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ABSTRACT

Work and Family are two important aspects of an individual’s life. More than 90% of the 

respondents strongly belief or to some extend strongly agree that the society’s attitude is positive 

towards working women. The Indian Corporate Sector has wide opened its doors of opportunities 

to competent women professionals over the span of the last two decades. While the initial career 

phases are relatively smooth for a woman, it is after she enters the institution of marriage that 

balancing home and work begin to take a toll on her. Many such women decide to abort their 

careers midway in the absence of support systems that could have helped sustain their careers. 

22% of the respondents are feels satisfied with career advancement factors, 28% of the 

respondents are motivated with working environment conditions, 28% of the respondents are 

motivated with work life balance and 22% of the respondents. Female professionals were not 

showing interest with their job satisfaction but they are more satisfied in academics than MNCs by 

work life balance, career advancement, job security and working environment.

Keywords: work life balance, job security, academic, satisfaction.

INTRODUCTION

Employee and job satisfaction depends on people’s insight and behavior at the work place which is driven by a set of 

intrinsic, extrinsic needs and by their view of numerous job-related and organization related attitudes. Gender inequalities 

at the management level of organizations have been explained in various ways. This progressive change is explained in part 

by the increase in educational achievements and the society’s relative evolving attitude towards women working outside the 

home.

JOB SATISFACTION

Job satisfaction of employed individuals attracts significant attention from researchers and practitioners alike across the 

disciplines (Blegen, 1993). Job satisfaction is an attitude emanated from employees’ perceptions of their jobs or work 

environments and refers to the extent to which a person likes his/her job (Pool, 1997; Specter, 1997). The level of job 
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satisfaction reflects - and is affected by - one’s work experiences as well as his/her present situation and future expectations. 

Job satisfaction is an attitude very sensitive to the features of the context in which it is studied. There is no model of job 

satisfaction applicable to all work settings as there are no general truths regarding the factors and the mechanisms accounting 

for such an elusive and subjective concept. Some researchers ask respondents (among other things) to rate their satisfaction 

levels with specific facets of their jobs: promotion prospects, total pay, relations with supervisors, job security, ability to work 

on their own initiative, the actual work itself and work hours (Clark, (1997). Job satisfaction too many workers means being 

self-content with their work. It is defined as the extent to which individuals are satisfied with their jobs: the happier the 

workers, the more satisfied they are with their jobs. Job satisfaction is measured in different ways by different researchers and 

surveys. There is neither consensus about the best measurement nor a standard measurement of job satisfaction (Cabrita et 

al, 2006). O ther researchers ask individuals to indicate their agreement or disagreement with some statements using Likert-

type or other similar scales. For example, Z. Wan and L.E. Leightley (2006) measured job satisfaction by responses to the 

question “on the whole, how satisfied are you with the work you do—would you say you are very satisfied, moderately 

satisfied, a little dissatisfied, or very dissatisfied?” Or in other cases answers are sought to several subjective self-reported 

satisfaction questions (Mora, 2009). Many factors are found to affect job satisfaction, ranging from demographic factors such 

as age and gender to workplace factors such as organizational involvement and self-esteem. Workers usually look for a 

workplace that provides acceptable rewards and a proactive work environment. The issue of job satisfaction can be traced 

back to the classic Hawthorne studies (Mayo, 1933) which showed that positive changes in work conditions temporarily 

increase productivity. Today, it is understood as empirically well established that people work for many other purposes and 

reasons beyond just getting paid. It recently has been shown that job satisfaction and general happiness are positively related 

(Smith, 2007, p 1): Work occupies a large part of each worker’s day, is one’s main source of social standing, helps to define 

who a person is, and affects one’s health both physically and mentally. Because of work’s central role in many people’s lives, 

satisfaction with one’s job is an important component in overall well-being.

Job Satisfaction from long period of time has been an area of interest for many researchers because of its vital role in 

organizations effectiveness (Maslow, 1954). Job satisfaction is a concept which is versatile and complex different people 

perceives it differently. It’s often considered in context of motivation but it’s quite apart from it. It’s more like a person’s 

perspicacity, internal feeling and emotion that could be linked to things like a person feeling of achieving something (Mullins, 

2005).There are two type of attitude toward the job one is positive other is negative. (Abdul, Ismail, & Jaafar, 2010). It is an 

established fact around the globe that a person have positive attitude toward job if he has high level of job satisfaction 

whereas a personal have negative attitude toward job if he is dissatisfaction from the job. People use the term employees’ 

attitude mostly as an interchangeable word to satisfaction of employees from their job (P. Robbins & Coulter, 2004).

