking,   electronic   funds   transfer   and 

other   similar   products,   funds   transfer 

within  time  frames  which  would  have 

appeared impossible a few years ago has 

made   it   reality.   With   networking   and 

internet  connection  new  challenges  are 

arising  related  to  security  privacy  and 

confidentiality to transactions. Finally the 

banking sector will need to master a new 

business  model  by building management 

and  customer  services  with  a  variety  of 

products and controlled cost to stay in the 

long run and services. The paper attempts 

to  present  the  emerging  trends  and  its 

challenges  that  recently  emerged  in  the 

banking  sector.  It  will  be  useful  to  the 

academicians,    banking    and    insurance 

personnel,            financial            advisors, 

professionals,   students   and   researchers. 

Common    readers    will    also    find    it 

informative  and  inculcating.  Key  words: 

Financial    sector,    Banking   sector,    E- 

Banking, Innovative banking, Information 

Introduction 

In this study, the author aims to consider 
 

the transformational sourcing of capital for 

strong   banking   system   in   the   Indian
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economy. The paper examines the 

challenges faced by the Indian banking 

industry in the form of rural market 

penetration, management of risks and the 

role of the public and private banks, 

mergers, acquisition and consolidation of 

banks in India. A healthy banking system 

is essential for any economy striving to 

achieve good growth and yet remain stable 

in an increasingly global business 

environment. The Indian banking system, 

with one of the largest banking networks 

in the world, has witnessed a series of 

reforms over the past few years like the 

deregulation of interest rates, dilution of 

the  government  stake  in  public  sector 

banks (PSBs), and the increased 

participation of private sector banks. The 

growth  of  the  retail  financial  services 

sector has been a key development on the 

market  front.  Indian  banks  (both  public 

and private) have not only been keen to tap 

the domestic market but also to compete in 

the  global  market  place.  New  foreign 

banks have been  equally keen to  gain a 

foothold in the Indian market. Banks must 

change the way they think about things; 

outsourcing is a great example of this. 

Traditionally,  outsourcing  was  promoted 

as a way of reducing costs by transferring 

projects to an external service provider 

Literature Review 
 

Garg (1994) studied that Indian scheduled 

commercial banks have achieved 

remarkable progress in last two decades 

under study, particularly in branch 

expansion in rural areas, deposits 

mobilization and credit deployment to 

priority sector and small borrowers. 

Banking sector reforms is an integral part 

of the economic reform package. The 

reform   involved   the   liberalization   of 

interest rates, promotion of market-based 

system of credit allocation, enhancing 

competition, and efficiency of the 

regulatory and supervisory framework 

(Jegede  et  al.  2004).  Financial  reforms 

were designed to enable the banking 

industry develop the required resilience to 

support the economic development of a 

nation by proficiently performing its 

function  of  financial  intermediation 

(Lemo, 2005). Biresh (2011) examined the 

performance of banks in India in post 

transition period and concluded that the 

positive trend of the reform process is 

visible through the increase in technical 

efficiency over the years of the post 

transition period. 

Objectives of the study 
 

1. To study the emerging trends of Indian 

banking sector
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Present scenario 
 

Commercial Banks at A Glance 
 

Sl.no. Indicators 2006 2007 2008 2009 2010 2011 2012 2013 

 
1 

Number of 
Commercial 
banks 

 
222 

 
182 

 
173 

 
170 

 
167 

 
167 

 
173 

 
155 

 i)Scheduled 
Commercial 
Banks 

 
218 

 
178 

 
169 

 
166 

 
163 

 
163 

 
169 

 
151 

 
 
 

2 

Aggregated 
deposits of 

Schedules 

Commercial 

banks in 

India 

 
 
 

21090.4 

 
 
 
26119.3 

 
 
 
31969.4 

 
 
 
38341.1 

 
 
 
44928.2 

 
 
 
52079.6 

 
 
 
59090.8 

 
 
 
67504.5 

 i)Demand 
deposits 

 

3646.4 
 

4297.31 
 

5243.1 
 

5230.85 
 

6456.1 
 

6417.05 
 

6253.3 
 

6622.99 

 ii)Time 
deposit 

 

17444 
 

21822 
 

26726.3 
 

33110.2 
 

38472.1 
 

45662.6 
 

52837.5 
 

60881.5 

 

 
 
 

3 

Bank credit 
of 
Scheduled 

Commercial 

Banks in 

India(Rs.Bil 

lion) 

 

 
 
 

15070.7 

 

 
 
 

19311.9 

 

 
 
 

23619.1 

 

 
 
 

27755.4 

 

 
 
 

32447.8 

 

 
 
 

39420.8 

 

 
 
 

46118.5 

 

 
 
 

52604.5 

 
 

4 

Credit – 
Deposit 
Ratio(per 
cent) 

 
 

70.1 

 
 

73.5 

 
 

74.6 

 
 

73.8 

 
 

73.7 

 
 

76.5 

 
 

78.6 

 
 

79.1 

 
5 

Investment 
–Deposit 
Ratio (%) 

 
40 

 
35.3 

 
35.5 

 
35.7 

 
36.4 

 
34.3 

 
34.6 

 
35.2 

 
6 

Cash – 
Deposit 
Ratio(%) 

 
6.7 

 
7.2 

 
9.7 

 
7.3 

 
7.7 

 
8.2 

 
5.8 

 
5.1 

Emerging Trends 
 

1.Financial Reforms   A reform is not a 

static word but indicates a journey of 

Banking sector. The major banking sector 

reforms  known  as  Narasimham 

Committee-I (1991) report and the 

Narasimham  Committee-II  (1998)  report 

in India helped to attain major changes in 

Indian banking sector. The reforms were 

aimed at to make the banking sector more 

competitive, versatile, efficient, productive 

to follow international started and to free 
 

from the directions and control of 

Government. Interest rates have been 

deregulated  and new entrants allowed in 

the  banking  and  the  securities  business. 

The Indian equity market has become 

world-class. New private banks have 

emerged that are more customer-oriented. 

These recommendations not only helped 

unleash the potential of banking in India, 

they   are   also   recognised   as   a   factor
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towards minimizing the impact of global 

financial crisis starting in 2007. Unlike the 

socialist-democratic  era  of  the  1960s  to 

1980s, India is no longer insulated from 

the global economy and yet its banks 

survived the 2008 financial crisis relatively 

unscathed, a feat due in part to these 

Narasimham Committees. 

2) Financial Crisis Financial crisis, the 

second trend listed in the emerging trends 

of banking sector. The crisis has affected 

the real economy. Growth prospects of 

emerging economies have been affected by 

the financial crisis. Foreign Inflow has 

shown a subtraction of 61.4% in the FY 

2008-09 from the last period. Even the 

deposit has been decreased by 1 % in the 

year 2008-09and cash-deposit ratio reverse 

a growth of 24.7%. Bank credits have been 

decline by 9.5% in the year 2008-09. 

Deposit have also affected with 7% 

decreased in the same year..Import 

Substitution resulted as the outcome of the 

reforms develop the belief that India need 

to  rely  on  internal  markets  for 

development   and   not   the   international 

trade.  The  role  of  rural  markets,  their 

rising  spending  power  and  the 

consumption trends followed by the rural 

Indians are considered to be the driver of 

future growth of companies. And this trend 

of tapping rural markets is visible across 

all sectors now, be it FMCG, IT, Banking, 

education etc. For example, today, India is 

in better state than China because our GDP 

is less dependent on exports as compared 

to them, where maximum revenues come 

from  exporting to  the  European  and  US 

markets. Thus, tapping the rural markets is 

most   important   for   us   to   be   a   self 

sustaining economy. 

3)  Financial  Convergence  Under 

financial convergence, universal banking 

stands a vital role whereby all financial 

services are made available to customers 

under one roof. For example, a bank, apart 

from its ordinary business of accepting 

deposits  and  lending  money,  may  also 

offer investment banking, credit card 

services, or sell insurance policies. 

Commercial banks in India also market the 

mutual fund schemes. India Post sells a 

whole   range   of   saving   schemes,   gold 

coins, etc. in addition to its postal services. 

The main advantage of Universal Banking 

is that it results in greater economic 

efficiency in the form of lower cost, higher 

output and better products. Many 

Committees and reports by Reserve Bank 

of India are in favour of Universal banking 

as it enables banks to exploit economies of 

scale and scope. 

i). Management Performance The credit 

deposit ratio reflects the management 

performance of the banks. It can be seen 

after financial liberalization, most of the 

banks  reported  higher  C-D  ratio. 

Aggregate   deposits   of   all   Scheduled
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Commercial  Banks  (SCBs),  as  a 

percentage of GDP increased from 61% in 

FY07   to   67%   in   FY13,   driven   by 

increasing demand from retail customers. 

Credit  to  GDP  increased  from  45%  in 

FY07 to 53% in FY13 indicating the 

improved lending of SCBs to various 

industries, which has enhanced trade and 

economic development. Deposits increased 

at   a   CAGR   of   11.4%   during   FY09– 

Growth in deposits was primarily due to 

strong growthFY13 to reach USD 1, 360 

billion   in   FY13.      in   current   account 

savings account (CASA) (33% growth in 

FY13). CASA growth was strong for new 

private sector  banks,  due to  their higher 

savings deposit rates. (IBS Report 2014) 

ii).   Expansion   of   Banking   business 

India‗s banking sector is currently valued 

at Rs. 81 trillion (US$ 1.31 trillion). It has 

the potential to become the fifth largest 

banking industry in the world by 2020 and 

the third largest by 2025, according to 

KPMG-CII report. ATMs in India have 

increased to 1, 45,858 in January 2014. 

Bank deposits have grown at a compound 

annual  growth  rate (CAGR) of 21.2  per 

cent  over  FY06–13.   Total  deposits  in 

FY13 were US$ 1,274.3 billion. Total 

banking sector credit is anticipated to grow 

at a CAGR of 18.1 per cent (in terms of 

INR) to reach US$ 2.4 trillion by 2017. 

Total Earnings  growth  is 16% valued at 

8614 bn (2012) when compared to 7416 bn 

for the year 2011. Net Profit has also 

contributed with a growth of 12.6% and 

valued at 912 bn in the year 2012. 

4) Financial Engineering Financial 

engineering,‘ the next trend, is about the 

development and creative application of 

financial technology for solving financial 

problems, exploiting financial 

opportunities, and for otherwise adding 

value. Some of trends and examples are E- 

Banking, Internet Banking, Mobile & Sms 

Banking, ATM expansion, volumes of 

Debit & Credit Card, RTGS and NEFT. 

i). Information Technology-Modern 

Banking Services Under the regime of 

banking sector reforms, IT gave new 

dimensions to the Indian banking sector. 

IT has created transformation in banking 

structure, business process, work culture 

and  human  resource  development.  The 

new evolution in same field is E-Banking 

i.e. though Electronic channels, such as the 

telephone, the internet, the cell phone, etc. 

The concept and scope of E-banking is still 

evolving.  It  facilitates  an  effective 

payment and accounting system thereby 

enhancing the speed of delivery of banking 

services considerably. 

ii). Mobile Banking: In recent years, the 

mobile banking has been reflecting a 

growing trend with the volume and value 

increasing by 108.5% (53.30 million in 

FY13 vis-à-vis 25.56 million in FY12) and
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% Share of Investment FY 
2011 

FY 
2012 

Central         Government 
Securities 

61.2 62.7 

State             Government 
Securities 

16.2 16.8 

Other Trustee Securities 0.3 0.2 

Shares and Debentures of 
Joint Stock Co. 

7.5 7.8 

Other Investments 14.8 12.5 

Total Volumes (Rs.in Bn) 3043.2 3776.8 
 

 
 

228.9% (USD1.1 billion in FY13 vis-à-vis 

USD0.2  billion  in  FY12),  respectively. 

(IBS Report 2014) iii). 

iii)Trends  in  Non-Cash  Payments 

system In 2013, credit, debit, and other 

electronic payments grew at a rate of 35 

per cent from the previous year in terms of 

payment transactions. POS terminals 

shipment volumes in the country are 

anticipated to grow from 0.8 million units 

in 2013 to 1.1 million units by 2015 

growing at a CAGR of 17.2 per cent. 

According to  Niju  V, Director, 

Automation & Electronics, Frost & 

Sullivan,   ―India   is   currently   the   13th 

largest non-cash payment market in the 

world with a high potential to grow 

significantly  as  more  merchants  install 

POS terminals and accept card 

payments"(Frost & Sullivan). 

5).  Financial  Inclusion  Financial 

inclusion is the process of ensuring access 

to financial services and timely and 

adequate  credit  where  needed  by 

vulnerable groups such as weaker sections 

and low-income groups at an affordable 

cost. As per PMJDY Brouchure- Census 

2011 estimated that out of 24.67 crore 

households in the country, 14.48 crore 

(58.7%) households had access to banking 

services. Of the 16.78 crore rural 

households, 9.14 crore (54.46%) were 

availing  banking  services.  Of  the  7.89 

crore    urban    households,    5.34    crore 

(67.68%)     households     were     availing 

banking    services.    Methodology    The 

present study is descriptive in nature. The 

study is undertaken at a stretch of five (5) 

emerging  trends  of  financial  services  in 

India. The paper examines the trends of 6 

years  from  2007-  2012  comprising  of 

some  analysis  with  limited  coverage  of 

years.  The  data  used  for  the  study  is 

secondary in nature and has been collected 

from RBI (Reserve Bank of India) bulletin, 

annual reports of RBI and, Report on trend 

and progress of banking in India, various 

reputed journals, newspapers, white papers 

and websites of RBI & World Bank. 

Methdology 

This paper is the outcome of a secondary 

data on Indian Banking Sector with special 

reference to Indian context. To complete 

this,  annual  reports,  various  books, 

journals and periodicals have been 

consulted, several reports on this particular 

area have been considered, and internet 

searching  has  also  been  done.  Analysis 

and Results 

I. Growth of Banking Investment: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Source: Basic Statistical Return-5, RBI
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Industry 40.4 

Professional & Other services 7.6 

Transport 2.5 

Finance 8.5 
 

Indicators FY 

2007- 
08 

FY 

2008- 
2009 

Source 

Foreign 
Investment 
(Rs.in Bn) 

$18.90 $7.3 S1 

Credit –Deposit 
Ratio (%) 

74.6 73.8 S2 

Cash   –Deposit 
Ratio (%) 

9.7 7.3 S2 

Deposit( Rs. In 
bn) 

822 763 S2 

Credit ( Rs. In 
bn) 

610 552 S2 

 

Indicator 
s 

20 
07 

20 
08 

20 
09 

20 
10 

20 
11 

20 
12 

Mobile 
users(per1 
00 pop) 

20 
2 

29. 
5 

44. 
1 

62. 
4 

73. 
1 

69. 
9 

Internet 
Users(per 
100 pop) 

3.9 
5 

4.3 
8 

5.1 
2 

7.5 10 12. 
6 

Gross 
capital 
formation( 
%of GDP) 

38 35. 
5 

36. 
3 

36. 
5 

36. 
4 

34. 
7 

GDP 
growth 
(%) 

9.8 3.9 8.5 10. 
3 

6.6 4.7 

 

Year Deposit 
Rs.in Bn 

Growth 
% 

Credit 
Rs. In 

Bn 

Growth 
% 

2007 665 35.99 495 40.63 

2008 822 23.61 610 23.23 

2009 763 7.18 552 9.51 

2010 1030 34.99 742 34.42 

2011 1182 14376 896 20.75 

2012 1170 1.02 916 2.23 
 

Outstanding Credit of SCBs FY 2012 

Occupations % share 

Personal loan 15.6 

Agriculture 11.7 

Other 3.9 

Trade 9.8 

 

 
 

 

II. Trends of Impact of Global Financial 
 

Crisis 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

iii) Mobile Banking 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Source :Basic Statistical Return-5, RBI. 
 

iv) Modern Banking 
 
 
 
 
 
 
 
 
 
 
 

 
v) Outstanding Credit 

Source: World Development Indicators 
 

Challenges and Opportunities 
 

The  Indian  banking  sector  continues  to 

face some structural challenges. We have a 

relatively large number of banks, some of 

which are sub-optimal in size and scale of 

operations. On the regulatory front, 

alignment with global developments in 

banking  supervision  is  a  focus  area  for 

both regulators and banks. The new 

international capital norms require a high 

level of sophistication in risk management, 

information  systems,  and  technology 

which would pose a challenge for many 

participants in the Indian banking sector. 

The deep and often painful process of 

restructuring  in  the  Indian  economy and 

Indian   industry   has   resulted   in   asset 

quality issues for the banking sector; while 

significant progress is being made in this 

area, a great deal of work towards 

resolution of these legacy issues still needs 

to be done. The Indian banking sector is 

thus at an exciting point in its evolution. 

The opportunities are immense – to enter 

new businesses and new markets, to 

develop new ways of working, to improve 

efficiency, and to deliver higher levels of 

customer service. The process of change 

and restructuring that must be undergone
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to capitalize on these opportunities poses a 

challenge for many banks. 