Present Status of Academic Sector

Education of a nation is one of the foremost requirements for its development. India’s advantage of having a large population 

of youth presents a huge opportunity to the players in the education sector as well as scope to the government for 

development of this sector and consequently, the country. The education market in India, which is presently worth around 

Rs 5.9 trillion (US$ 92.98 billion), is poised for some major growth in the years to come, as by 2020, India will have the 

world’s largest tertiary-age population, and second largest graduate talent pipeline globally. Presently, higher education 

contributes 59.7 per cent of the market size, school education 38.1 per cent, pre-school segment 1.6 per cent, and 

technology and multi-media the remaining 0.6 per cent. The higher education sector in India is poised for an average growth 

of 18 per cent per year till 2020.

Present Status of MNCs

100’s of MNCs coming into Indian Market in the name of liberalization every year. Globalization is the driver to multi-

nationalism. Large MNCs (Fortune 500 companies) have looked at India as potential growth market as Indian Economy 

would be the 4th Largest Economy in terms of Purchasing Power parity and by 2025 it is projected to be about 60% of US 

Economy.

Experts believe that the contribution of India in the world GDP is estimated to increase from 6% to 11% by the year 

2025, while on the flip side the contribution of US in world GDP is presumed to decline from 21% to 18%. This indicates 

towards the emergence of India as the third biggest global economy after US and China. The evaluation is supported by the 

overall development in all the sectors in India, in which the key sector is the industry sector. Going by the past records the 

Industry sector in India registered a growth rate of 6.2% in October 2003 which further increased by 4% in the corresponding 

month of the next fiscal year.
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Present Status of Women

An Indian woman’s role in the society could be best described as “multidimensional?. Apart from being considered primarily 

responsible for household chores, the institution of marriage adds many new facets to a woman’s list of responsibilities. 

Furthermore motherhood induces a radical paradigm shift in her priorities. In the absence of support systems that enable her 

career, routine errands coupled with care of her family and her children often forces her career to take a backseat. Sustaining 

her career becomes a virtual battle for the IWP when societal expectations due by virtue of being a wife, a mother, a 

daughter, a daughter-in- law et.al overwhelm her. It is at such junctures that the women professionals? organizations have 

much to do to ensure sustainability and enablement of their careers. The study detailed in this paper examines the 

importance of few significant corporate initiatives that can ensure steadily rising career graphs for women professionals. The 

consequences are indeed win-win for both women and their employers as proactive measures at the employers? end to 

check the drain of valuable female talent can address the shortage of skills and labor by enlarging the recruitment pool and 

raising the return rate of women employees from parental leave, and those with young children. Businesses also benefit in 

many ways from increased employee good will, better staff morale, reduced absenteeism, and increased productivity. The 

backbone of this research was a survey conducted on a heterogeneous sample of Indian Women Professionals employed in 

different industries with vastly different socio, economic and educational profiles. The women were assessed on the degrees 

of relevance they attach to different organizational efforts in retaining female talent over the years.

OBJECTIVE OF THIS PAPER

1. Find the ratio of satisfaction level between academic and MNCs among women.

2. To find the percentage of growth prospective in both sector.

3. To find the area of improvement

RESEARCH METHODOLOGY

Research is defined as human activity based on intellectual application in the investigation of matter. The primary purpose 

for applied research is discovering, interpreting, and the development of methods and systems for the advancement of 

human knowledge on a wide variety of scientific matters of our world and the universe. Research can use the scientific 

method, but it is not necessary all the time to have a scientific approach. Scientific research relies on the application of the 

scientific method and provides scientific information and theories for the explanation of the nature and the properties of the 

world around us. It makes practical applications possible. Research methodology is a way to systematically solve the research 

problem. The research methodology in the present study deals with research design, data collection methods, sampling 

methods, survey, analysis and interpretations. Descriptive approach is one of the most popular approaches these days. In this 

approach, a problem is described by the researcher by using questionnaire or schedule. This approach enables a researcher 

to explore new areas of investigation. A research design is the arrangement of conditions for collection and analysis of data in 

a manner that aims to combine relevance to the research purpose with economy in procedure. A well structured 

questionnaire is framed. Data is collected from the women employees in academic sector and MNCs. Findings are made 

and necessary suggestions and recommendations are given on the basis of primary data and secondary data collected and 

analyses.

DATA COLLECTION METHOD

The data collection method used in this research is survey method. Here the data are systematically recorded from the 

respondent. A structured questionnaire has been prepared to get the relevant information from the respondents. The 

questionnaire consists of a variety of questions presented to the respondents for their response. The various types of 

questions used in this survey are:

• Open ended questions

• Closed ended questions

• Multiple choice questions



The women employees of various academic and MNCs are the sample unit in the survey. The sample size chosen for 

this study is 200.

Academics 100

MNCs  100

Total 200

The sampling type is non-probability which involves deliberating selections of particular units constituting a sample, 

which represents the universe. 

Stratified Sampling

Stratum means a layer population from which samples are to be selected may contain a number of layers from each layer a 

few samples are selected that is why this method is called stratified sampling.

Statistical Methods Used

Percentage analysis

Bars & charts

Pie diagrams

Statistical Tools Used

Chi-square

Weighted average

Results and Discussions

The various data that were collected during the survey are tabled below. Table 1 records the data of the satisfaction level with 

factors like Career Advantage, work environment, Work Life Balance & Job Security.

Table 1: Satisfaction level between academics/MNCs with Various Factors

Academics Log values MNCs Log values

C A

Satisfied 58 1.934498 42 1.342423

Not Satisfied 22 1.361728 22 1.623249

Neutral 20 1.880814 36 1.623249

WE

Satisfied 60 1.778151 44 1.643453

Not Satisfied 26 1.50515 20 1.778151

Neutral 14 1.531479 36 1.556303

WLB

Satisfied 70 1.845098 26 1.556303

Not Satisfied 12 1.623249 42 1.50515

Neutral 18 1.681241 32 1.643453

JS

Satisfied 52 0.5562 20 0.326

Not Satisfied 26 1.552 59 0.654

Neutral 22 1.9523 21 0.933
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Chart 1

Inference

It is observed from the survey that 22% of the respondents are feels satisfied with career advancement factors, 28% of the 

respondents are motivated with working environment conditions, 28% of the respondents are motivated with work life 

balance and 22% of the respondents are motivated with Job security.

Table 2: Growth prospective in Both Academics/MNCs

 A

0 – 20 30.2 15.4 18.7 17.2

20 – 40 32.1 20.3 23.6 25.2

40 – 60 35 31.8 42.2 28.1

60 – 80 28.3 34.9 45.1 30

80 – 100 32.1 30.2 47.9 27.8

100 – 120 30.9 28.7 44.7 27.2

    Academics Exp CA WE WLB JS

0 – 20 15.7 10.5 13.8 8.2

20 – 40 16.8 18.9 12.5 7.9

40 – 60 14.9 15.3 12.1 7.6

60 – 80 13.2 20.4 11.5 7.3

80 – 100 13.5 15.2 11.2 6.2

100 – 120 12.3 10.1 10.8 6.3

MNCs Exp (months) CA WE WLB JS
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Chart 2

It is found from the survey that more than half of the respondents (63%) are satisfied in MNCs with growth and 37% are 

satisfied in Academics with growth.

Figure 1

Figure 2

G Rr in Educational institutes wrt experience

0

20

40
0 – 20

20 – 40

40 – 60

60 – 80

80 – 100

100 – 120

CB WE WLB JB

6 tLingaya’s Lalita Devi Journal of Professional Studies



The pie chart (figure 1 and 2) explain growth prospective percentage of work environment, work life balance, job 

security, career advancement relate with experiences. About 1½  year experience women professionals were more 

motivated with their Career advancement such as. The women professionals between 4-5 year experiences were more 

satisfied work life balance. Between 5-6 ½  year experience were also same and equally balance working environment with 

job satisfaction. During experiences level 6 ½  -10 year they also balance with higher percentage and least with their jobs.

In academics were also same with MNCs for career advancement but the ratio was half. ½  -2½  year experience they 

were satisfied with working environment, same as up to 8 year experience. Up to 10 year experience the women 

professionals were more quires with their career advancement rather than their job satisfaction.

Log Values

Career Advancement

Figure 3

We have plot the values of career advancement, work experience, work life balance and job satisfaction between 

academics/MNCs, based on their satisfaction level such satisfied, dissatisfied or neutral. During career advancement 

dissatisfaction level was marginal over neutral by 0.1 in academics, while as it is found lower satisfaction level then 

dissatisfaction and neutral by 0.29. The log values show that satisfaction level decreases in MNCs but increase in academics. 

Figure 3.

Work Environment

Figure 4
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Level of satisfaction was also higher from dissatisfaction or neutral by approx. 0.2 in academics and 0.12 with higher 

dissatisfaction level in MNCs. Neutral level was approximately same but dissatisfaction level was higher 0.035 the 

satisfaction level. Figure 4.