The  Indian banking sector  is  faced  with 

multiple and concurrent challenges such as 

increased competition, rising customer 

expectations, and diminishing customer 

loyalty. The banking industry is also 

changing at a phenomenal speed. While at 

the one end, we have millions of savers 

and investors who still do not use a bank, 

another segment continues to bank with a 

physical branch and at the other end of the 

spectrum, the customers are becoming 

familiar with ATMs, e-banking, and 

cashless  economy.  This  shows  the 

immense potential for  market expansion. 

The exponential growth for the industry 

comes from being able to handle as wide a 

range of this spectrum as possible. In this 

complex  and  fast  changing  environment, 

the only sustainable competitive advantage 

is to give the customer an optimum blend 

of technology and traditional service. As 

banks develop  their strategies  for  giving 

customers access to their accounts through 

various advanced services like e banking, 

mobile banking and net banking, they 

should also regard this emerging platform 

as a potential catalyst for generating 

operational  efficiencies  and  as  a  vehicle 

for new revenue sources. 

Indian Consumer 
 

The biggest opportunity for the Indian 

banking   system   today   is   the   Indian 

consumer. Demographic shifts in terms of 

income levels and cultural shifts in terms 

of lifestyle aspirations are changing the 

profile of the Indian consumer. This is and 

will be a key driver of economic growth 

going forward. The Indian consumer now 

seeks to fulfil his lifestyle aspirations at a 

younger age with an optimal combination 

of equity and debt to finance consumption 

and asset creation. This is leading to a 

growing demand for competitive, 

sophisticated retail banking services. The 

consumer represents a market for a wide 

range of products and services – he needs a 

mortgage  to  finance  his  house;  an  auto 

loan for his car; a credit card for on-going 

purchases; a bank account; a long-term 

investment  plan  to  finance  his  child‗s 

higher  education;  a pension  plan for his 

retirement; a life insurance policy the 

possibilities  are  endless.  And,  this 

consumer does not live just in India‗s top 

ten  cities.  He  is  present  across  cities, 

towns, and villages as improving 

communications increases awareness even 

in small Indian Banking Sector Challenges 

and   Opportunities   www.iosrjournals.org 

59 Page towns and rural areas. Consumer 

goods companies are already tapping this 

potential it is for the banks to make the 

most  of  the  opportunity  to  deliver 

solutions to this market.

http://www.iosrjournals.org/


Emperor International Journal of Finance and Management Research [EIJFMR] ISSN: 2395-5929 
 

©Mayas Publication Page 185 
 

 
 

Revolution of Information Technology 

Technology  is  the  key  to  servicing  all 

customer segments – offering convenience 

to   the   retail   customer   and   operating 

efficiencies to corporate and government 

clients.    The   increasing   sophistication, 

flexibility, and complexity of product and 

servicing offerings makes the effective use 

of  technology  critical  for  managing  the 

risks    associated    with    the    business. 

Developing    or    acquiring    the    right 

technology,  deploying  it  optimally,  and 

then leveraging it to the maximum extent 

is essential to achieve and maintain high 

service   and   efficiency   standards   while 

remaining   cost-effective   and   delivering 

sustainable returns to shareholders. Early 

adopters of technology acquire significant 

competitive        advantage.        Managing 

technology is, therefore, a key challenge 

for   the   Indian   banking   sector.   Wide 

disparities exist between various banks as 

far     as     technology     capabilities     are 

concerned; the sector as a whole needs to 

make  significant  progress  on  this  front. 

Banks may have to go for mobile banking 

services    for    a    cluster    of    villages. 

Alternatively,   technological   institutions 

have  to  come  out  with  low-cost,  self- 

service solutions/ ATMs. The government 

and the RBI should actively support such 

research efforts. Here, it is worthwhile to 

mention that the adaptability of the Indian 

rural population to high-tech devices is one 

of the fastest in the world. A wider 

dissemination of information on 

technologies and products to the Indian 

banking industry by the research 

institutions could benefit the banking 

institutions. This cross-pollination of ideas 

would mutually enrich the banking and the 

technology development processes. The 

Indian banks are subject to tremendous 

pressures  to  perform  as  otherwise  their 

very survival would be at stake. 

Industrial Development 
 

The developments in Indian industry and 

government  and  the  integration  of  India 

with    the    global    markets    also    offer 

innumerable opportunities to the banking 

sector.  Companies  and  governments  are 

increasingly seeking high-quality banking 

services  to  improve  their  own  operating 

efficiency. Companies seek to offer better 

customer       service       and       maximize 

shareholder returns and governments seek 

to improve the quality of public services. 

The  internationalization  of  India  offers 

banks  the  opportunity  to  service  cross- 

border  needs  of  Indian  companies  and 

India-linked needs of multinationals. 

Knowledge Society 

Building knowledge-driven, learning 

organizations is important in the current 

scenario of rapidly evolving operating 

environments.  Knowledge  and 

assimilation of new ideas and trends are 

essential to keep the organization ahead on
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the curve. This is true for banking as it is 

for all other sectors. Banks must 

continuously seek to be aware of cutting 

edge practices in banking internationally 

and institutionalize this learning across the 

organization.  This  will  prepare  them  for 

the future as Indian markets become more 

sophisticated and integrated into the global 

financial markets. Another critical area for 

the Indian banking sector is people. The 

ability to attract and retain talent is a key 

success factor for a people-oriented 

business like banking. Banks have to build 

organizations that are process driven  yet 

innovative, stable yet flexible, and 

responsive to change. 

Intense Competition 
 

The  RBI and  Government  of  India  kept 

banking industry open for the participants 

of private sector banks and foreign banks. 

The foreign banks were also permitted to 

set up shop on India either as branches or 

as subsidiaries. Due to this lowered entry 

barriers  many  new  players  have  entered 

the market such as private banks, foreign 

banks, nonbanking finance companies, etc. 

The foreign banks and new private sector 

banks have spearhead the hi-tech 

revolution. For survival and growth in 

highly   competitive   environment   banks 

have to follow the prompt and efficient 

customer service, which calls for 

appropriate customer centric policies and 

customer friendly procedures. 

Employees’ Retention 
 

The   banking   industry   has   transformed 

rapidly in the last ten years, shifting from 

transactional     and     customer     service- 

oriented   to   an   increasingly   aggressive 

environment,    where    competition    for 

revenue  is   on   top   priority.   Long-time 

banking      employees      are      becoming 

disenchanted  with  the  industry  and  are 

often  resistant   to   perform   up   to   new 

expectations.  The  diminishing  employee 

morale results in decreased revenue. Due 

to the intrinsically close ties between staff 

and    clients,    losing    those    employees 

completely can mean the loss of valuable 

customer relationships. There tail banking 

industry   is   concerned   about   employee 

retention  from  all  levels:  from  tellers  to 

executives       to       customer       service 

representatives   because   competition   is 

always moving in to hire them away. 

Financial inclusion 

Financial inclusion has become a necessity 

in today‗s business environment. Whatever 

is produced by business houses that have 

to be under the check from various 

perspectives like environmental concerns, 

corporate governance, social and ethical 

issues. Apart from it to bridge the gap 

between rich and poor, the poor people of 

the   country   should   be   given   proper 

attention to improve their economic 

condition.   In   India,   RBI   has   initiated 

several    measures    to    achieve    greater
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financial inclusion, such as facilitating no- 

frills   accounts   and   GCCs   for   small 

deposits and credit. 

Rural Market 
 

Banking in India is generally fairly mature 

in  terms  of  supply,  product  range  and 

reach, even though reach in rural India still 

remains a challenge for the private sector 

and foreign banks. In terms of quality of 

assets and capital adequacy, Indian banks 

are considered to have clean, strong and 

transparent balance sheets relative to other 

banks in comparable economies in its 

region. Consequently, we have seen some 

examples of inorganic growth strategy 

adopted by some nationalized and private 

sector banks to face upcoming challenges 

in banking industry of India. For example 

recently,  ICICI  Bank  Ltd.  merged  the 

Bank of Rajasthan Ltd. in order to increase 

its reach in rural market and market share 

significantly.  State  Bank  of  India  (SBI), 

the largest public sector bank in India has 

also adopted the same strategy to retain its 

position. It is in the process of acquiring its 

associates. Recently, SBI has merged State 

Bank of Indore in 2010. 

High Transaction Costs 
 

A major concern before the banking 

industry is the high transaction cost of 

carrying non- performing assets in their 

books. The growth led to strains in the 

operational  efficiency  of  banks  and  the 

accumulation   of   non-performing   assets 
 

(NPA‗s) in their loan portfolios. 
 

Social and Ethical Aspects 
 

There are some banks, which proactively 

undertake the responsibility to bear the 

social and ethical aspects of banking. This 

is a challenge for commercial banks to 

consider these aspects in their working. 

Apart from profit maximization, 

commercial banks are supposed to support 

those organizations, which have some 

social concerns. 

Timely Technological up gradation 

Already   electronic   transfers,   clearings, 

settlements have reduced translation times. 

To  face  competition  it  is  necessary  for 

banks   to   absorb   the   technology   and 

upgrade their services. Global banking The 

impact      of      globalization      becomes 

challenges for the domestic enterprises as 

they  are  bound  to  compete  with  global 

players. If we look at the Indian Banking 

Industry,  then  we  find  that  there  are 36 

foreign  banks  operating  in  India,  which 

becomes      a      major      challenge      for 

Nationalized and private sector banks. 

Suggestions 

As per the above discussion, we can say 
 

that the biggest challenge for banking 

industry is to serve the mass market of 

India. Companies have shifted their focus 

from product to customer. The better we 

understand our customers, the more 

successful  we  will  be  in  meeting  their
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needs.  In  order  to  mitigate  above 

mentioned  challenges  Indian  banks  must 

cut their cost of their services. Another 

aspect to encounter the challenges is 

product differentiation. Apart from 

traditional banking services, Indian banks 

must  adopt  some  product  innovation  so 

that they can compete in gamut of 

competition.  Technology  up  gradation  is 

an  inevitable  aspect  to  face  challenges. 

The level of consumer awareness is 

significantly higher as compared to 

previous years. Now- days they need 

internet   banking,   mobile   banking   and 

ATM services. Expansion of branch size in 

order to increase market share is another 

tool to combat competitors. Therefore, 

Indian   nationalized   and   private   sector 

banks must spread their wings towards 

global markets as some of them have 

already done it. Indian banks are 

trustworthy brands in Indian market; 

therefore, these banks must utilize their 

brand equity as it is a valuable asset for 

them. 

Conclusion 
 

Over the years, it has been observed that 

clouds of trepidation and drops of growth 

are two important phenomena of market, 

which frequently changes in different sets 

of conditions. The pre and post 

liberalization era has witnessed various 

environmental changes which directly 

affects  the  aforesaid  phenomena.  It  is 

evident  that  post  liberalization  era  has 

spread new colors of growth in India, but 

simultaneously  it  has  also  posed  some 

challenges.   This   article   discusses   the 

various challenges and  opportunities like 

rural    market,    transparency,    customer 

expectations,  management  of  risks,  and 

growth  in  banking  sector,  human  factor, 

global  banking,  environmental  concern, 

social,  ethical  issues,  and  employee  and 

customer retentions. Banks are striving to 

combat the competition. The competition 

from   global   banks   and   technological 

innovation  has  compelled  the  banks  to 

rethink their policies and strategies. 
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Abstract 
 

E-Banking in India is still in the early stages 

of  growth  and  development.  Competition 

and changes in technology have changed the 

face  of  Banking.  The  changes  that  have 

taken  place  impose  on  banks  tough 

standards of competition and compliance. 

Electronic banking is the use of computer to 

retrieve and process banking data and to 

initiate transactions directly with a bank via 

a telecommunication network. In other 

words-banking is the wave of future. E 

Banking is likely to bring host opportunities 

as well as poses new challenges for 

authorities in regulating and supervising the 

financial system and in designing and 

implementing the macroeconomic policy. 

This paper aims to present a study on 

emerging E-banking opportunities and 

challenges in Tirunelveli. Descriptive 

research design was followed in the study. 

The   Following   Tools   were   applied   to 

 

analyses the data simple percentage, simple 

ranking,   mean   score,   chi-   square.   The 

growth of information technologies in the 

world has been phenomenal. Thanks to these 

technologies, banks are being able to reach 

their customers anywhere at any time. 

Compared to banks abroad, Indian banks 

offering online services still have a long way 

to go. For online banking to reach a critical 

mass, there has to be sufficient number of 

users and the sufficient infrastructure in 

place. 

Keywords        E-Banking,        Information 

Technology    Electronic    Fund    Transfer 

Mobile banking, online transaction. 

Introduction 

Money is considered as the life line of an 

economy. It not only helps consumers in 

facilitating their transactions of goods and 

services but it also helps producers in 

meeting with their requirement of hiring the 

factors of productions to produce goods and
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services in the economy. Banks are the only 

institutions or organizations which help both 

the consumers as well as producers in 

facilitating their activities. They provide the 

debit and credit facilities to their customers 

(consumers and producers). For sound and 

efficient functioning of the economy it is 

important that these services of debit and 

credit must be provided to customers at the 

lowest possible cost in the most integrated 

manner to maintain pace with the ever 

changing economic system. 

To make their services better (which are the 

main source of earning for banks) and retain 

themselves  as  profit  making  units,  banks 

have always been starving to introduce new 

technologies. There are always two sides to a 

coin. Similarly e-banking too has a “bane” side 

to it. Banks offer e-banking services to expand 

market share or as a cost saving strategy to 

reduce paperwork and personnel. The Internet 

also provides banks with considerable 

opportunity to expand their customer reach 

beyond  existing  boundaries.  Therefore 

electronic delivery channels operate in an 

uncertain legal and regulatory environment so 

that all these factors present new challenges for 

banks in managing security, integrity, and 

availability of services.    It is possible to 

categorize e-banking challenges in different 

groups  such  as:  business,  psychological, 

problem of security, operational and different 

kinds of risks associate with electronic delivery 

and micro economic challenges. 

Theoretical Background 
 

Banks are the most significant players in the 

Indian financial market because they are the 

biggest purveyors of credit and attract most 

of the savings from the population. Banking 

plays very important role in the economic 

development of all the nations of the world 

because a developed banking system holds 

the key as well as serves as a barometer of 

economic health of a country. 

Online   banking   services   provided   by 

banks are as follows 

a) Core Banking Solution (CBS) 

b) Automated Teller Machine (ATM) 

c) Electronic Fund Transfer (EFT) 

d) Real Time Gross Settlement System 

(RTGS) 

e) National Electronic Fund Transfer (NEFT) 

f) Mobile Banking (M-Banking) 

g) Magnetic Ink Character Recognition 

(MICR) 

h) Electronic Clearing Services (ECS) 

i) Plastic Cards (Credit and Debit Card) 

 

E-Banking 
 

E-banking allows customers of a financial 

institution to conduct financial transactions
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on   a   secure   website   operated   by   the 

institution, which can be a retail or virtual 

bank,   credit   union   or   building   society. 

Electronic  or  online  banking  is  the  latest 

delivery channel to be presented by the retail 

banks and there is large customer acceptance 

rate   which   means   delivery   of   banking 

services   to   customers   using   electronic 

technology either at their office or home. 

Opportunities for Customers 

General banking customers have been 

significantly affected by the advent of e- 

banking revolution. 

 A    banking    customer‟s   account    is 

extremely accessible with an online 

account. 

 Through internet banking customer can 

operate his account remotely from his 

office or home. The need for going to 

bank in person for every single banking 

activity is dispensed with. 

 Internet    banking    lends    an    added 

advantage towards payment of utility 

bills. It eliminates the need to stand in 

long queues for the purpose of bill 

payment. 

 All  services  that  are  usually  available 

from the local bank can be found on a 

single website. 

 Sharp  growth  in  credit  card/debit  card 

usage  can  be  majorly  attributed  to  e- 

banking. A customer can shop globally 

without any need for carrying paper 

currency with him. 

 By the medium of e-banking (including 

internet  banking),  banks  are  available 

24x7 and are just a mouse click away. 
 

Objectives of the Study 
 

The  broad  objective  of  the  study  is  to 

analyze the emergence and evolution of e- 

banking. In this regard the research will look 

at e-banking in general. It will highlight the 

main effects of e-banking on the banking 

system. It will endeavor to identify principal 

opportunities, challenges and obstacles of e- 

banking system. 

More specifically, the underlying focus of 

the research will be on the following points: 

 To study the demography profile of the 

sample respondents in the study area. 

 To   unearth   the   development   of   e- 

banking in Tirunelveli. 

 To identify the challenges that may arise 

from socio-cultural and economic 

structure of India in relation to 

implementation of e-banking. 

 Evaluation  and  ranking  of  barriers  to 

widespread use of the system. 

Statement of the Problem 
 

The point of investigation that is explored in 

this research is electronic banking in general 

and  electronic  banking  in  Tirunelveli  in
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particular. Electronic banking as it has 

demonstrated the velocity of its growth is 

incredibly fast and efficient. It has allowed 

individuals including companies to perform 

their banking businesses from their homes or 

offices in a very cost-effective way. Studies 

have shown that with this new technology, it 

has become possible for both the banks and 

customers  to  have  an  immediate  insight 

about the status and operations of their 

accounts. This study focused on the 

opportunities and challenges that the 

introduction of electronic banking has 

brought in Tirunelveli. 

Review of earlier studies 
 

Polatoglu and Ekin (2001), conducted a 

research about Internet banking and its 

impacts. The results of this research suggest 

that Internet banking not only reduces 

operational cost to the bank, but also leads 

to higher levels of customer satisfaction and 

retention. Accordingly, it is argued that 

Internet banking is strategically important to 

the banking sector in an emerging economy, 

such as in Turkey. 

Hypotheses of Study 
 

Ho1:   There   is   no   relationship   between 

gender and consumer protection level in 

electronic banking system in your bank 

Ho2: There is no relationship between age 

and quality of electronic funds transfer in 

electronic banking system in your bank 

Methodology of the study 

Collection of Data 
 

There   are   two   major   approaches   for 

gathering data.  There are 

    Primary data 
 

    Secondary data 
 

Primary data 
 

Primary data is the data which is collected 

for the first time by investigators.   Primary 

data were collected by using well structure 

Interview schedule. 

Secondary data 
 

Secondary data refers to the data. It was 

collected from books, websites and few 

journals and News Paper. 

Sampling design 
 

Convenience sampling method is used to 

collect the sample size of 47 respondents. 

Population is unknown. 

Tools & techniques 
 

Primary data were collected through 

interview schedule. To analyze the primary 

data various statistical tools such as simple 

ranking,   simple   percentage,   chi-   square, 

mean score were applied. 

Analysis and Interpretation of Data 
 

This chapter explains the analysis of 

collected data with interpretation.  The data
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S. 
No 

Particular 
s 

No. of 
respondents 

Percentage 
(%) 

1 
 

Saving 
account 

20 43 

2 Current 
account 

15 32 

3 Profession 
al 

9 19 

4 Other 3 6 
 Total 47 100 

 

S. No Indicators No. of respondents Percentage (%) Rank 

1 Weak telecommunication 21 45 I 

2 Hardware not sufficient 17 36 II 

3 Software not suitable 9 19 III 
 Total 47 100  

 

 
 

are analyzed for the purpose of give 

meaningful results to the study. This 

researcher used simple ranking, simple 

percentage,  chi-  square,  mean  score  were 

applied. 
Account type 

Source: Primary Data 
 

The above table shows that the classification 

of respondent on Account Type.  43% of the 

respondents are saving account, 32% of the 

respondents are Current account, 9% of the 

respondents are professional and 6% of the 

respondents are other.
 
 
 
 
 
 
 
 
 
 

Ranking of Infrastructural Indicators 
 
 
 
 
 

 

Source: Primary Data 
 

Analysis of indicators in infrastructural dimension shows, ―Weak telecommunication‖ indicator 

in Tirunelveli has the highest rank with more effect among other indicators in the context of 

infrastructural barriers according to customers. Considering this matter makes it clear that, 

improvement in telecommunication is a prerequisite for growth and development of e-banking in 

Tirunelveli. Also the indicator of ―Software not suitable‖ got the lowest rank and with less 

impact according to customers. 
 

Social-Cultural Barriers 
 

S. 
No 

Indicators No. of 
respondents 

Percentage 
(%) 

 

Rank 

1 Less    awareness    and    familiarity    regarding    new 
technologies and their benefit 

 

10 
 

21 
 

I 

2 Illiteracy and low level of computer literacy 9 19 II 

3 People want to have bank receipts 7 15 III 

4 Tendency of people to hold cash and heavy presence of 
cash component in India is an obstacle for acceptance of 
e-money 

 
6 

 
13 

 
IV 

5 Some   clients   tend   to   go   to   the   bank   and   have 
communication with banks‟ clerk 

 

4 
 

8 
 

VI 

6 Negative perception about e-banking among customers 5 11 V 
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7 Language barrier 2 4 VIII 

8 Worry and perception of e-banking as threat for banks 
„employees 

 

3 
 

6 
 

VII 

9 Charging fees 1 2 IX 

Source: Primary Data 
 

The above table explains the social-cultural barriers ―Less awareness and familiarity regarding 

new technologies and their benefits‖ in Tirunelveli have the highest rank with more impact 

among other barriers in the context of social and cultural barriers according to customers of 

banks. Considering this matter makes it clear that, providing information and emphasis upon 

primary and public benefits of e-banking such as cost, time saving and reduction of fuel 

consumption, traffic, pollution and cost of printing notes is essential in increasing people‟s 

awareness about the function and privilege of these new services. Also the ―Charging fees‖ 

indicator has the lowest rank according to customers in Tirunelveli. 

Legal and Security Indicators 
 

Ranking of Legal and Security Indicators 
S. No Indicators No. of respondents Percentage (%) Rank 

1 Lack and limitation of regulation and law 16 34 I 

2 Increased potential for fraud 11 23 II 

3 Lack of strong trust environment 9 19 III 

4 Denial of electronic documents in courts 7 15 IV 

5 Lack and weak security measures 4 8 V 

 Total 47 100  

Source: Primary Data 
 

The above table explains the legal and security indicators. ―Lack and limitation of regulation and 

law‖  as  a  barrier  has  the highest  rank  among  other indicators  in  the  context  of legal  and 

regulation barriers in Tirunelveli. Considering this matter makes it clear that, new and 

comprehensive rules and regulations are essential for assurance of customer according to 

customers in Tirunelveli. Also the indicator of ―Weak security measures‖ has the lowest rank 

according to customers. 
 

Infrastructural Indicators 
 

S. No Indicators HS S N DS HD Mean score Rank 

1 Weak telecommunication 10(50) 15(60) 11(33) 8(16) 3(3) 0.324 I 

2 Hardware not sufficient 12(60) 11(44) 10(30) 7(14) 7(7) 0.31 III 

3 Software not suitable 15(75) 10(40) 6(18) 11(22) 5(5) 0.32 II 

The above table explains the Infrastructural Indicators.   Among the given variables, the most 
 

important variables are and creates ―Weak telecommunication‖ is ranked first with the mean
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score of 0.324, ―Software not suitable‖ is ranked second with the mean score of 0.32, and 
 

―Hardware not sufficient‖, consider as the least important variables with the mean scores of 0.31. 
 

Economic Indicators 
 

S. No Indicators HS S N DS HD Mean score Rank 

1 Heavy investment of 

infrastructure 

11 

(55) 

13 

(52) 

7 

(21) 

8 

(16) 

8 

(8) 

0.304 II 

2 High cost for maintenance 

and upgrading of web and 

networks (outsourcing) 

12 

(60) 

9 

(36) 

8 

(24) 

11 

(22) 

7 

(7) 

0.298 IV 

3 Low level of average 

income per person and 

therefore low ability to 

achieve communication 

equipment 

(PC, Modem, etc.) 

13 

(65) 

12 

(48) 

9 

(27) 

6 

(12) 

7 

(7) 

0.318 I 

4 Low level of Internet 

penetration due to high 

costs will reduce tendency 

of people 

9 

(45) 

12 

(48) 

13 

(39) 

5 

(10) 

8 

(8) 

0.3 III 

Source: Primary Data 
 

The above table explains   economic indicators.  Among the given variables, the most important 

variables are and creates ―Low level of average income per person and therefore low ability to 

achieve communication equipment (PC, Modem, etc.)‖ is ranked first with the mean score of 

0.318, and ―Heavy investment of infrastructure‖ is ranked second with the mean score of 0.304, 

whereas ―Low level of Internet penetration due to high costs will reduce tendency of people‖, 

and „High cost for maintenance and upgrading of web and networks (outsourcing)‖ are consider 

as the least important variables with the mean scores of 0.3, 0.298. 

Chi-Square Test 

Ho1: There is no relationship between gender and consumer protection level in e- banking system 

in your bank 
 

Gender Consumer protection level in e-banking system in your bank Total 

Good Bad 

Male 18 9 27 

Female 12 8 20 

Total 30 17 47 
 

Chi square 
 

E (O-E)
2
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Calculated value: 0.571 
 

Table value: 3.841 
 

Degree of freedom: 1 
 

Significance level: 5% 
 

The above table shows that, null hypothesis is accepted, because the calculated value (0.571) is 

less than the table value (3.841).  Hence, there is no relationship between gender and consumer 

protection level in e-banking system in your bank. 

Ho1: There is no relationship between age and quality of electronic funds transfer in e-banking 
 

system in your bank 
 

Age Quality of electronic funds transfer in e-banking system in your bank Total 

Good Bad 

Below 35 years 10 9 19 

Above 35 years 20 17 28 

Total 30 17 47 

Chi square 
 

E (O-E)
2
 

 

E 
 

Calculated value: 0.937 
 

Table value: 3.841 
 

Degree of freedom: 1 
 

Significance level: 5% 
 

The above table shows that, null hypothesis 

is accepted, because the calculated value 

(0.937) is less than the table value (3.841). 

Hence, there is no relationship between age 

and quality of electronic funds transfer in e- 

banking system in your bank. 

Conclusion 
 

E-banking is the future of the banking 

system. Its short life clearly verifies this 

point. There will of course be other financial 

institutions  and  framework  that  will  serve 

 
 
 
 
 
 
 
 
 
 
 
 
 

 
the  diverse  requirements  of  diverse 

economic agents but e-banking will be the 

dominant trend. Having a clear plan and 

strategy about applicability and 

implementation of e-banking system is 

among one of the top priorities of any 

modern country and government. The extent 

e-banking provide banking services will 

generate new opportunities. Through 

improvement of its efficiency, productivity, 

reputation  and  financial  instruments,  they
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attract larger number of customers not just 

domestically but also globally. This is 

because e-banking has broken the domestic 

barriers. In this way they can provide more 

services more efficiently to the large number 

of economic agents and hence create more 

profit. 

The present investigation has shown that 

legal and security issues, socio-cultural 

barriers,  and  management-banking  issues 

are regarded as the central challenges to the 

development of e-banking in Tirunelveli. 

Socio-cultural barriers are rated as the most 

important challenge followed by legal, 

security and management. Knowledge, 

economic  and  infrastructural  barriers  are 

their least subject matter of concern. 

Our ranking of indicators shows that lack of 

awareness  about  new  technologies  is  the 

most important indicator. In contrast, 

unsuitable software is rated as the least 

important barrier. For customers‟ 

unfamiliarity, illiteracy and low levels of 

computer literacy are areas of major concern 

particularly  in  Tirunelveli.  These  findings 

are somewhat expected. Social and cultural 

barriers exist in different degree. However, 

shopping  and  visiting  banks  are  part  of 

public social activities. Personal face-to-face 

contact with the staff is an important part of 

the shopping and business experience. This 

cultural characteristic would therefore resist 

to some extent the application of e-banking 

system as it makes the process rather 

impersonal. 

For   most   developing   countries   there   is 

neither infrastructure nor the capital for the 

introduction of a comprehensive and viable 

e-banking system.  E-banking also requires 

special expertise and a population with a 

reasonable education with a relatively high 

marginal propensity to save. Such 

requirements are in short supply in many 

developing countries. But India is among 

those emerging economies that can and is in 

the process of overcoming these 

requirements. 

One of the key characteristics of e-banking 

is the constant process of innovation and 

change in the technology and the software 

used in the system. Updating and 

maintenance costs are very high in this 

particular industry. This problem is another 

central barrier for all countries but it is 

specially a very acute drawback in less 

developed economies. This issue is less 

tangible  to  customers  and  for  this  reason 

they have ranked it as the twenty third on 

the list of major factors affecting the 

development  of  e-banking  in  India.  Staffs 

and customers also regard replacing 

management  personnel,  changing  fees  and
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software are among the least important 

barriers to the development of e-banking 

industry in Tirunelveli. 
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Abstract 
 

Community learning and development is to 

develop the capacity of individuals and 

groups of all ages through their actions, the 

capacity of communities, to  improve their 

quality of life. Community learning and 

development workers should see themselves 

as  working  with  people,  rather  than  for 

them. Empathy is crucial to understanding 

the issues faced by those they work with and 

it is important that they engage in a way that 

does not intimidate people or place the 

worker in a position of looking down on 

those they work with. 

A community learning and development 

approach is arguably a more effective way 

of learning as every individual has their own 

unique way to learn and community learning 

and development workers look for the best 

possible method that suits the individual. 

Community learning and development 

approaches are gradually being adopted in 

schools  to  some  extent  and  many  other 

agencies  and  using  a  community  learning 

and development approach in their work. 

Professional     community     educators     or 

community    learning    and    development 

workers usually hold a professional degree 

in   community   education   or   community 

learning and development, depending on the 

course offered at the university from which 

they   graduate.   Community   learning   and 

development has the potential to encourage 

young people to become more interested in 

politics    and    helping    them    influence 

decisions that affect their lives. 

Key words: Community, professional, 

politics, development, people, education, 

government. 

Introduction 
 

Community education is also known as 

Community-based education or Community 

learning & development refers to an 

organization's programs to promote learning 

and social development work with 

individuals and groups in their communities
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using a range of formal and informal 

methods. A common defining feature is that 

programmes and activities are developed in 

dialogue with communities and participants. 

The purpose of community learning and 

development is to develop the capacity of 

individuals and groups of all ages through 

their actions, the capacity of communities, to 

improve their quality of life. 

Community education encompasses all those 

occupations    and    approaches    that    are 

concerned   with   running   education   and 

development    programmes    within    local 

communities, rather than within educational 

institutions  such  as  schools,  colleges  and 

universities.  The  latter  is  known  as  the 

formal      education      system,      whereas 

community  education  is  sometimes  called 

informal education. It has long been critical 

of aspects of the formal education system 

for failing large sections of the population in 

all countries and had a particular concern for 

taking       learning       and       development 

opportunities   out   to   socio-economically 

disadvantaged individuals and poorer areas. 

Literacy in India 

Literacy in India is a key for socio-economic 

progress, and the Indian literacy rate grew to 

74.04 per cent in 2011 from 12 per cent at 

the end of British rule in 1947. Although 

this  was  a  greater  than  six  fold 

improvement, the level is well below the 

world average literacy rate of 84 per cent, 

and of all nations, India currently has the 

largest illiterate population. Despite 

government   programmes,   India's   literacy 

rate increased only "sluggishly," and a 1990 

study estimated that it would take until 2060 

for  India  to  achieve  universal  literacy  at 

then-current rate of progress. The 2011 

census, however, indicated a 2001-2011 

decadal  literacy  growth  of  9.2  per  cent, 

which is the slower than the growth seen 

during the previous decade. 

There is a wide gender disparity in the 

literacy rate in India: effective literacy rates 

(age 7 and above) in 2011 were 82.14 per 

cent for men and 65.46 per cent for women. 

The low female literacy rate has had a 

dramatically negative impact on family 

planning and population stabilization efforts 

in India. Studies have indicated that female 

literacy is a strong predictor of the use of 

contraception  among  married  Indian 

couples, even when women do not otherwise 

have economic independence. The census 

provided a positive indication that growth in 

female literacy rates (11.8 per cent) was 

substantially  faster  than  in  male  literacy 

rates   (6.9   per   cent)   in   the   2001–2011

http://en.wikipedia.org/wiki/Literacy_rate
http://en.wikipedia.org/wiki/Illiteracy
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decadal period, which means the gender gap 

appears to be narrowing. 

Origin of Community Education 
 

In the history of community education and 

community learning and development, the 

UK (United Kingdom) has played a 

significant role in hosting the two main 

international bodies representing community 

education and community development. 

These being the International Community 

Education Association, which was for many 

years based at the Community Education 

Development Centre based in Coventry UK. 

The  International  Association  for 

Community Development, which still has its 

HQ  (Head  Quarters)  in  Scotland.  In  the 

1990s there was some thought as to whether 

these two bodies might merge? The term 

community  learning  and  development  has 

not taken off widely in other countries. 

Although community learning and 

development approaches are recognized 

internationally. These methods and 

approaches have been acknowledged as 

significant for local social, economic, 

cultural, environmental and political 

development  by  such  organisations  as  the 

UN (United Nations), WHO (World Health 

Organisations), OECD (Organization for 

Economic Co-operation and Development), 

World  Bank,  Council  of  Europe  and  EU 

(European Union). 

Community learning and Development 

The     term     ‗community    learning    and 

development‘ was adopted to acknowledge 

that   all   of   these   occupations   worked 

primarily within local communities, and that 

this  work  encompassed  not  just  providing 

less  formal  learning  support  but  also  a 

concern for the wider holistic development 

of those communities - socio economically, 

environmentally,  culturally  and  politically. 