Work Life Balance

Figure 5

During the study of work life balance in academics level was also higher by 0.23 then dissatisfaction level and by 0.17 

neutral levels. In MNCs neutral level was higher by approx 0.092-0.12. Satisfaction level shows increasing dissatisfaction in 

academics while decreases in satisfaction level in MNCs. Figure 5.

Job Security

Figure 6

Job satisfaction level study highlight to the neutral level among women professionals in academics and MNCs. Higher 

deviations was reported in academics by 0.5 and lower in MNCs by 0.3. In both the organizations the women employees 

were least satisfied. Figure 6.

CONCLUSION

The MNCs faces these days an unprecedented challenge, which can be overcome only by the work of highly motivated and 

productive employees who get “more for less”. Yet, there is a common belief that managers do not have means to stimulate 

their employees, due to rigid civil-service laws. Job satisfaction is an individual phenomenon, thus a one-size-fits-all 

approach to women employees. This study focused on investigating the factors that enhance job satisfaction among the 

employed in academic and MNCs female population in Delhi/NCR. Using standard techniques of statistical tools on survey 
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data indicates a significant positive relationship between female employee job satisfaction, those who earn more are more 

satisfied with their jobs compared to those who gets job security; and occupations such as teaching and administrative work 

bring more female satisfaction than does routine office work. Finally, females who like to work in a female only environment 

and only serve clients are relatively dissatisfied with their jobs. This research will draw attention to the woefully insufficient 

number of broadly based studies of women in general and of employed women in workplace. The workplaces where there 

are working freely with various facilities. Women need to have access to high-quality career information and tools. This is 

vital for their mobility, i.e. their potential advancement into satisfying decision-making positions with good pay. Some 

barriers which women face in their job, whether they come as laws, regulations or common sense prejudices, should be 

progressively eliminated or substantially reduced, allowing women to fully contribute to the nation’s progress and growth of 

the economy in a competitive world.
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INTRODUCTION OF CAREER MANAGEMENT PROGRAM

Career management is conscious planning of one’s activities and engagements in the jobs one undertakes in the course of his 

life for better fulfillment, growth and financial stability. It is a sequential process that starts from an understanding of oneself 

and encompasses occupational awareness.

An individual’s career is the sole source of one’s natural expression of self. One school of thought describes work as the 

purpose of life and the source of one’s expression and the purpose of being or existence. Yet others believe that there is a 

wide difference between an individual’s career and his life. In any case, career is an integral component of one’s life and 

therefore the need for its management.

Career management is more or less like the organizational management; after all an organization is nothing but an 

assortment of individuals! The process of career management begins with the formulation of goals and objectives those that 

are short term or meant to be achieved in the short run.

This is a tedious task compared to a long term career goal which is more or visionary in nature. Since the objective is 

short term or immediate, it is more of action oriented. Second it demands achievement every day, every moment. Again this 

step can be very difficult for those who are not aware of the opportunities available or are not completely conscious of their 

talents. However more specific, measurable and achievable the goals greater are the chances of the management plan 

bearing fruit.

Achievement of goal requires a well chalked strategy, which implies a plan of action to achieve the goal. This has to be 

followed by drafting or establishment of procedures / policies / norms or rules that govern action or practice.

The final step in the career management process is evaluation of the career management plan for ensuring that 

progress is being made or if there is a need to introduce some changes in the latter.

One may also utilize the services of various career assessment tests at various stages to choose career paths that are in 

tandem with ones likes and dislikes, strengths and weaknesses. These tests range from ones that are small and brief to the 

ones that are exhaustive offering minute details. Some of the tests that one may like to undergo are MBTI (Myers and Briggs 

Type Indicator), SDI (Strength Deployment Inventory) and Multiple Intelligence among others.

PERSONAL EXPERIENCE

In this research I am supposed to design a two day career management program for employees with plus 2 years of 

experience in the company. A 2 day mentorship cum interactive program provides information to participants and potential 

participants about the career development services and resources available to them. Such a manual is directed to 

stakeholders that are important to this program where the participants learn by exploring their own career management skills 



Career Management Program in Organisation t11

as well as career management skills demonstrated by successful business leaders in the industry. Participants also learn by 

taking research based surveys to identify their skill deficiencies and find out how they could address their development 

needs.

PROPOSED TOPIC MAP

Business case: To design a workshop for Self Assessment, reality check, goal setting and Action planning. The purpose of this 

CAREER MANAGEMENT PROGRAM is to act as a channel between realizing Self Potential and potentialities to grow.

Course objectives

• To make the employees self aware about their psychological stances, their career readiness through mobilizing 

individual’ thought process.