In effect this brought together for the first 

time  two  traditions.  The  former  group  of 

occupations - adult educators, youth workers 

and   community   education   workers   had 

tended   to   focus   upon   the   provision   of 

informal  education  support  for  individuals 

and groups within communities. They had 

always seen their work as being educational. 

The  latter  group  -  community  workers, 

community    development    workers    and 

development educators had tended to focus 

upon the socio-economic and environmental 

development  of  those  communities.  Both 

sets  of  occupations  recognized  that  they 

shared very similar values, knowledge base 

and skill sets and that what brought them 

together  was  a  common  commitment  to 

supporting learning and social action.
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Community Education through 
 

Institutions 
 

There are a myriad of job titles and 

employers include public authorities and 

voluntary or NGOs (Non Governmental 

Organisations), funded by the state and by 

independent grant making bodies. Schools, 

colleges and universities may also support 

community learning and development 

through outreach work within communities. 

The community schools movement has been 

a strong proponent of this since the 1960. 

Some universities and colleges have run 

outreach adult education programmes within 

local  communities  for  decades.  Since  the 

1970 the prefix word ‗community‘ has also 

been adopted by several other occupations 

from youth workers and health workers to 

planners  and  architects,  who  work  with 

more  disadvantaged  groups  and 

communities and have been influenced by 

community education and community 

development approaches. 

National Priorities 
 

Three  national  priorities  have  been 

developed for community learning and 

development they are: 

 

1. Achievement through learning for 

adults 

Raising    standards    of    achievement    in 
 

learning   for   adults   through   community- 

based lifelong learning opportunities 

incorporating the core skills of literacy, 

numeracy, communications, working with 

others, problem solving and information 

communications technology (ICT). 

 

2. Achievement through learning for 

young people 

Engaging  with  young  people  to  facilitate 
 

their personal, social and educational 

development  and  enable  them  to  gain  a 

voice, influence and place in society. 

 

3. Achievement through building 

community capacity 

Building community capacity and influence 
 

by  enabling  people  to  develop  the 

confidence,  understanding  and  skills 

required to influence decision making and 

service delivery. 

 

Wisconsin      Model      of      Community 
 

Education 
 

A philosophical base for developing 

Community Education programs is provided 

through the five components of the 

Wisconsin Model of Community Education. 

The model provides a process framework for 

local   school   districts   to   implement   or

http://en.wikipedia.org/wiki/Wisconsin
http://en.wikipedia.org/wiki/Wisconsin
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strengthen  community education.  A set  of 

Community Education Principles was 

developed   by   Larry   Horyna   and   Larry 

Decker for the National Coalition for 

Community Education  in  1991,  these 

include: 

1. Self-determination 
 

Local people are in the best position to 

identify community needs  and  wants. 

Parents,  as  children's  first  and  most 

important teachers, have both a right and a 

responsibility to be involved in their 

children's education. 

2. Self-help 
 

People are best served when their capacity 

to help themselves is encouraged and 

enhanced. When people assume ever- 

increasing responsibility for their own well 

being, they acquire independence rather than 

dependence. 

3. Leadership Development 
 

The identification, development, and use of 

the leadership capacities of local citizens are 

prerequisites for ongoing self-help and 

community improvement efforts. 

4. Localization 
 

Services, programs, events, and other 

community involvement opportunities that 

are  brought  closest  to  where  people  live 

have the greatest potential for a high level of 

public participation. Whenever possible, 

these activities should be decentralized to 

locations of easy public access. 

5. Integrated Delivery of Services 

Organizations and agencies that operate for 

the   public   good   can   use   their   limited 

resources, meet their own goals, and better 

serve   the   public   by   establishing   close 

working       relationships       with       other 

organizations   and   agencies   with   related 

purposes. 

6. Maximum Use of Resources 
 

The  physical,  financial,  and  human 

resources of every community should be 

interconnected and used to their fullest if the 

diverse  needs  and  interests  of  the 

community are to be met. 

7. Inclusiveness 
 

The  segregation  or  isolation  of  people  by 

age, income, sex, race, ethnicity, religion, or 

other factors inhibits the full development of 

the community. Community programs, 

activities, and services, should involve the 

broadest  possible  cross  section  of 

community residents. 

8. Responsiveness 
 

Public institutions have a responsibility to 

develop programs and services that respond
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to the continually changing needs and 

interests of their constituents. 

9. Lifelong Learning 
 

Learning begins are birth and continues until 

death. Formal and informal learning 

opportunities  should  be  available  to 

residents  of  all  ages  in  a  wide  variety of 

community settings. 

Role of the Professionals 
 

The role of a community learning and 

development  professional  depends 

somewhat on the career path followed. For 

example, someone working with young 

people may have different priorities than 

someone working with adults; however, the 

outcomes  are  very similar in  a sense that 

both will be aiming to promote a more 

socially just and equal society. Community 

learning and development is a vast field of 

work and the range of job categories is wide 

and may include the following: Youth 

Information Worker, Detached Youth 

Worker, Community Arts Worker, 

Community Capacity Worker, Local 

Authority Community Planning Officer, etc. 

Community learning and development 

workers should see themselves as working 

with people, rather than for them. Empathy 

is crucial to understanding the issues faced 

by those they work with and it is important 

that they engage in a way that does not 

intimidate people or place the worker in a 

position of looking down on those they work 

with. 

The  role  of  a  Community  learning  and 

development worker is largely different to 

the  role  of  a  formal  educator  such  as  a 

teacher.       Community       learning       and 

development   workers   do   not   follow   a 

curriculum,  as  they allow the people they 

work with to form their own way of learning 

and each individual is believed to have the 

ability to reach their full potential in life. A 

community    learning    and    development 

approach is arguably a more effective way 

of learning as every individual has their own 

unique way to learn and community learning 

and development workers look for the best 

possible  method  that  suits  the  individual. 

Community    learning    and    development 

approaches are gradually being adopted in 

schools  to  some  extent  and  many  other 

agencies  and  using  a  community  learning 

and development approach in their work. 

Qualifications for the Educators 

Professional     community     educators     or 

community    learning    and    development 

workers usually hold a professional degree 

in   community   education   or   community 

learning and development, depending on the
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course offered at the university from which 

they  graduate.  The  qualifications  may  be 

approved   by  the   Standards   Council   for 

Community   Learning   and   Development. 

This   means   that   the   course   has   been 

assessed by a group of peers - an Approval 

Panel. Many of those working in the field of 

community learning  and  development  will 

be doing so voluntarily.  These people are 

usually  encouraged  to  complete  a  work- 

place   based   alternative   to   the   full-time 

degree course. Others in paid positions may 

hold  qualifications  relevant  to  the  field. 

These  people  will  also  be  encouraged  to 

study for a degree in community education. 

Youth     Participation     in     Community 

learning 

In countries where democratic governments 
 

exist, people are encouraged to vote for 

someone   to   represent   them.   In   today's 

society there is a dwindling interest in 

politics  from  our  younger  generation  and 

this could have a negative effect on our 

democracy and political system in years to 

come.  Community  learning  and 

development has the potential to encourage 

young people to become more interested in 

politics  and  helping  them  influence 

decisions that affect their lives. 

In  many parts  of  the  world,  youth 

parliament-style organisations have been set 

up to allow young people to debate issues 

that affect them and others in their 

community.   Young   people   engage   with 

these organisations voluntarily and are 

sometimes   elected   using   a   democratic 

system of voting. Young people are at the 

heart of these organisations and are usually 

involved in the management and 

development. The majority of these 

organisations are facilitated and staffed by 

workers trained in community learning and 

development; however, staff role is mainly 

to facilitate and be supportive but not 

intrusive. These organisations allow young 

people to gain a voice,  influence decision 

makers who affect their lives and provide 

them with a sense of self-worth and a place 

in society. 

Conclusion 
 

Community educators have over many years 

developed a range of skills and approaches 

for working within local communities and in 

particular with disadvantaged people. These 

include less formal educational methods, 

community   organizing   and   group   work 

skills.   Since   the   nineteen   sixties   and 

seventies  through  the various  anti  poverty 

programmes    in    both    developed    and
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developing   countries,   practitioners   have 

been influenced by structural analyses as to 

the causes of disadvantage and poverty i.e. 

inequalities in the distribution of wealth, 

income, land etc. and especially political 

power  and  the  need  to  mobilize  people 

power to affect social change. 

Community    learning    and    development 

workers do not follow a curriculum, as they 

allow  the  people  they  work  with  to  form 

their   own   way   of   learning   and   each 

individual is believed to have the ability to 

reach their full potential in life. Community 

organization   is   responsible   for   setting 

professional training standards for education 

and    development    practitioners    working 

within local communities was established. 

Community    development    workers    and 

development educators had tended to focus 

upon the socio-economic and environmental 

development  of  those  communities.  Both 

sets  of  occupations  recognized  that  they 

shared very similar values, knowledge base 

and skill sets and that what brought them 

together  was  a  common  commitment  to 

supporting learning and social action. 
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Abstract 
 

The development of banking is evolutionary 

in nature. There is no single answer to the 

question of what is banking because, a bank 

performs a multitude of function and services 

which cannot be comprehended into a single 

definition for a common man, a bank means a 

store house of money, for a businessman it is 

an institution of finance and for a worker it 

may be a depository for his savings. It may 

explain in brief as "banking is what a bank 

does". But it is no clear enough to understand 

the subject in full. The oxford dictionary 

defines a bank as "an establishment for the 

custody of money which it pays out on a 

customer's order‖. But this definition is also 

not enough, because it considers the deposit 

accepting and repayment function only. The 

meaning of the bank can be understood only 

by its function as a free is known by its fruits. 

As any other subjects, it has its own origin, 

growth and development. 

Introduction 
 

Today banks have become a part and parcel 

of our life. There was a time when the 

dwellers of city alone could enjoy their 

services. Now bank offer access to even a 

common man and their activities extend to 

areas hitherto untouched. Apart from their 

traditional business oriented function, they 

have now come out to fulfill national 

responsibilities. Banks cater to the need of 

agriculturists, industrialists, traders and to all 

the other section of the society. Thus, they 

accelerate the economic growth of a country 

and steer the wheels of the economy towards 

its goal of ―self reliance in all field.‖ It 

naturally arouses our interest in knowing 

more about the „bank‟ and the various men 

and activities connected with it. 

Bank system occupies an important place in 

nation‟s economy. A banking institution is 

responsible in a modern society it places a 

pivotal role in the economic development of 

country and  forms the  core of the money 

market in the advanced country.
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The  word  „bank‟  derived  from  the  word 
 

„Bancs‟ or „banquet‟ that is bench .Jews, who 

were   consider   to   be   the   early   bankers 

,transacted their business on benches in the 

market. Some people trace the origin of the 

word „bank‟ from the German word „back‟ 

meaning a joint stock fund. The Indian 

banking can be broadly categorized into 

nationalized private bank .It is specialized in 

banking in banking institution .The reserve 

bank of India acts a centralized   body 

monitoring any discrepancies and short 

coming in the system .The 14 banks were 

nationalization in the year 1969. 

Objective of The Study 
 

 To perception of financial performance 

analysis 

 To  examine  the  performance  and  the 

operational efficiency of the selected 

bank. 

 To analysis, liquidity and solvency of the 

bank. 

 To  assess  the  factors  influencing  the 

financial performance of the bank. 

 To   understand   the   overall   financial 

position of the bank. 

Scope of Financial Statement 
 

Financial statement simply means those vital 

issues that must be dealt with while caring 

out financial statement analysis exercise 

financial statement analysis is a subset of the 

whole body of business analysis financial 

statements think. It goes beyond that and that 

is where this article fits in. This article is 

response to a question from one of my hub 

readers. 

It is a study performance of Indian bank 

which is a nationalized sector bank in respect 

of its growth productivity and financial 

performance was analyzed. The finding may 

be helpful for the banks to improve theory 

performance in future. 

Benefits of Financial Statement 
 

Financial statement is written records of 

business finances, including balance sheets 

and profitless statements. They stand as one 

of the most essential components of business 

information, and as the principle methods of 

communicating financial information about 

an entity to outside parties. In a technical 

sense, financial statements are a summation 

of the financial  position  of an  entity at  a 

given point in time 

Financial Statement Analysis 
 

The purpose of financial analysis is to 

diagnose the information contained in the 

financial statement so as to judge the 

profitability and financial soundness of the 

firm. The analysis and interpretation of the 

financial statement is an attempted to 

determine the significance and meaning of 

the   financial   statement   of   data   so   that
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forecast may be of the future earnings, ability 

to pay interest and debt maturities and 

profitability of a sound dividend policy. 

The performance evaluation helps to 

understand how best the organization is 

functioning, its liquidity position its long 

term solvency get its profitability generated 

over a period of time through the earning 

generated over a period of time through 

analysis. 

The American institute of certificate public 

accountants states the nature of financial 

statements as ―financial statements are 

prepared for the purpose of presenting 

periodical review on progress by the 

management and deal with the status of 

investment in the business and the result 

achieved during the period under review. 

They reflect a combination of recorded facts, 

accounting principles and personal judgment. 

Liquidity Ratio's 

The Current ratio is one of the best known 
 

measures of financial strength. Quick ratio's 

is sometimes called the "acid-test" ratio and 

is one of the best measures of liquidity. 

Working to Fixed Assets Ratio 

Working to means excess of working assets. 

Working to fixed assets is closely related to 

sales. Working to fixed assets ratio indicates 

the number of time the working to fixed is 

converted into sales. 

Return on Investment 
 

Return on investment is also known as „net 

profit on capital employed‟. It is calculated 

by establishing the relationship between the 

total profit earned and the capital employed. 

It is an indicator of the earning capacity of 

the capital invested in the business. 

Debt Equity Ratio 
 

This ratio so also called „external-internal 

equity ratio‟. It is mainly calculated to assess 

the soundness of long term financial policies 

and to determine the relative stakes of 

outsider and owners (share holder). It 

determines the relationship between debt 

equity (share holder funds). 

Fixed Assets Ratio 
 

This ratio so also called ratio of capital or 

long term fund to fixed assets. It established 

the relationship between the fixed assets and 

long term fund. The main purpose of 

calculating this ratio is to find out the 

proportion of long-term fund invested in 

fixed assets. 

Common Size Statement 
 

The values on the common size statement are 

expressed as percentage of a statement 

component such as revenue statement which 

compares the financial data for the different 

period of time. The comparative statement 

lines up a section of income statement, 

balance sheet or cash flow statement with its
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corresponding   section   from   a   previous 

period. It can also be used to compare 

financial data from different companies over 

time, thus revealing the trend in the 

financials. 

Trend Analysis 
 

The term „trend‟ refers to any general 

tendency analysis of these general tendencies 

is called ―trend analysis‖. Like comparative 

financial statement trend analysis is also a 

horizontal type of analysis of financial 

statement. Under the technique the profit and 

loss account and balance sheet of an 

accounting year are taken as the base. The 

base year may be the earliest year or any 

intervening year. Normally the earliest year 

is reckoned as the base year. Every item in 

the base year financial statement is taken as 

equivalent to 100. 

Limitation of study 
 

The limitation of the study is those 

characteristics of design or methodology that 

impacted or influenced the interpretation of 

the findings from the research. They are the 

constraints on generalizability, applications 

to practice and / or utility of findings that are 

the result of the ways in which you initially 

chose to design the study and/or the method 

used to establish internal and external 

validity. 

The   study   covers   growth   of   deposits, 

profitability and special scheme of the bank. 

All other aspects are excluded. 

The study is confined to a period of five year 

changes prior and after this period is not 

considered. 

The ratios are calculated by the means of 

historical information. The availability of the 

information and data are limited by time 

factors. 

Review of Literature 
 

In this paper, the scholar analyzed and 

compared the performance of Indian bank on 

profitability angle. It was found that all the 

banks have been registered both high profits 

and high rate of growth. Better customer 

service, technology innovative products, 

good marketing strategies, proper monitoring 

of advances regional orientation are some of 

factors responsible for the success of public 

sector banks in India. 

Hashish A K (2012), study commercial 

banking in the globalize environment 

published in political Economy Journal of 

India, has presented the recent global 

developments, which has transformed the 

environment in which commercial banks 

operate. Globalization has expanded 

interdependence and interaction of countries 

greatly. Under the regime of globalize 

environment,  the  financial  performance  of 

the commercial bank has changed and the
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commercial  bank  will  face  new  challenge 

and  also  new opportunities  in  the coming 

years. 

Sing R (2011), in his paper profitability 

management in banks under deregulate 

environment, IBA bulletin, No 25 has 

analyzed profitability management of banks 

under  the  deregulated   environment   with 

some financial parameters of the major four 

banks, new private sector banks and foreign 

banks, and profitability has declined in the 

deregulated environment. They should prefer 

noninterest incomes sources Almelo and 

Chidambaram emphasized the profitability 

aspect tin commercial banks. 

Vashisht A K (2010), study commercial 

banking in the globalize environment, 

published in political economy journal of 

India, has presented the recent global 

developments, which has transformed the 

environment in which commercial bank 

operate. Globalization has expanded 

interdependence and interaction of countries 

greatly. Under the regime of globalize 

environment,  the  financial  performance  of 

the commercial bank has changed and the 

commercial  bank  will  face  new  challenge 

and  also  new opportunities  in  the coming 

years. 
 

Single HK 2008, in his paper, „financial 

performance  of  bank  in  India,  „in ICFAI 

journal of bank management No 7, has 

examined that management plays a crucial 

role in the growth of banking. It is concerned 

with examining the profitability position of 

the selected sixteen banks of banker index for 

a period of six year (2001-06). The study 

reveals that the profitability position was 

reasonable during the period of study when 

compared with the previous years. Strong 

capital position and balance sheet place, 

banks in better position to deal with and 

absorb the economic constant over a period 

of time. 

Methodology 
 

The methodology followed to achieve the 

above objectives of the study. The present 

study is based on secondary data will the help 

of annul audited reports. 

Tools Used 
 

Ratios are relationship is expressed in 

mathematical terms between figures which 

are connected with each in same manner. 

Financial ratios indicated about financial 

position of the bank.
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Year 

Gross 
profit 

 
Net income 

 
Ratio 

2010-11 1612.47 9686.3 16.65 

2011-12 1636.92 10910.34 15.00 

2012-13 1697.02 12092.82 14.03 

2013-14 2935.09 11688.18 25.11 

2014-15 2968.56 12753.44 23.28 
 

 
 

Data analysis and interpretation 

Table no 1.1 

Working capital to fixed assets ratio 
 

 

Year 
Net workin Fixed  

Rati 

2010-11 10867.77 1548.09 7.02 

2011-12 11552.3 2711.83 4.26 

2012-13 12355.3 4070.81 3.04 

2013-14 12522.99 4808.28 2.60 

2014-15 8860.22 5049.43 1.75 

 

Interpretation 
 

Working capital to fixed assets ratio the 

study period of 2011-12 the ratio is very low 

working capital position is good and it is in 

fluctuation period. 

 
 
 

7.02 

compared to remaining four year. 
 

 

 
 

Findings 
 

 Operating ratio of Indian bank shows the 

study period of 2010-11 the ratio is 23.3 

times.   The normal operating ratio is 1:1 

and it is lesser than the normal period. 

 The assets turnover ratio to sales ratio .in 

the ratio is high in 2013-14 i.e., 3.93 

times the ratio is fluctuation for the last 

five year of the study period. In the year 

2010-2011 ratio is 17.22 times which. In 

the year 2013-14 the ratio is 3.93 times. 

In 2011-12 the ratio is 13.38 times.

4.26 
3.04 

 
2.60 

 
 

1.75 

 The  current  ratio  of  Indian  bank  the 

current  ratio of the  Indian banks is in 

decreasing   trend   with   slight   change 

.during  the  year  of  2010-11  the  ratio
 

Table No 1.2 Gross Profits to Net Income 

Ratio 
 

 
 
 
 
 
 
 
 
 
 

Data source: Annul report 

Interpretation 
 

The gross profit ratio of the Indian bank is in 

increasing trend. During the year of 2010-11 

the ratio attains 16.64 times as high when 

 

attains  110.07  times.  In  the  year  of 
 

2011-12 the ratio attains 109.19 times. In 

the 2014-15the ratio is 105.15 times. 

 The  reserve  to  capital  ratio  of  Indian 

bank. The ratio in high during the year 

2014-15 is 2555.36 times. The ratio was 

minimum in 2010-11 i.e., 2060.76 times. 

The ratio was in increasing trend due to 

increase in reserve to capital ratio. This 

shows that there is better utilization of 

reserve to for equity share capital ratio.
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 The gross profit ratio of the Indian bank 

is in increasing trend. During the year of 

2010-11 the ratio attains 16.64 times as 

high when compared to remaining four 

year. 

    The net profit ratio is in decreasing trend. 
 

The  ratio  goes  down  during  the  year 
 

2011-12 the ratio is in 15.00 times and 

record high for period. 

    current assets to total assets ratio the year 
 

2012-13,2013-14,2014-15in  the  year 

ratio  is  as  96.46,97.07 and  94.73.there 

was in fluctuation in the last five year 

study. 

 The  return  on  total  assets  ratio  is  in 

fluctuation for the last  five  years with 

minimum charges. 

Conclusion 
 

The Indian bank its position in the financial 

records are capable for providing a very good 

services to public in the term of accepting 

deposits and also   lending loans. It is making 

a huge investment in expanding its services 

in the remote areas which will benefit even 

and  educational  students  the  poor  of  the 

country. Moreover the sanction of the loans 

for employment opportunities will help to the 

decrease of unemployment of our country. 

The  various  schemes  of  loans  are  also 

beneficial or the public in availing the proper 

assistance from the right time. The Indian 

bank financial position is position is very 

sound; it is highlighted in the form of ratio 

analysis, trend analysis and standard 

deviation so, the bank may accept the 

deposits with higher rate of interest and also 

offer social type of deposits.
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electronic mail, BANKNET, SWIFT, 
ATMs

The last decade has seen many positive 

developments in the Indian banking sector. 

The policy makers, which comprise the 

reserve bank of India (RBI) ministry of 

Finance and related Government and financial 

sector regulatory entities, have made several 

notable efforts to improve regulation in  the  

sector.  the  technological innovation 

witnessed by the way business needs  to  be  

conducted  the  service  sector now compares 

favorably with banking sectors in the regions 

on metrics like growth, profitability and non – 

per forming assets (NPAS). The banking 

industry growth very slow and banks also 

experience periodic failures between 1913  

on 1948. After the nationalization  it  had  

been  improved  by some other experts 

committee in RBI. The Rangarajan committee 

had submitted their report  on  mechanization  

and computerization of banking industry in 

1983 and again the committee had submitted 

their reports on 1988 and the report drew up a 

detailed  perspective  plan  for computerization 

of banks and for extension automation to other 

areas like funds transfer etc. 

 
E-banking 

 
E-Banking refers to electronic banking. It 

is like e-business in banking industry. It 

is also called virtual banking or online 

banking. It is a result of growing 

expectations of banks customers. e-

banking involves information technology 

based banking. Under this IT system  

banking  services  are  delivered  by way 

of computer controlled system. Banks 

launched e-banking services and take 

efforts to attract  customer  towards e-

banking services like ATM, Net-banking, 

mobile banking. The following services 

covered under e-banking 

Automated Teller Machines 

    Credit cards 
 

    Debit cards 
 

    Electronic Fund Transfer (EFT)system 
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    Mobile banking 

 
    Internet banking 

 
     Tele banking 

  Emergence of E-Banking 

 
The introduction of internet has initiated an 

electronic revolution all over the world. The 

active     and     flexible     nature     of     this

communication channel as well as its 

ubiquitous channel as well as its ubiquitous 

reach has helped in leveraging a variety of 

business activities. The most prominent 

applications of internet and information 

Technology have been in banking and 

financial sector. 

Though banking transactions on the net are 

not a new phenomenon, they are in existence 

since 1995. Internet predominately was 

considered helpful in increasing efficiency 

related to operations for core products and 

services of banks but with development of 

sophisticated and advanced software 

technology, Internet is also providing banks 

an opportunity to provide value added 

services.  Banks  are  now  identifying  new 

roles as financial intermediaries and 

facilitators are only online banks and only 

online transaction because of the ease and 

efficiency of online transactions. 

E- Banking Transactions 
 

Phase One 
 

Customers  were  required  to  come  to  the 

bank to do the banking transactions like 

transfer, deposits and withdrawals of money 

during banking hours. To facilitate these 

banking transactions, banks had to employ 

several tellers. With  the  introduction  of  

automatic  teller machine,  customers  can  

do  their  banking transactions anytime. This 

helped the banks in bringing down the cost 

per transaction. Phase Three 

Application    of    information    technology 

opened up a new venue for the customers. 

Now  the  customers  can  do  their  banking 

transactions sitting in their office or house. 

They need not go to the banking branch or 

ATM centre to do the banking transactions. 

Phase Four 

Rapid evolution of Internet protocols such as 

WAP made it possible for the banks to 

provide  m-banking  facilities  to  the 

customers. Now the customers can do their 

banking transactions from anywhere and 

anytime using their mobiles or PDAs. The 

popularity of m-banking transactions will 

increase in future because of the low 

ownership cost of mobiles. The cost of the 

average payment transaction on the Internet 

is very less. As a result, the use of the 

Internet for commercial transactions started 

to gain momentum in 1995. The growth of 

online lending solutions is making the banks 

more cost – efficiency. 

E-Banking features and benefits
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Looks like your paper cheque book, so you 

will feel comfortable right away(Core 

feature). 

Balance your account more easily. 
 

Convenient 
 

Download  up-to-date  information  on 

balances and transactions for checking 

savings, money market, line of credit, 

investment and credit card accounts. 

Carry out your banking tasks during the day 

or night, from home or office. 

Transfer funds between accounts within the 

same bank. 

Saves time 
 

No more writing cheques, addressing 

envelopes and licking stamps. 

No more trips to the bank. 

Others 

Save money -   avoid overdrafts; maximize 

interest, no more stamps, no more late fees 

No data entry – paying bills and recording 

checks happen simultaneously. 

Threats in E-Banking 
 

Internet banking does not open up new risk 

categories, but rather accentuates the risks 

that  any  financial  institution  faces.  The 

board and senior management must be 

cognizant of these risks and deal with them 

appropriately. These risks are: 

It arises from adverse business decisions or 

improper implementations of business 

decisions.  Many  senior  managers  do  not 

fully understand the strategic and technical 

aspects of Internet banking. 

Transaction risk 
 
It arises from fraud, error, negligence and 

the inability to maintain expected service 

levels. A high level of transactions risk may 

exist  with  Internet  banking  products, 

because  of the need  to  have sophisticated 

availability. There is also a need to ensure 

data integrity and non repudiation of 

transactions. 

Compliance risk 
 
It happens from nonconformance with laws, 

regulations  and  ethical  standards. 

Compliance risk may lead to diminished 

reputation, actual monetary losses and 

reduced business opportunities. Banks need 

to carefully understand and interpret existing 

laws as they apply to Internet banking and 

ensure consistency with other channels such 

as branch banking. 

Reputation risk 
 
It occurs from negative public opinion. A 

bank‘s   reputation   can   be   damaged   by 

Internet banking services that are poorly 

executed(e.g., limited availability, buggy 

software, poor response). Customers are less 

forgiving of any problems and thus there are
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more stringent performance expectations 

from the internal channel. 

Information security risk 
 

It comes out of lax information security 

processes, thus exposing the institution to 

malicious hacker or insider attacks, viruses, 

denial-of-service attacks, data theft, data 

destruction and fraud. The speed of change 

of technology and the fact that the Internet 

channel is accessible universally makes this 

risk especially critical. 

Credit risk 
 

It‘s from a customer‘s  failure to meet his 

financial obligations. Internet banking 

enables customers to apply for credit from 

anywhere in the world. Banks will find it 

extremely difficult to verify the identity of 

the customers, if they intend to offer instant 

credit through the Internet. 

Challenges facing banking Industry in India 

The future of any organization hinges on the 

efficiency   and   effectiveness   of   its   man 

management     policies.     A     transparent 

management with a high degree of corporate 

governance     can     alone     motivate     the 

workforce to keep performing at the highest 

levels of efficiency over a long period. The 

banking industry in  India is  undergoing  a 

major  transformation  due  to  changes  in 

economic     conditions     and     continuous 

deregulation. 

These multiple changes happening one after 

other has a ripple effect on a bank trying to 

graduate  from  completely  regulated  from 

completely    regulated    seller    market    to 

completed deregulated customers market. 

Deregulation: This continuous deregulation 

has  made  the  banking  market  extremely 

competitive     with     greater     autonomy, 

operational    flexibility    and    decontrolled 

interest   rate   and   liberalized   norms   for 

foreign exchange. 

New rules: As a result, the market place has 

been redefined with new rules of the game. 

Banks  are  transforming  to  universal 

banking, adding new channels with lucrative 

pricing and freebees to offer. Natural fall out 

of this has led to a series of innovative 

product offerings catering to various 

customer segments, specifically retail credit. 

Efficiency:   This   in   turn   has   made   it 

necessary to look for efficiencies in the 

business.  Banks  need  to  access  low  cost 

funds and simultaneously improve the 

efficiency. The banks are facing pricing 

pressure, squeeze on spread and have to give 

thrust on retail assets. 

Diffused customer loyalty: This will 

definitely impact customer preferences, as 

they are bound to react to the value added 

offerings. Customers have become 

demanding  and  the  loyalties  are  diffused.
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There are multiple choices, the wallet share 

is   reduced   per   bank   with   demand   on 

flexibility   and   customization.   Given   the 

relatively  low  switching  costs;  customer 

retention  calls  for  customized  service  and 

hassle free, flawless service delivery. 

Misaligned   mindset:   These   changes   are 

creating           challenges, as employees are 

made to adapt to changing conditions. There 

is resistance to change from employees and 

the  seller  market  mindset  is  yet  to  be 

changed  coupled  with  fear  of  uncertainty 

and   control   orientation.   Acceptance   of 

technology  is  slowly  creeping  in  but  the 

utilization is not maximized. 

Strategic options with banks to cope with 

the challenges 

The banks need to develop robust internal 

control systems, management information 

system, and early warning triggers. Four 

trends  are  fundamentally  altering  the 

banking  industry:  consolidation, 

globalization of operations, development of 

new technologies, and universalization of 

banking.  Leading  players  in  the  industry 

have embarked on a series of strategic and 

tactical initiatives to sustain leadership. The 

major initiatives include: 

Investing in state of the art technology as the 

back bone to ensure reliable service delivery 

Leveraging the branch network and sales 

structure to mobilize low cost current and 

savings deposits 

Making   aggressive   forays   in   the   retail 

advances   forays   in   the   retail   advances 

segment of home and personal loans 

Implementing organization  wide initiatives 

involving people, process and technology to 

reduce   the   fixed   costs   and   cost   per 

transaction 

Need to create a market-driven banking 

sector with adequate focus on social 

development 

The term ―policy makers‖, refers to the 

ministry   of   Finance   and   the   RBI   and 

includes the other relevant government and 

regulatory entities for the banking sector. A 

coordinated effort between the various 

entities is required to enable positive action. 

This will spur on the performance of the 

sector. Therefore, the policy makers need to 

make coordinated efforts on six fronts: 

Help shape a superior industry structure in a 

phased manner through ―managed 

consolidation‖ and by enabling capital 

availability. This would create 3-4 global 

sized banks controlling 35-45 per cent of the 

market in India; 6-8 national banks 

controlling 20-25 per cent of the market; 4-6 

foreign banks with 15-20 per cent share in 

the  market,  and  the  rest  being  specialist
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players(geographical or product/ segment 

focused). 

Focus strongly on ―social development‖ by 

moving away from universal directed norms 

to an explicit incentive-driven framework by 

introducing credit guarantees and market 

subsidies to encourage leading public sector, 

private and foreign players to leverage 

technology to innovate and profit ably 

provide banking services to  lower income 

and rural markets. 

Create a unified regulator, distinct from the 

central bank of the country, in a phased 

manner to overcome supervisory difficulties 

and reduce compliance costs. 

Improve corporate governance primarily by 

increasing board independence and 

accountability. 

Accelerate   the   creation   of   world   class 

supporting  infrastructure  (e.g.,   payments, 

asset   reconstruction   companies   (ARCS), 

credit bureaus, back-office utilities) to help 

the banking sector focus on core activities. 

Business channel 

E-banking links business to customers no 

matter their geographical location. It allows 

companies to make new business contracts 

from different global business alliances, test 

new products and services, and make market 

research and other enquiries all at a minimal 

cost both financial and otherwise. 

A Cornerstone of mobile commerce is built 

by mobile banking, the a ailment of bank- 

related financial services via mobile devices. 

Increase sales volume 

One of the primary tasks of a distribution 

channel  is  to  increase  the  volume  prices. 

This   objective   is   arrived   by   increasing 

operational  efficiency  so  that  those  losses 

are minimized that are caused by delays in 

catering   to   customer   orders.   Further,   a 

favourable  reputation  of  firm‘s  logistical 

capacities  may  helps  generate  additional 

orders.  Mobile  banking  can  contribute  to 

achieve this goal by following means. 

Anytime,   anywhere   access   to   banking 

services; 

Availability of push services to suggest 

transitions on an urgent basis, e.g to sell 

certain stocks when a crisis erupts; 

Fact- to face talks with the personal 

consultant via video telephony 

At present e-banking eliminate the need for 

costly call centres and customer service help 

desks by going mobile. 

Using a mobile plotform such as sms text 

messaging for simple and repetitive tasks 

such as remainders about payments due to 

balance requests can reduces the burden on 

IT and personnel resources. Use premium – 

rated sms to charge for banking transactions
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and create an additional revenue stream for 

banks. 