• To enhance “employability” via instill a sense of career insight and career identity and self discovery in the professional 

space.

• To provide a platform for career dialogue and realize of self and opportunities within the system.

• To create talent pool for future key positions from succession point of view.

Learning Objective for participants: The objective of this Work-shop is to help participants manage their career by:

• Gathering information about them by using scientifically proven surveys.

• Analyzing this information to create better self awareness

• Setting Career goals based on individual strengths

• Looking at career options available in their environment

• Making a Career Development Plan

• Taking the Career Development Plan forward

Particulars

1. Audience: GETs/MTs/CAs with + 2 years of experience and employees with VG/OS rating.

2. Lack of resources to study about how this new program is to be designed.

3. Class size: 20 participants

4. Estimated budget: 3, 00, 000

5. Number of days: 2 days workshop

6. Facilitators: Vice president HR/ Sr. HR Managers and nominated line managers.

Proposed methodologies

1. Empty structured workbook concept

a. A “work book style” programme binder that promotes a “Deductive Approach” based on Action Learning.

2. Focus on “Learning through Doing”- Action Learning

a. Workshop

b. Interactive sessions

c. Case Studies

d. Video Films

e. Practice Sessions

f. Group Task

g. E-learning aids / CDs

3. Focus on “working tools” development

a. During the programs, the participants would be guided in evolving “Specific” and “ready to use” working tools

4. Hardware for the Workshop

a. Seating arrangements as per plan.



b. LCD

c. OHP

d. Remote microphone (can be a collar mike)

5. Stationery

a. Chart Paper –

b. Post it Pads (Medium) –

c. Sketch Pens –.

d. Permanent Markers –.

e. Transparency Markers –

f. Transparency Sheets –

g. Masking Tape –

h. Scissors –

i. Give away books -Management Books – Cost to be decided by STL

Indicators of Career Program Effectiveness

• Matching the Standards with the Results: Comparison between already established goals and objectives and 

achievement is the biggest indicator of the effectiveness of a career program. Lesser the difference between the two, 

more successful the program is. But before matching the two, HR managers should make sure that the set standards 

were feasible to achieve and achieved output is calculated without any bias.

• Greater Self Awareness among Employees: The effectiveness of the program can also be measured by the degree of 

increase in self awareness among employees. If they feel that they have achieved greater self awareness and self-

determination and acquired necessary and useful information about their career, the program is definitely a big 

success.

• Balance between Employee and Organization Requirements and Objectives: Implementation of a career 

development program should result in better communication at all levels within the organization, a balance match 

between individual and organizational career and identification of talent pool by HR specialists are other major 

indicators that can help you measure the effectiveness of a career development program.

• Changes in Performance Indexes: Improved employee performance ratings, improved employee morale, reduced 

turnover rates; reduced employee absenteeism, increased promotions from within and reduced time to fill job 

openings are other positive indicators for measuring the effectiveness of a career program.

Along with this, a positive change in the attitude and behavior of employees and adequacy of organizational career 

information can also be seen as indicators of career program effectiveness.
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ABSTRACT

The concept of Sustainable development (SD) is gaining importance worldwide as the global natural resources are depleting 

at an alarming pace. Actions to enforce SD depend on the ethics of various professionals such as engineers, scientists, 

managers, educators, corporate firms as well as each individual. The paper briefly explains engineering professionals’ 

commitment towards SD. In present times engineers are grappling with many ethical dilemmas and challenges due to 

incompatibility between the goals of technological advancements and sustainable development. There is an increasing need 

to explore alternatives that fit into the needs of sustainability. As technological advancement of any country is closely 

associated with its energy consumption, replacing non- renewable sources of energy with renewable energy sources is a 

major step towards sustainable development. It helps in mitigating various environmental issues and also offers opportunities 

to improve access to modern energy services for the poorest members of society. India produced only 12.3% of its total 

energy from renewable resources. The main barrier that contributed to such low generation is intermittency of RES, Variable 

nature of output, Economic factors and Poor Power Quality. The paper elaborates upon role of engineering professionals in 

developing renewable energy technology in the context of SD by taking up a specific case of Hybrid Vehicles and the impact 

of power electronics and FACTS (Flexible AC transmission) technology on RES (Renewable Energy Sources) through a special 

case when Wind Energy source is connected to conventional grid with highly non linear load. Various parameters related to 

this complex circuit are simulated in MATLAB/SIMULINK and results are discussed. Important issues like Power quality and 

mitigation of faults are dealt by FACTS devices. Various barriers obstructing in implementation of this technique are discussed 

and possible pathways are suggested. This paper also discusses the importance of Education for sustainable development in 

the present context and provides rationale for integrating sustainable development in Engineering Education as Engineering 

and Education are two important tools to tackle issues related to sustainable development.