E-banking scenario 
 

The banking is expected to be a leading player 

in E- business. While the banks in developed 

countries are working primarily via internet as 

non-branch, banks in the developing countries 

use the internet as an information delivery 

tool to improve relationship with customers. 

India is still in the early stages in technology 

and life style in the last five years have 

changed the face of banking. The imfact of e-

banking in India is yet apparent many global 

research companies believe the e-banking 

future would be slow compared to other major 

Asian countries. E-banking is still nascent, 

although it is fast becoming a strategic 

necessity for most commercial banks, as 

completion increase from private banks and 

non-banking financial institutions. Despite the 

global economic challenges facing the IT 

software and service sector, the outlook for 

the Indian industry remains outlook 

optimistic. 

The RBI has set up a ―working group on e- 

banking to examine different as facts of e- 

banking. The group focused on three major 

aspects of e-banking. i.e 1)Technology and 

security issues 2)legal issues and 3) 

Regulatory and supervisory  issues. RBI has 

accepted guidelines of the group and they 

provide a good insight into the security 

requirements of e-banking. 

Suggestions banking executive 

To    improve    e-banking    services.    Then 

following one the important suggestion for 

using E-banking as safely and user friendly 

Banks  are  required  to  provide  sufficient 

guidance   to   customers   using   e-banking 

services  and ensure complete security and 

privacy. 

Conduct   workshops,   seminars   about   E- 

banking May provide Separate Security code 

for all E-banking user To promote e-banking 

services and attract new customers    banks    

can    undertake promotional measures by 

way of print media followed   by   internet,   

sms   on   mobile, outdoor advertisement and 

television 

 Conclusion 

Banks are one of the most important service 

organisations which provide variety of 

financial services to common people. That is 

the   main   reason   for   which   banks   has 

adopted e-banking facilities. Even though e- 

banking offers a lot of benefits to people, it 

is facing some challenges. Banks must control 

procedures need to keep pace with rapid 

changes in technology.
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Abstract 
 

Although there have been challenges to 

higher education in the past, these most 

recent calls for reform may provoke a 

fundamental  change  in  higher  education. 

This change may not occur as a direct 

response  to  calls  for  greater  transparency 

and accountability, but rather because of the 

opportunity to reflect on the purpose of 

higher  education,  the role of colleges  and 

universities in the new millennium, and 

emerging scientific research on how people 

learn. These disparate literatures have not 

been tied together in a way that would 

examine the impact of fundamental change 

from  the  policy  level  to  the  institutional 

level and to the everyday lives of college 

and university administrators, faculty and 

students. Now the time has come to create a 

second wave of institution building and of 

excellence   in   the   fields   of   education, 

research and capability building. We need 

higher educated people who are skilled and 

who can drive our economy forward. When 

tirunalveli can provide skilled people to the 

outside  world  then  we  can  transfer  our 

country  from  a  developing  nation  to  a 

developed nation very easily and quickly. 

Keywords:         Higher   educational   tool, 

innovation in education 

Introduction 
 

Higher education is education provided by 

universities and other institutions that award 

academic degrees, such as university 

colleges, and liberal arts college 

(enwikipedia). As per the, Higher 

Educational Services include education 

services leading to a university degree or 

equivalent. Such education services are 

provided by universities or specialized 

professional schools. The programmes not 

only emphasize theoretical instruction, but 

also research training aiming to prepare 

students for participation in original work. 

Societies have a profound and long-term 

interest in their higher education institutions 

that extend beyond the pecuniary and short- 

term  interests  of  current  students,  faculty, 

and administrators. Apart from these higher 

education institutes there are several private 

institutes in Tirunelveli that offer various 

professional courses in Tirunelveli. Distance
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learning is also a feature of the Tirunelveli 

in higher education system. 

Objectives 
 

 To study the demography profile of the 

sample respondents in the study area. 

 To study Check the implementation of 

inclusive higher education. 

 To     study     Identify     the     practical 

opportunities for the provision of 

inclusive education in the schools. 

 To     study     Identify     the     practical 

challenges to apply inclusive educational 

system in these schools. 

Statement of The Problem 
 

The title is chosen because these higher 

education   are   on   the   way   to   exercise 

inclusive education  in  tirunelveli  area and 

have well trained and experienced teachers 

who took training about Special Needs 

Education. Considering all these, these 

schools are expected to strive for the 

realization of the provision of inclusive 

education  based  on  international 

agreements. Therefore, the schools seem a 

perfect  spot  to  display the challenges  and 

opportunities for the provision of inclusive 

education in Ethiopia. 

Hypotheses of Study 
 

Ho1:   There   is   no   relationship   between 

gender higher education – issues, challenges 

and suggestions 

Ho2: There is no relationship between age 

higher education – issues, challenges and 

suggestions 

Methodology of the Study 
 

Collection of Data 
 

There   are   two   major   approaches   for 

gathering data.  There are 

    Primary data 
 

    Secondary data 
 

Challenges of Present Higher Educational 
 

System in Tirunelveli 
 

Since we have got independence we are 

facing challenges to establish a great and 

strong education system. Various 

governments  came  and  gone.  Off  course 

they tried to establish new education policies 

in the system but this is very sad to dictate 

that they were not sufficient for our country. 

Still we are facing lot of problems and 

challenges in our Education System. India 

recognises  that  the  new  global  scenario 

poses   unprecedented   challenges   for   the 

higher education system. The University 

Grants Commission has appropriately stated 

that   a   whole   range   of   skills   will   be 

demanded from the graduates of humanities, 

social sciences, natural sciences and 

commerce, as well as from the various 

professional disciplines such as agriculture, 

law, management, medicine or engineering. 

India can no longer continue the model of
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general education as it has been persisting in 

for the large bulk of the student population. 

Rather, it requires a major investment to 

make  human  resource  productive  by 

coupling the older general disciplines of 

humanities, social sciences, natural sciences 

and commerce to their  applications in the 

new economy and having adequate field 

based  experience  to  enhance  knowledge 

with skills and develop appropriate attitudes. 

Responding to these emerging needs, the 

UGC stated: "The University has a crucial 

role to play in promoting social change. It 

must make an impact on the community if it 

is to retain its legitimacy and  gain public 

support".  It  seeks  to  do  so  by  a  new 

emphasis on community based programmer 

and work on social issues. Concepts of 

access, equity, relevance and quality can be 

operational zed only if the system is both 

effective and efficient. Hence, the 

management  of  higher  education  and  the 

total networking of the system has become 

an  important  issue  for  effective 

management. The shift can occur only 

through a systemic approach to change as 

also the development of its human resource, 

and networking the system through 

information and communication technology. 

There   are   many   basic   problems   facing 

higher   education   in   India   today.   These 

include inadequate infrastructure and 

facilities, large vacancies in faculty positions 

and poor faculty thereof, low student 

enrolment rate, outmoded teaching methods, 

declining research standards, unmotivated 

students, overcrowded classrooms and 

widespread geographic, income, gender, and 

ethnic imbalances. Apart from concerns 

relating to deteriorating standards, there is 

reported  exploitation  of  students  by many 

private providers. Ensuring equitable access 

to quality higher education for students 

coming from poor families is a major 

challenge.  Students from poor background 

are put to further disadvantage since they are 

not academically prepared to crack highly 

competitive entrance examinations that have 

bias towards urban elite and rich students 

having access to private tuitions and 

coaching.   Education in basic sciences and 

subjects that are not market friendly has 

suffered. 

Opportunities and challenges to 

implement inclusive education. 

The schools have little opportunities and 

these opportunities did not pave the way to 

implement inclusive education. And both 

schools faced many challenges to implement 

inclusive education. Some of the challenges 

to implement inclusive education in these 

schools  are,  the  attitude  of  teachers  and
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parents towards children with disability and 

teachers of students with special needs, lack 

of attention from the education office both 

zones and worded, lack of educational 

materials,  large  class  size,  lack  of  skilled 

man power etc. 

The schools do not conduct scientific way of 

identification and assessment process to 

identify and assess children with special 

needs. And there is no periodic assessment 

to know the degree of their needs. 

The school does not have eligibility criteria 

to admit students with special needs. 

Teachers   do   not   prepare   individualized 

educational  plan  (IEP/  for  students  with 

special  needs  though  it  is  important  to 

address the unique needs of each students. 

Although  teachers  tried  to  use  different 

teaching strategies to involve students with 

special needs in all activities, they do not 

provide    extra    time    to    complete    the 

directivities,  and  the  testing  procedures  is 

not modified and adapted for them. 

There is  a shortage of special educational 

materials and equipment in the library and 

resource room such as reference books 

written in Braille and some geographical and 

mathematical aids. In addition to this the 

situation in the library is not convenient for 

students with special needs. 

Visually impaired students are positioned or 

placed at the front side of the class room but 

the width and the surface of the desk is not 

suitable to use slate and stylus and to 

accommodate all the stationary and other 

materials 

Since the classroom is narrow and desks are 

putted very close to each other, visually 

impaired  students  do  not  have  access  to 

move freely in the classroom. 

Problems of Exporting Higher 
 

Educational Services 
 

A few educational institutions in tirunelveli 

have already begun  to  exploit  the exports 

opportunity   in   education.   The   various 

options include attracting foreign students to 

their tirunelveli campuses and setting up 

campuses abroad. Many Institution of repute 

has established their campuses abroad and 

many are on the way to offer their courses to 

offshore students. The reasons cited for the 

fewer turnovers of the   students in the area 

as   per   the   academicians   are   mentioned 

below rating wise: 

i) Poor quality transport & residential 

facilities 

Lack of the infrastructure facilities has been 

cited as a main reason for fewer turnovers 

students in tirunelveli . With the exception 

of Metro train, which is still under progress, 

area  does  not  have  any  class  transport
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facilities. The other train and bus facilities 

are hugely crowded, unlikely any other 

developed nation. Residential facilities 

provided to the  students are also not good. 

That‘s why not all the students get the 

university hostel. They have to arrange for 

private accommodations where no formal 

help comes from the universities. They have 

to arrange it on their own where they can be 

easily exploited in terms of money and 

facilities with no guarantee of security. It is 

indicative from the data that majority of 

students do not face problem in getting 

accommodate. Since all the higher education 

students cannot be accommodated in 

university and college hostel, they have to 

look for the private lodging where facilities 

are not good and quite costlier. The security 

factor is also of concern here. 

(ii) Lack of financial assistance 
 

No   scheme   of   financial   assistance   is 

available to the students from the university 

or the government of India. The students 

sponsored by Government of under different 

cultural schemes pay nominal fee at par with 

tirunelveli   student. Otherwise the students 

are financed by their respective governments 

or self-supporting. 

(iii) Regulatory and bureaucratic hurdles 

There are lots of regulatory and bureaucratic 

hurdles   in   the   admission   procedure   of 

tirunelveli  students  from  different  area  as 

per the policy of Government of India 

towards those nations. 

(v) Under weighed quality of education 

Again  with  the  exception  of  few  good 

institutes, which are recognized  area, other 

universities and institutes does not have an 

international acclaimed quality, whether it is 

faculty, curriculum or infrastructure. These 

areas do not have a class standard of quality. 

It has been proven from the responses of the 

higher education  students that the quality of 

education. 

(vi) Complicated and paper based hurdles 

during admission 

During  the  admission  procedures  lots  of 
 

paper work is required without proper 

communication due to which it takes very 

long for students to get admission in the 

university. Admission procedure as indicate 

tirnelveli  students is neither easy nor tough. 

It is average. 

(viii) Lots of administrative guidelines 

There are  lots  of  Do‘s  and  Don‘ts  in  the 

administrative guidelines, for staying in the 

hostel, for studying a course. 

(x) Complicated visa & visa-extension 

procedures 

Getting visa for India is not very difficult as 

it varies from country to country according 

to the policy of government of Tirunelveli .
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But of course, it is again a very lengthy 

procedure with lots of administrative 

guidelines. But Visa-extension is another big 

problem  for the    students,  as  mostly they 

have to extend it every year, which becomes 

a  very lengthy procedure  requiring  lots  if 

paper work. It has been indicated from the 

study of  other  students that they do not face 

problem in getting visa for tirunelveli   but 

visa  extension  is  a problem  due to  lot  of 

paper work and lengthy procedures. 

Sometimes there exist the communication 

problem between the officials issuing visa 

and the foreign students. 

Recent trends in the Higher Education 

sector 

The Success in leveraging knowledge and 

innovation is only possible with a sound 

infrastructure of higher education. A 

successful education policy forms the 

foundation of all fields of national 

development including political, social, 

economic, technical, scientific, and 

environmental. Thus, the higher the quality 

of university education, the more prosperous 

and competitive are the people. 

• Faculty-wise the figure of enrolment of 

higher education for the year 2006-2007 & 

2010-2011 has been increased in certain 

streams.  These  include  arts,  science, 

medicine and agriculture. 

Suggestions for improving quality of 

higher education 

There  are  some  suggestions  and 

Expectations from Government, Industry, 

Educational  Institutions,  Parents  and 

Students for improving quality of higher 

education- 

1. Towards a Learning Society- As we move 

towards a learning society, every human 

activity will require contributions from 

experts, and this will place the entire sector 

of higher education in sharp focus. Although 

the  priorities,  which  are  being  assigned 

today to the task of Education for All, will 

continue  to  be  preponderant,  the  country 

will have to prepare itself to invest more and 

more on higher education and, 

simultaneously, measures will have to be 

taken to refine, diversify and upgrade higher 

education and research programmes. 

2. Industry and Academia Connection- 

Industry and Academia connect necessary to 

ensure curriculum and skills in line with 

requirements.  Skill  building  is  really very 

crucial to ensure employability of academia 

to understand and make sure good job 

(keeping in view knowledge + skills+ global 

professional skills = good jobs). 

3. Action Plan for Improving Quality- 

Academic  and  administrative  audit  should 

be conducted once in three years in colleges
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by external experts for ensuring quality in 

all aspects of academic activities. 

Conclusion 
 

The main purpose of this study was to assess 

the opportunities and challenges to 

implement   inclusive   education.   To   this 

effect,  the  following  basic  research 

questions were formulated to carry out the 

study. 

In order to deal with these basic questions, 

related literature was properly reviewed and 

questioner, interview and observation check 

list were prepared to collect the data. The 

participants of the study were 6 teachers, 8 

students with visual impairment, 13 students 

with hearing impairment, 14 students with 

intellectual impairment, 16 students with 

physical disability and 2 principals of each 

school. Concerning the sampling technique, 

purposive  and  random  sampling  method 

were employed to select students, principals 

and teachers and the data obtained was 

analyzed both quantitatively and 

qualitatively. Based on the above major 

findings of the study, the following 

conclusions are made for the 
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management (CRM) solutions available with

 

A   ―basic   supply   chain,   consists   of   a 

company, an immediate supplier, and an 

immediate customer directly linked by one 

or more of the upstream and downstream 

flows of products, services, finances, and 

information. An ― extended supply   chain‖ 

includes suppliers of the immediate supplier 

and customers of the immediate customer, 

all linked by one or more of the upstream 

and downstream flows of products, services, 

finances, and information. An ―ultimate 

supply chain‖ includes all the companies 

involved in all the upstream and downstream 

flows of products, services, finances, and 

information from the initial supplier to the 

ultimate customer.   Implementing supply 

chain management (SCM) must undertake 

acquiring, retaining, and selectively and 

strategically partnering with customers. This 

would bring about an integrated and well- 

aligned   supply   chain   in   terms   of   its 

objectives and goals. The way supplier 

relationship management (SRM) can be 

enabled by IT solutions in SRM, the 

management of customer relationships can 

also be IT- enabled by customer relationship 
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various vendors. The way sourcing and 

supply management is linked to the ERP 

system, CRM is also functionally linked to 

ERP.  The  ERP  systems  provide  the 

backbone of the relationship between SCM 

and CRM. Relationship marketing is the 

essential  virtue  of  all  CRM  programmes. 

This is also justified by the fact that most 

companies implementing CRM have 

customer loyalty programmes such as 

membership rewards programmes in a place. 

Also the CRM programmes       would 

invariably require a reasonable amount of 

automation services rendered, because of the 

huge number of customers and their 

transactions involved. 

Keywords: Supply chain management 

(SCM), supplier relationship management 

(SRM) Customer Relationship Management 

(CRM),  Enterprises  Resource  Planning 

(ERP) 

Introduction 
 

Supply   chain   management   (SCM)   thus 

refers to the PODSCORB (planning, 

organizing, directing, staffing, controlling, 

reporting and budgeting) decisions as related
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to the coordination of flows (including 

reverse ones) of information, cash, credit, 

order, and materials right from suppler(s), 

the point of origin to the ultimate customer, 

the point of consumption in a logistical and 

preferably  an  it-  enabled  environment,  in 

tune with the corporate gals for being 

competitive in the market-place. The flows 

of information may pertain to sales, pricing, 

forecasted demands/ orders, scheduling of 

operations, and deliveries, downstream and 

upstream, as the case may be. 

The   supply   chain   management   as   the 

network of organizations that are involved, 

(A)Basic Supply Chain 

through the upstream and downstream 

linkage if different processes and activities 

that produce value in the form of products 

and services in the hands of the ultimate 

customer. Supply chain   is made up of 

processes that cover a broad  range, such as 

sourcing, manufacturing, transporting and 

distributing products and services. 

Information and financial flow components 

are as important as physical flow in supply 

chain over the life cycle of product and 

services, i.e., market life cycle and usage life 

cycle.

 
 

 
SUPPLIER                                         FOCAL FIRM                                                  CUSTOMER 

 
 

(A) Extended Supply Chain 
SUPPLIERS 

’ SUPPLIER 

 

SUPPLIERR                             FOCAL FIRM                               CUSTOMER                             CUSTOMER’S 

CUSTOMER

(B)  Ultimate Supply Chain 
 

 

THIRD-PARTY 

logistics (3PL) provider 
 
 
 

INITIAL 

SUPPLIER 

SUPPLIER                              FOCAL FIRM                               CUSTOMER                         ULTIMATE 

CUSTOMER
 
 
 
 

FINANCIAL PROVIDER                                            MARKET RESEARCH FIRM
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Objectives of SCM 
 

The   objectives   of   a   supply   chain   are 

manifold but most of them are derived from 

the primary objective. The       primary 

objective comprises creating a superior 

mutual value for the customer in terms of 

the product and service delivered at a time 

and place in response to customer needs and 

demands.   The   secondary   objectives   are 

given as follows. 

Profitability 
 

There must be supply chain profitability all 

over the chain, not only at individual stages 

or to individual partners. The revenue must 

exceed  the  expenses  or  the  costs  of  the 

supply chain. In a competitive market, this 

implies decreasing the costs and not 

decreasing the price to ensure supply chain 

profitability. 

Reliability 
 

A supply chain  aims  to provide  time and 

place   specific   delivery   with   a   superior 

service  level  in  fulfilling  the  order, 

practically with negligible stock out rates 

however, stock –out rates of 2.5%are still 

common. 

Flexibility /agility 
 

A good supply chain must be flexible to 

absorb fluctuations in demand without any 

extra costs. It refers to the upside production 

flexibility that can be absorb extra demand. 

A flexibility to absorb a 20 per cent extra 

demand is quite desirable. 

Responsiveness 
 

It refers to how much time takes to meet the 

customer‟s needs, particularly when the 

design and volume needs to undergo a 

change. 

Turnover rate 
 

It is important that a high turnover rate of 

assets used in the supply chain, whether 

financial, inventory, or machine resources, is 

set as only a fast turnover would not block 

capital, reduce the risk of obsolescence, 

increase productivity, and thus profitability 

or the return  on  investment  used in  these 

resources or assets. 

Communication and coordination 
 

A supply chain objective is to provide good 

communications, coordination, and 

information sharing and competence across 

all the channel partners, right from 

suppliers/retailers, the 3PLs and finally the 

customers. 

Benefits of SCM 
 

Key benefits accrued by implementation of 

SCM,   mainly   using   an   SCM   decision 

making framework with enables approach 

would the following. 

 Reducing in working capital deployment 

inventories, warehousing, and financial 

costs
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 Re    –engineering    simplification    and 

optimization  of  processes  across 

different components and stages at 

different levels 

 Optimization     of     workforce     across 

various orders/clients at different levels 

and locations 

 Reductions  in  time  to  market  through 

disintermediation and better logistics 

 Capturing and tracking of feedback from 

all supply chain partners at each stage 

and better collaboration based on the 

feedback 

 Bringing    about    accurate    inventory 

forecasting and planning 

 Streamlining incoming material flow and 

synchronizing it with production at the 

plant level,   particularly   in   a   lean 

environment 

    Ensuring a certain in – process/work – in 
 

–  process  (WIP)  material  and  finished 

goods flow 

 Tracing     and     tracking     of     order 

information, its fulfillment status, and 

maintaining a  certain  promised service 

delivery level 

 Improved satisfaction levels of internal 

and external customers. 

Though supply chain and logistics business 

in  India  is  still  at  its  infancy,  there  is 

tremendous potential ahead.  The reason for 

the last start of supply chain and logistics 

business in India Is that a took some time for 

Indian industry to stream – streamline and 

reorganized there business processes and 

restructure their supply chain. According to 

an ETIG study, the state of the Indian 

industry is in various SCM elements are 

compared with the state In the west and 

relevance focused is highlighted in table 1.1. 

In most industries, Such as automobiles., 

FMCG, consumer durables, foods, pharma, 

garments, paints, cement, and steel , SCM as 

chains are being restructured and integrated, 

while in some other industries, the concept 

of SCM is yet to find takers. So, there is a 

lot of variability in terms of the extend of 

implementation of SCM in different 

industries in India. 

As  per center  for  monitoring  Indian 

economy (CMIE) data available in 2006 and 

given in table 1.2, the industries have been 

reported  to  spend  a  total  of  4.1  per  cent 

(1.4% for inbound and 2.7% for 

outbound/distribution) of their net sales on 

logistics. However, these figures may not 

include  losses.  Transactions, 

administrations,  and  personnel  costs 

together with costs of reverse logistics and 

marketing costs related to supply chain.
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Table 1.1 states of Indian industry vs. that in the west with respect to various SCM 
elements. 

SCM element State in west State in India 

1. Approximate costs 9% of GDP 13% of GDP 

2. Transportation Fleet Management concept Tracking concept 

3.  Warehousing and 
inventory 

Collaborative/vendor-managed 
inventories(VMI) 

Minimal    disruption    of    line, 
stocking at various stages of the 
chain. 

4.Inventory costs Increasing far slower than rise in 
other costs 

Rising 

5.Information Free flow, real time In     islands     of     knowledge, 
reluctance to share 

6.Personnel Trained logistics managers Personnel move from distribution 
stores and sales, few professional 
managers 

7.Organizational 
structure 

Logistics   function   is   separate 
(stand-   alone)   with   its   own 
defined   objectives,   roles   and 
targets 

Only    leading    companies    are 
giving logistics a full functional 
status 

8. Infrastructure Supports           and           enables 
sophisticated       and       efficient 
logistics solutions 

Poor     quality,     spread,     and 
facilities. 

Source: Adopted from Economic Times Intelligence Group (ETIG) 
 

Table 1.2 SCM spend in major Indian manufacturing industries 
 

SCM spend indicators 2000-02 2002-03 2003-04 2004-05 

Inbound transportation costs as percentage of net sales 1.5% 1.4% 1.3% 1.4% 

Inventory related costs as percentage of net sales 13.3% 13.9% 13.1% 13.1% 

Distribution expenses as percentage of net sales 3.0% 2.8% 2.8% 2.7% 

Total SCM spend as percentage of net sales 17.8% 18.1% 17.2% 17.2% 

Source: CMIE, 2006 
 

Linkage between CRM and SCM 
 

The CRM initiative should be viewed from a 

corporate level perspective rather than just 

as a „call centre‟ approach. The key to using 

an interactive voice response system (IVRS) 

is certainly the technology working at the 

back-end, but it is also the people using this 

technology.  As  is  evident  from  the  figure 

that follows CRM interfaced with SCM in a 

company  through  the  enterprise  resource 

 
 

planning (ERP) system. This interface 

between CRM and SCM is facilitated by: 

    Business intelligence 
 

    Enablement tools and services 
 

    Web and IT integration 
 

These interfaces help in arriving at a 

technology value. On the other hand, the 

business value would be determined by the 

business processes, applications in e- 

commerce, as also the knowledge 

management.  The  interface  of  CRM  and
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SCM through enterprise resource planning 

(ERP) systems is very critical. In fact, the 

most of the enterprise solution vendors have 

added the CRM Component to their 

offerings. Most vendors are hawking the 

complete suite with ERP, CRM, and SCM. 

The  future  lies  in  complete  integration  of 

company-wide business planning and 

transaction systems that will involve 

technology, business processes, and people 

in a manner that can deliver value to all the 

stakeholders, and provide a sustainable 

competitive advantage to the enterprise.

 

 

Business value 
 

 
 

Business processes 
 

 

E-commerce 
 

Knowledge management 
 

 
 
 
 
 

SUPPLY CHAIN 

MANAGEMENT 

 

ERP BUSINESS 

OPERATIONS 

CUSTOMER 

RELATIONSHIP 

MANAGEMENT
 
 
 
 
 
 
 

Supplier facing 

Enablement tools and solutions 

Web and IT - integrations 

 
 
Customer facing

 

 

 
Technology value 

 
 

Implementation of CRM 
 

A company‘s interface with customers had 

been through its sales people or sales agents. 

Nowadays, most    companies    interface    

with 

customers through variety of 

channels, in addition to that of sales 

people  and  service  personnel,  e.g., 

call centers, internet, websites, 

marketing   departments,   fulfillment
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houses, and market and business development 

agents. For large companies, it may include 

cross- functional teams which could include 

personnel from various functional 

departments. While each of these units could 

operate independently, they need to share 

information about individual customers and 

their transactions with the company on a real-

time basis. Effective CRM implementation, 

therefore, inevitably requires front- line 

information  system  that  shares relevant 

customer information across all interface units.    

Needless to mention, CRM systems and 

solutions inevitably use relational databases, 

data warehousing, and data mining tools. The 

real requirement is to develop an integrated 

CRM platform that collects relevant data 

inputs at each customer interface, and 

concurrently provide knowledge output about 

the strategy and action plans appropriate to 

capture or regain customer business, and help 

maintain customer loyalty. 

The  system  used  for  CRM  should first 

identify appropriate data inputs at  each  

customer  interaction  point,and use analytics 

to generate appropriate knowledge output for 

the front-line staff during customer 

interactions. 

Conclusion 
 

The key to sustainable competitive 

advantage in today's business market is the  

customer. Companies must know who their 

customers are, which customer populations 

most directly drive  their  profits,  and  what  

will keep   these   customers   loyal   and 

happy over time. Customers drive business 

success and the winners on this playing field 

will be those organizations who most 

effectively and positively manage their 

relationships with their customers. The 

interface of CRM with SCM through 

enterprise resource planning (ERP)  systems  

is  very  critical.  In Fact, most of the 

enterprise solution vendors have added the 

CRM component to their offerings. Most 

vendors are hawking the complete suite  

with  ERP,  CRM,  and  SCM. The  future  

lies  in  complete integration of 

companywide busy planning and transaction 

systems that will involve technology, 

business processed, and people. In a 

manner that can deliver value to all the 

stakeholders, and provide a sustainable 

competitive advantage to the enterprise. 
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ABSTRACT 

  

Attrition is a critical and challenging issue 

in the Airline industry. It is it‘s the major 

problem which is highlighted in all the 

organizations. Though the term 

‗ATTRITION‘ Is common, many would be 

at a loss to define what actually Attrition is, 

―Attrition is said to be the measured 

reduction in the number of employees 

through retirement, resignation, or death. It 

can also be set as employee Turnover or 

Employee Defection ―Whenever a well-

trained and well-adapted employee leaves 

the organization, it creates a vacuum and 

initiatives are taken by the organization by 

implementing some of the retention 

strategies to  retain such employees. 

  Attrition is effective to understand 

when we deeply considered each  industry 

and individual organization which has 

suffered due to attrition. However it is very 

important factor of student because attrition 

involves cost from the company point of 

view. Cost of recruitment cost of training 

and other input cost to actually make the 

recruited candidates to accure the 

company‘s and industrial needs. As it helps 

to predict the face or flow of attrition which 

is based on desirable or controllable and 

undesirable or uncontrollable factors .And  

where the deficiency in man power 

management arises .Now as the employees 

are considered to be an asset to the 

company, they are to be properly managed 

and utilized, which is a percept in airlines to 

prosper. 

 The study includes various stations 

of southern region which are being 

compared to study employee turnover in 

various departments. Thus, this study is an 

upshot of the topic called ―A study on 

attrition outlook in Airlines, Chennai‖. And 

hence, a study is  

carried out to determine the various internal 

and external factors which are responsible 

for the number of people leaving the 

organization. This helps to determine the 

various factors leading to employee 

defection. 
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BIRTH   OF   AVIATION   INDIA: 

1 

930 

JRD was the first Indian to fly between 

Karachi and England. 

1 

930 

Aspy Engineer flew from England to India. 

1 

930 

Aspy Engineer landed at Karachi; JRD Tata 

landed at England. 

1 

932 

JRD Tata piloted the first domestic 

commercial flight in India. 

1 

938 

JRD Tata founded Tata Airlines, predecessor 

airline  of Air India. 

 

CIVIL   AVIATION   IN INDIA: 

Chennai Airport - History 

Chennai international airport ealier known 

as Madras International Airport, is located 

7km to the south of Chennai. It was in the 

year 1912 when the first domestic flight 

had flown between Karachi and Delhi by 

the Indian State Air Services in association 

with Imperial Airways, UK. It was one of 

the primary airports in India and in the year 

1954, was the last destination of Air India‘s 

first flight which flewq to Madras 

(Chennai) from Bombay (Mumbai) via 

Belgaum. The first operational passenger 

terminal was constructed at the northeast 

side of airport and it was known as 

Meenabakkam Airport. The domestic 

operation started in 1985 and the airport 

started operationa of international flight 

in1989. The airport  got its new  building 

in2003 whereas the old one is used for 

cargo purpose at present. 

Chennai Airport Terminals: 

Terminal 1: Kamaraj Terminal is a 

domestic terminal which connects the city 

with 20 destinationa across India. There are 

several flights of some prominent airlines 

such as AirIndia, Indigo 6E, Jet Airways / 

Jetlite, Kingfisher and Spicejet. 

 

Terminal 2: The second terminal is for 

international apor , operations and it is 

known as Anna Terminal that connects the 

city with all the major destinations like 

London,Frankfrut, Dubai, Muscat, Bahrain, 

Dhahran, Jeddah, Singapore,  Kula lampur 

and Sri Lanka. The terminal operates 

airlines such as Airlines, British Airways , 

Lufthansa, Singapore Airlines, Malaysian 

Airlines.   

GST Rd, Meenambakkam, Chennai, Tamil 

Nadu 600027 

Code: MAA 

Elevation: 16 m 

Phone: 044 2256 0551 

Owners: Airports Authority of India 

Opened: 1910 

Domestic Terminal  

SI.No. Name of Airlines Code 

https://www.google.co.in/search?espv=2&biw=1024&bih=623&q=chennai+international+airport+code&stick=H4sIAAAAAAAAAOPgE-LUz9U3MCyySK_QksxOttJPLMtMLMnMz9NPzCwqyC8qsUrOT0kFAHEb7xcoAAAA&sa=X&ved=0ahUKEwiqx8bs6s3KAhWCcY4KHdIJC7EQ6BMIjwEoADAS
https://www.google.co.in/search?espv=2&biw=1024&bih=623&q=chennai+international+airport+elevation&stick=H4sIAAAAAAAAAOPgE-LUz9U3MCyySK_Qks9OttLPyU9OLMnMz4MzrFJzUsvALAD788VuLgAAAA&sa=X&ved=0ahUKEwiqx8bs6s3KAhWCcY4KHdIJC7EQ6BMIkgEoADAT
https://www.google.co.in/search?espv=2&biw=1024&bih=623&q=chennai+international+airport+phone&stick=H4sIAAAAAAAAAOPgE-LUz9U3MCyySK_Q0s9OttJPzs_JSU0uyczP08_Oyy_PSU1JT40vSMxLzSnWz0gsji_IyM9LtQKTADVN5XE-AAAA&sa=X&ved=0ahUKEwiqx8bs6s3KAhWCcY4KHdIJC7EQ6BMIlQEwFA
https://www.google.co.in/search?espv=2&biw=1024&bih=623&q=chennai+international+airport+owners&stick=H4sIAAAAAAAAAOPgE-LUz9U3MCyySK_Qkssot9JPzs_JSU0uyczP08_JT04EMYqt8svzUosADz67mC0AAAA&sa=X&ved=0ahUKEwiqx8bs6s3KAhWCcY4KHdIJC7EQ6BMImQEoADAV
https://www.google.co.in/search?espv=2&biw=1024&bih=623&q=airport+authority+of+india&stick=H4sIAAAAAAAAAOPgE-LUz9U3MCyySK9QAjMt00zLyrTkMsqt9JPzc3JSk0sy8_P0c_KTE0GMYqv88rzUIgB7KVFaOAAAAA&sa=X&ved=0ahUKEwiqx8bs6s3KAhWCcY4KHdIJC7EQmxMImgEoATAV
https://www.google.co.in/search?espv=2&biw=1024&bih=623&q=chennai+international+airport+opened&stick=H4sIAAAAAAAAAOPgE-LUz9U3MCyySK_QUskot9JPzs_JSU0uyczP08_JT04EMYqtKlMTixTyC1LzUlMAXIOEozMAAAA&sa=X&ved=0ahUKEwiqx8bs6s3KAhWCcY4KHdIJC7EQ6BMInQEoADAW


 

Emperor International Journal of Finance and Management Research [EIJFMR] ISSN: 2395-5929 
 

©Mayas Publication2 Page 252 
 

1. 
Air India (NACIL –

I) 
IC/CD 

2. Indigo 6E 

3. Jet Airways/Jetlite 9W/S2 

4. Kingfisher IT 

5. Spicejet SG 

 

OBJECTIVES OF THE STUDY  

 To study the rate of attrition and the 

root cause for attrition in airlines, 

South region, Chennai. 