Keywords: Sustainable Development, Renewable Energy, RES (Renewable Energy Resources), FACTs (Flexible AC 

Transmission)



INTRODUCTION

Out of many definitions of sustainable development, most widely quoted one is from the World Commission on 

Environment and Development’s report ( 1987) i.e. ‘Our Common Future’ also known as the ‘Brundtland Report’. It defined 

Sustainable development as [1] “development that meets the needs of the present without compromising the ability of future 

generations to meet their own needs.

It contains within it two key concepts:

• the concept of ‘needs’, in particular the essential needs of the world’s poor, to which overriding priority should be 

given; and

• The idea of limitations imposed by the state of technology and social organization on the environment’s ability to meet 

present and future needs.”

Sustainable development approaches world as a system which is connected by space and time. It is an inter-

generational concept as deeds of present generation leaves an impact on the future generation. To minimize disparities over 

generations it is necessary to seek equity over time. Economic development, environment protection and social 

development are three components of Sustainable development which are interdependent and mutually reinforcing (UN, 

2005). It propagates that economic, environmental and social progress can be achieved only within the limits of our natural 

resources in a way that the finite resources of our earth are not exhausted. For example, use of renewable resources instead 

of fossil fuel of energy production.

There is increasing call for Sustainable development as the world is facing serious issues such as depletion of finite 

natural resource at an alarming pace, population explosion, environment pollution and its consequences such as global 

warming etc., increasing aspirations and conflicting interests of both developed and developing countries. There is a dire 

need for addressing these issues and sustainable development is a major step in this direction.

Sustainable development has many dimensions such as Ecology, Energy, Environment, Efficiency, Emissions, Economy, 

Employment, Equity, Engineering, Earth, Ethics and Education [2, 4]. This paper deals with multiple dimensions and their 

interdependence on each other. It majorly focuses upon engineering professionalism, renewable energy technology and 

Education. Engineering and Education are two important tools to deal with issues related to sustainable development. In the 

present era, a paradigm shift is required from ‘development Engineering’ to ‘Sustainable development Engineering’.

ENGINEERING PROFESSIONALISM FOR SUSTAINABLE DEVELOPMENT

SD addresses concerns about relationships between human society and nature [8-9]. Traditionally, SD has been framed in 

the three-pillar model Economy, Ecology, and Society allowing a schematic categorization of development goals, with the 

three pillars being interdependent and mutually reinforcing. This concept is illustrated in Fig. 1: Three pillar model of 

sustainable development

Fig. 1: Source: An Introduction to Sustainable Development in the Engineering Curriculum an 

Engineering Subject Centre guide by Roger Penlington and Simon Steiner page 14.
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Engineering works commensurate with human progress and it has been a very important factor behind economic 

development. It impacts our environment and social well being of our society remarkably for instance, recent environmental 

and social issues have obstructed conglomeration of self-interest, employer interest, professional interest and public interest 

[5, 6]. Engineering is a continuously evolving profession and professional engineers play an important and significant role to 

meet the needs of economic sustainable growth. Engineering professionalism require engineers to put the public interest 

before professional interests and business interests. Engineers must place their responsibility for the welfare, health and 

safety of the community before their responsibility to sectional or private interest. Engineers must possess moral and ethical 

values for good judgment. This spirit of professionalism resonates with ideas of sustainable development and emphasize 

upon economic valuation and economic instruments to achieve environmental protection. Though achievement of 

economic and environmental goals simultaneously is a daunting task and pose a great challenge to engineers as they found 

themselves trapped in solving the conundrum between the economic and environmental feasibility in their work however, 

they search for optimum solution. Finding out an optimal solution is again an arduous task as it involves multiple issues. For 

illustration, let us suppose a flyover is to be constructed in some metropolitan city. Various parameters like technical, social, 

economical and ecological aspects need to be taken into account. Prior to construction a report is prepared considering all 

factors.

Fig. 2. Various Zones in Decision making strategies by Engineers considering all the factors

Fig. 2: Source: Sharon Beder. ‘Engineers, Ethics and Sustainable Development’, Paper presented to the 

10th International Congress of Logic, Methodology and Philosophy of Science, Florence, 1995.

In this figure, outside portions is strictly not acceptable according to engineering standards. It may include obsolete 

technology, below average material, unacceptable economic cost or extremely hazardous environmental impact. If any 

decision made by engineers lies in this zone is certainly a breach of code of conduct and will be penalized under jurisdiction. 