 To examine the number of 

resignation periodically (quarterly) 

to identify the main reason for 

resignation of employees by the 

management. 

 To study if there are any internal 

factor of job dissatisfaction like 

treatment of employees by the 

 To analysis if there is any 

communication barriers between 

employees and higher authorities in 

airlines. 

 To analysis the job satisfaction of the 

airlines employee, South region, 

Chennai. 

 To compare rate of attrition, i.e 

department wise, gender wise etc 

 To calculate the attrition cost of the 

organization. 

 To study the various associations 

between the factors affecting 

resignation and other variables. 

 To suggest valuable measures to 

overcome high rate of attrition. 

LIMITATIONS 

 Time and distance constrain. 

 Few respondents are busy not ready 

to fill the questionnaire. 

 Sample size was restricted due to 

the working hours. 

 Cross cultural cross linguistic skill 

had its demand. 

  NEED FOR THE STUDY 

 The success of any organization 

depends largely on the airlines 

employees, employees generally are 

considered as the backbone of the 

survival of the organization. This 

study focuses on the reasons for 

attrition and the possible measures 

to overcome high rate of attrition. 

 The study is mainly undertaken to 

identify the loopholes due to which 

employees tend to change jobs. Job 

satisfaction or department 

dissatisfaction can be determined. 

 Management can track a clear 

record on the function of each 

employee of  individual department 

through this study. 
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DATA ANAYSIUS 

Rank correlation between gender and 

reason to quit the job. 

.r1 .r2 .r1-r2 (d)2 

5 5 0 0 

10 8.5 1.5 2.25 

6.5 3 3.5 12.25 

4 6 -2 4 

1 4 -3 9 

2.5 1 1.5 2.25 

6.5 2 4.5 20.25 

6.5 7 -4.05 20.25 

9 8.5 0.5 0.25 

8 10 -2 4 

      d2 74.5 

 

R=1-[6 d2/n(n2-1-1] 

      =1-[6(74.5)/10(100)-1] 

        =1-[447/990] 

.r=0.55 

There is a week correlation between the 

two variables which means there is 

significant difference between gender and 

reason for leaving the job. 

2. Fair and just treatment of staff by the 

airlines 

 

It was inferred that most of the respondent 

strongly agreed on just and fair treatment by 

the management. 

3. Age of employee as against the 

experience with same airlines. 

 

 

Interpretation 

However it is observed that the senior 

employees stay with the organization for a 

longer period of time as against the 

fresher‘s. 

FINDINGS 

 The rate of attrition of Airlines, 

South region, Chennai Is identified 

to be………….. 
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 High rate of attrition is seen found 

in the airport service department 

which amount to 47% of attrition. 

 It is found the most of the 

employees strongly agree of the fact 

that they were treated with due fair 

and just care. 

 46% of the respondents said it is 

neutral when it comes to any 

communication with management. 

 There is significant difference 

between the gender of the 

respondent and their satisfaction 

level towards communication with 

management, where the female 

employees are able to communicate 

whereas male staffs aren‘t.  

 The airport service department is an 

important area to be focused as the  

employees hired are all fresher‘s, 

aged between (19-24.) 

 The work span of short duration is 

also a determining factor for people 

relinquishing the job. 

 Employee leave the job simply by 

attaching a brand name 

―AVIATION INDUSTRY‖ and  so 

work for lesser year ( 2 years) 

 The above mentioned category of 

employees are termed as non 

performing assets of the 

organization 

 There is no correlation between 

gender and attrition rate, r=0.55( 

correlation) 

SUGGESTIONS 

 All the action plans are to be verified 

and worked based on control charts. 

 Proper training from human capital 

of each airline in terms of 

commitment and dedication apart 

from skill orientation would lead to 

reduction in attrition. 

 Find out means to make present job 

challenging with regard to proper 

office timing job reorganization 

through nominating key employees 

for company representatives. 

 Follow an unbiased reward and 

award system. 

 Tracking the attrition and check for 

reduction is very import over a 

period of time. 

 Co operation, participation, weekly 

meeting feedback are essential to be 

done in any organization to down 

pull attrition rate. 

 Proper human capital management 

through recording the work load with 

respect to actual requirement to 
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perform any task in order to over 

recruitment burden. 

 Plan out retention strategies before 

hand to tackle any sudden increase in 

attrition. 

 Build trust and understanding among 

employees. 

 Employees should be given freedom 

to express their grievances. 

 Proper and prompt complain 

management system should be set 

up. 

 Build effect communication channels 

in organization in order to retain 

employees. 

 The financial department and human 

resource department to analysis the 

cost of recruitment and loss occurred 

to the company due to employee 

turnover or attrition rate. 

CONCLUSION 

Attrition has both positive as well as 

negative effect on organization especially 

with aviation industry. The manpower 

management is something which should be 

given importance and this has a whole is 

emphasized as attrition. It is however 

important for the organization to look into 

border aspects of attrition in airlines  

and its affects in various categories like 

departments, gender, state qualification etc. 

         Attrition is harmful when it is all time 

low for a prolonged period of time and also 

when is high for longer duration of time, so 

it is not about numbers which rates them but 

the value given by the employees to the 

organization. It should all be calculated in 

terms of capital value lost in absent of an 

employee. Even if one employee is 

dissatisfied with a factor it should be 

immediate addressed or else would 

influence other employees in the 

department. The feedback must be attended 

and identification is must apart from 

satisfying the employee‘s needs would in 

turn fulfill the organizational need 

accomplished. Values must be retained and 

employees in an organization should be 

managed. Thus attrition rate is a 

representation of enormous category of 

factors inside the organization for which in 

depth analysis should entertained so with 

hold the employees. 
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INTRODUCTION 

              The ordinary dictionary meaning of 

inventory is a ‗list of goods an estate condition 

‗. In an industry inventory means ‗stock of 

goods ‗. Inventory is an ideal resources having 

an economic value awaiting conversion, 

consumption or re-sale.Thus they are held 

primarily for some transaction. Today‘s 

inventory is scrap in which a company‘s fund 

have been invested. He considers inventory as 

locked up capital. On the opposite side are the 

user departments, which clamor for more. To 

satisfy both sides, the inventory is to be 

controlled  

tomorrow‘s production‘.To the finance 

manager, inventory connotes the value of raw 

materials, consumables, spares , work-in-

progress, finished goods and 

OBJECTIVES OF THE STUDY 

Primary objectives 

1. To study the existing inventory system 

procedure, methods and techniques in 

inventory management in BHEL  

 

To forecast the future inventories of 

BHEL. 

Secondary objectives 

1. To minimize carrying cost of inventory. 

2. To keep investment in inventory at 

optimum level. 

3. To reduce the losses of theft, 

obsolescence & wastage etc. 

4. To make arrangement for sale of slow 

moving items. 

5. To minimize inventory ordering cost 

 

 SCOPE OF THE STUDY 

 The study was able to use real the data 

and also was able to categorize the 

inventory using standard tools and 

techniques.  
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 The study was able to use Ratio 

analysis, percentage analysis and trend, 

the most accepted tools for handling 

uncertain demand. 

 The study has considered inventory for 

the period 2007-2011.  

 

LIMITATIONS OF THE STUDY 

         The study has taken into account only 

three years for comparative analysis. 

 Time and other resources have proved 

to be a constraint. 

 It has always not been possible to get 

the full information. 

 Inventory management of BHEL as a 

India is studied based on information 

from annual reports of BHEL 

 No primary data is used for the study 

 

RESEARCH DESIGN    

          Descriptive Research design has been 

followed to conduct the research study. The 

facts and information collected are used to 

make critical evaluation. 

 Collection of data from the balance 

sheet for 5 years (2007-2011) of  BHEL 

 Analysis of secondary data provided in 

the annual reports of the BHEL for 

Employing the mathematical, financial 

and statistical tools 

DATA COLLECTION 

         Secondary Data has been used for the 

purpose of the study. The secondary data was 

collected from office records, annual reports, 

magazines, journals and websites for the 

analysis purpose.  

TOOLS FOR ANALYSIS  

           Various tools are used for the analysis of 

the data collection such as 

 Ratio analysis for BHEL 

 Percentage analysis for BHEL 

Statistical tools for analysis  

 Correlation 

 Trend analysis 

 Moving average 

DATA ANALYSIS AND INTERPRETATION 

INVENTORY TURNOVER RATIO 

           Inventory turnover ratio indicates the 

number of times inventory replaced during a 

given period normally a year .The ratio 

establishes the relationship between Turnover 

and  Inventory level. It is calculated by dividing 

the cost of goods sold by the average inventory.    

    Average inventor ( Rs in crores)   

Financial  

year 
Turnover 

Average 

inventory 
Ratio 

2010-2011 17237.53 3981.02 4.33 

2011-2012 19304.64 4977.03 3.87 

2012-2013 26212.33 6786.71 3.86 

2013-2014 32861.11 8536.24 3.84 

2010-2011 41566.13 10099.24 4.11 

 

Source:  Secondary Data 

INFERENCE 

         From the above table, it is inferred that 

the ratio was in decreasing trend from  4.33 to 
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3.84 till the year 2009-2010 and against went 

up during the financial 

 

year 2010-2011 which shows adequate 

inventory inventory management is being 

carried out. However, due consideration is to be 

given in order reduce the accumulation of stock 

and avoid the carrying cost. 

 

INVENTORY TO SALES RATIO 

        The inventory to sales ratio measures 

the percentage of inventory the company 

currently has on hand to support the current 

amount of sales. An increasing inventory to 

sales ratio is generally a negative sign, showing 

the company may be having trouble keeping 

inventory down and / or net sales have slowed, 

and can sometimes indicate larger financial 

problems the company may be facing. 

      Inventory to sales ratio =  Inventory / Net 

sales 

 

                                                                                                                                

CORRELATION ANALYSIS OF 

INVENTORY AND FINISHED GOODS 

    

 Correlation analysis is a statistical tools 

, used here to figure out the relationship 

between two attributes . This helps to determine 

how well the attributes are associated to each 

other . Based on these analysis interpretation is 

done. 

                            

 

      

   (Rs in crores ) 

Financial 

year 

Inventory 

(X) 

Finished  

goods 

2006-

2007 
4217.67 302.56 

2007-

2008 
5736.40 472.98 

2008-

2009 
7837.02 519.00 

2009-

2010 
9235.46 599.53 

2010-

2011 
0963.03 858.65 

 

Source  :  Secondary Data 

Financial year Inventory sales Ratio 

2006-2007 4217.67 17237.53 0.24 

2007-2008 5736.40 19304.64 0.29 

2008-2009 7837.02 26212.33 0.29 

2009-2010 9235.46 32861.11 0.28 

2010-2011 10963.03 41566.13 0.26 

http://www.statisticshowto.com/wp-content/uploads/2009/11/pearsons.gif
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The computed values are as follows 

∑(xy) =  23007567 Crores  

∑(x)
2  

=  317584383   Crores 

∑(y)
2  

=  1681581  Crores 

(∑x)
2  

=  1443164121 Crores 

(∑y)
2  

=  7579009      Crores 

 

By substituting these values in Karl Pearson 

correlation coefficient equation  

The correlation coefficient between total 

inventory and sales is calculated .The 

correlation coefficient obtained is  

r = 0.95 

 

INTERPRETATION 

         From the above correlation analysis, it is 

inferred that inventory and finished goods in 

the study period is having negotiable amount of 

correlation that is 0.95.    

 

CORRELATION ANALYSIS OF 

INVENTORY AND SALES 

  Correlation analysis is a 

statistical tools , used here to figure out the 

relationship between two attributes . This helps 

to determine how well the attributes are 

associated to each other . Based on these 

analysis interpretation is done. 

                            (    

    (Rs in crores ) 

Financial 

year 
Inventory(X) Sales(Y) 

2006-

2007 

4217.67 17237.53 

2007-

2008 

5736.40 19304.64 

2008-

2009 

7837.02 26212.33 

2009-

2010 

9235.46 32861.11 

2010-

2011 

10963.03 41566.13 

Source  :  Secondary Data 

 

Year X Y X
2
 Y

2
 XY 

2006-

2007 

421

8 

1723

8 

177915

24 

297148

644 

727098

84 

Year X Y X
2
 Y

2
 XY 

2006-

2007 
4218 303 

1779152

4 
91809 1278054 

2007-

2008 
5736 473 

3290169

6 

22372

9 
2713128 

2008-

2009 
7837 519 

6141856

9 

26936

1 
4067403 

2009-

2010 
9235 599 

8528522

5 

35880

1 
5531765 

2010-

2011 

1096

3 
859 

1201873

69 

73788

1 
9417217 

TOT

AL 

3798

9 

275

3 

3175843

83 

16815

81 

2300756

7 

http://www.statisticshowto.com/wp-content/uploads/2009/11/pearsons.gif
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2007-

2008 

573

6 

1930

5 

329016

96 

372683

05 

110733

480 

2008-

2009 

783

7 

2621

2 

614185

69 

687068

944 

205423

444 

2009-

2010 

923

5 

3286

1 

852852

25 

107984

5321 

303471

335 

2010-

2011 

109

63 

4156

6 

120187

369 

172773

2356 

455688

058 

TOT

AL 

379

89 

1371

82 

317584

383 

416447

8290 

114802

6201 

 

The computed values are as follows 

∑(xy) =  1148026201   crores  

∑(x)
2  

=  317584383    crores 

∑(y)
2  

=  4164478290  crores  

(∑x)
2  

=  1443164121   crores 

(∑y)
2  

=  188183524    crores 

 

  By substituting these values in Karl Pearson 

correlation coefficient equation  

The correlation coefficient between total 

inventory and sales is calculated .The 

correlation coefficient obtained is  

r = 0.31 

INTERPRETATION 

               From the above correlation analysis, it 

is inferred that inventory and finished goods in 

the study period is having negotiable amount of 

correlation that is 0.31. 

that are, getting weaker or stronger and need 

attention. The major advantage of forecasting 

financial statements into percentage terms is 

that it enables comparison between different 

periods . 

                                                                                                                                        

FINDINGS, SUGGESTIONS AND 

CONCLUSIONS 

FINDINGS 

 The inventory turnover ratio has 

decreased during the financial year 

2007-2011 from 4.33 % to 3.84 % 

 The raw material turnover ratio has 

declined to 5.06 % from 6.46 % it 

shows the utilization of raw material is 

low as compared to previous year. 

 The work-in-progress has declined from 

7.81 % to 7.26 %.It indicates the rate of 

accumulation of inventory is lower 

during the financial year 2007-2011. 

 The finished goods has fluctuating 

during the financial year 2007-2011 

from 48.17 5 to 40.26% 

 Inventory to current asset ratio has 

fluctuating in the financial year 2007-

2011 from 0.28 % to 0.20 % 

 From the observation of correlation 

analysis, it is inferred that inventory and 

sales in study period having negotiable 

amount of correlation that is 0.31 %  

 Inventory was increased to 260% in the 

financial year 2010-11 from the base 

year 2006-07 

 Raw material trend 297.2 % was 

increased in the financial year 2011 
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 Work-in-progress trend 220% was 

decreased in the financial year 2011 

 Finished goods trend 283.7 % was 

increased in the financial year 2011 

 The inventory forecast based on moving 

average method. The inventory 

requirement in 2016 Will be Rs.9882.7 

 

 SUGGESTION 

 Inventory should be managed 

effectively furthermore wherever 

possible in order to reduce the Inventory 

Holding Period. JIT policy is to be 

adopted wherever possible. 

 The major component in the inventory 

is raw materials it seems, so in order to 

avoid locking of funds in raw material 

stock, an appropriate production plan, 

purchase plan is to be adopted. 

 Non-moving stock is to be eliminated 

fully. The company has to maintain the 

same policy which is now being 

adopted. 

 The proportion of inventory to current 

assets is to be maintained in the same 

level or otherwise the liquidity position 

will be affected. 

 The increasing ratio between Sales and 

Inventory is to be maintained constantly 

 The methods like ABC, EOQ, JIT are to 

be followed strictly in order to minimise 

the locking of funds in the inventory. 

 

CONCLUSION 

             Inventory is considered as one of the 

main current assets of every company because 

without inventory plays a major role in proper 

production planning and meeting the customer 

requirement. As the outcome of this study, even 

though there are some small deviations here 

and there, as a macro level BHEL is following 

adequate inventory management concepts in all 

the areas in a good manner. This study is very 

much useful for the company in proper 

planning and forecasting the future inventories 

needed. 
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