Another challenge faced by engineering professionals is that they mainly work in groups as subordinates, and hold 

accountability towards topmost management. So they perform their duties under tremendous pressure from above and in 

extreme conditions are forced to overlook public interest and common good in lieu of business or organizational economic 

interests. White area (inside) lie in range of scientific credibility. It may face some economic barrier as latest machinery and 

technology comes in exchange of high costs. It is very difficult for engineers to find optimal solution within this zone. 

Optimality lies in this grey zone. In this zone, moral and ethical values of engineers are strongly

Tested. Negotiations are done in the grey zone and finally some optimal decisions are made.

Renewable Energy technology for Sustainable Development

Economic development of any country is now indicated by consumption of energy and growth of greenhouse gas (GHG) 

emissions. Renewable energy (RE) helps in decoupling that correlation which is in tune with the concept of Sustainable 

Development (SD). Renewable Energy helps in achieving various goals related to sustainable development like social and 

economic development, mitigation in climatic change and reduction of environmental and health impacts. In addition, RE 

offers the opportunity to improve access to modern energy services to developing countries as well irrespective of their 

economic status. One of the most challenging task for engineers is to find the most efficient and sustainable ways to operate 

buildings and manufacturing processes. Engineers must carefully scrutinize the use of energy in those processes and suggest 

ways to improve the systems. Feasible methods includes advanced lighting, better insulation, more efficient heating and 
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cooling properties of buildings by optimal use of conventional and renewable energy for sustainable future. Providing easy 

access to energy and security related issues are also areas of major concerns. Engineers should apply their technical skills to 

increase fuel efficiency from renewable energy sources. Though, modern engineering professionals are concerned about 

obtaining and using energy in the most environmentally friendly ways from renewable sources of energy like hydro, solar, 

biomass, or geothermal etc but most of the energy is still obtained from Non renewable sources of Energy such as fossil fuels 

and natural gas extraction. In 2013, India Produced 223 GW of energy. Major portion was obtained from fossil fuels (59%) 

but that leads to emission of Green House Gases. Nuclear energy is yet another alternative but it is also associated with 

various disadvantages like disposal of Radioactive Waste, Nuclear Accidents, and leakage of Nuclear Radiations etc that can 

have detrimental effect on our environment. India produced only 12.3 % of its total energy from renewable resources. There 

are various reasons behind low production of energy from renewable sources of energy such as intermittency of renewable 

resources, variable nature of electrical outputs provided by RES like solar gives low voltage DC while wind energy gives 

variable AC. Poor power quality etc. However, modern engineering professionals are trying to combat these issues and 

coming up with innovative measures such as application of Power Electronics and FACTS devices in order to strengthen the 

sustainability factor by improving upon renewable energy technologies. One step in this direction is increasing numbers of 

hybrid vehicles which is explained in detail.

Hybrid Electric Vehicles: Engineering Professionals’ initiative towards Sustainable Development

Fig. 3: Basic Schematic for Hybrid Car

A hybrid vehicle can use two or more distinct power sources to operate. Plug-in hybrid vehicles come equipped with a 

battery charger, which allows the battery to be recharged from a household electrical outlet. Charging time is about 90 

minutes at 200 V AC, and about 180 minutes at 100 V AC. Hybrid vehicles can also extract energy from renewable energy 

sources like wind and solar. Noise energy (due to noise pollution on roads) and shock energy through shock absorbers (due to 

poor condition of roads especially in rural areas) can also be potential source of energy as these form of energy can be 

converted into electrical energy and may be stored in battery to be utilized for driving electric vehicles [10, 12].There are 

certain barriers in achieving this task, since intermittency of renewable resources is always a major concern. Noise and shock 

energy is like blessing with disguise but there is a dire need of technological advancement in order to fully harness the 

untapped potential of such sources. Presently major challenge associated with it is that the electrical energy generated is not 

optimum and power quality is also not of acceptable standards. The performance of battery used in these cars is inferior as 

compared to existing gasoline and diesel machines. Electric cars cannot travel more than 100 miles at a time. Hence there is 

also a need for new battery technology that could run through 500 miles range. Lithium Sulfur Carbon Nano-fiber based 

battery is one such initiative and is an area under research. Sulfur is more environment friendly (and cheaper) electrode 

coating, because it is readily available and non-toxic.

A New type of Hybrid Electric Vehicle system is developed at Czech Technical University in Prague which uses super-

capacitor (SC) as an energy accumulation unit and Electric Power Splitter (EPS). With the help of IGBT-Based Voltage Source 

Invertors and Current Source Invertors power quality of such complex circuits can be improved. Recent, Toyota’s hybrid 

technology based cars use synchronous A/C motors, instead of DC series motors which can efficiently produce strong torque 

up into the high revolution ranges and provide freedom to control motor revolutions and torque [17, 20]. O ther advantages 

are its compact and efficient size and smoother starting and accelerating mechanisms. The most important factor for 

implementation of the hybrid-electric technology on the market is its economic sustainability. Usually gasoline driven cars 
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are approximately 40 % cheaper than hybrid cars however, consumers buying hybrid-electric vehicle will have investment 

feed-back with less fuel expenses. Government must encourage use of hybrid vehicle in public services like urban driving, 

like taxi companies, police patrol cars and provide appropriate subsidies to private car owners so that they can transform 

their gasoline engines to electric batteries at affordable rates. Many novels idea are generated by engineers to make electrical 

energy available. They are striving hard to make them economically, socially, ecologically feasible.

THE IMPACT OF POWER ELECTRONICS AND FACTS TECHNOLOGY ON RES

Power Electronics is the art of converting electrical energy from one form to another in an efficient, clean, compact, and 

robust manner for convenient utilization [13, 14]. It is different from conventional electronics devices like diode, transistor 

etc. Its Power handling capability is greater than linear electronics based devices. It operates either in cut-off zone or in 

saturation zone. It always operates as switch whereas linear electronics devices are normally used to amplify the signals. It is 

needed because different electrical equipment requires different forms of Electrical Energy. For example, transformers, AC 

motors requires alternating current (AC) source while logic circuitry in computer require direct current (DC) source. When 

appropriate form of energy required by device is not available, power electronics circuits are needed to convert available 

form into the required form. Solid state devices like power Mosfets, Power BJTs, Thyristors, and IGBTs are frequently used to 

serve this purpose. In renewable energy sources, power electronics play an important role as various type of renewable 

energy source produce different form of energy like wind energy produces variable AC, solar energy produces low voltage 

DC etc. Power electronics convertors are used to connect them to grid and to improve power quality. A flexible alternating 

current transmission system (FACTS) is a system composed of static equipment used for the AC transmission of electrical 

energy. It is meant to enhance controllability and increase power transfer capability of the network. It is generally a power 

electronics-based system. It is used to provide control of one or more AC transmission system parameters to enhance 

controllability and increase power transfer capability. FACTS increase the reliability of AC grids and reduce power delivery 

costs [15, 16]. They improve transmission quality and efficiency of power transmission by supplying inductive or reactive 

power to the grid. Some mainly used FACTS device used are Static synchronous compensator (STATCOM), Static VAR 

compensator (SVC) and Unified Power Flow Controller (or UPFC) used for providing fast-acting reactive power 

compensation on high-voltage electricity transmission networks. Presence of FACTs devices and Active filters also improve 

power quality drastically. It makes very efficient use of power electronics in its Power Control Unit which includes inverter, a 

voltage boosting convertor and an AC/DC convertor to run the car on electric motors. The inverter converts DC supplied by 

the battery to AC to turn the electric motors and to use in the generator. Conversely, it converts AC generated by the electric 

motors and the generator into DC to recharge the battery. Direct cooling of switching device is featured to improve cooling 

efficiency and reduce inverter downsizing and weight .The Voltage-Boosting Converter sleeplessly increases the normal 

201.6 V DC supply voltage to a maximum of 650 V to feed the electric motors and the generator as required. This means 

more power can be generated from a small current to bring out high performance from the high output motors, enhancing 

overall system efficiency. It also means that the inverter could be made smaller and lighter. The DC/DC converter steps down 

the 201.6 V supply voltage from the battery to 12 V, to be used by ancillary systems and electronic devices like the ECU. 

These improving features have motivated engineers to set a target of 55GW RE generation in year 2017.

The FACTS devices are very useful in improving power quality of a renewable energy source when connected to grid. 

Due to advancement in Power Electronics and FACTs (Flexible AC transmission) technology grid interconnection between 

RES and generating station have become simpler and convenient. For illustration, a special case is considered in which Wind 

Energy source is connected to conventional grid with highly non linear load and various parameters related to this 

complex circuit are simulated in MATLAB/SIMULINK. This is explained in detail in the following section of this paper.

WIND ENERGY TECHNOLOGY

Among renewable sources of energy, Energy generation from Wind has been noted as the most rapidly growing technology 

because it is one of the most cost effective and environmental friendly means to generate electricity. Wind energy conversion 

systems convert the kinetic energy of the wind into electricity or in other forms of energy. Rating of wind turbine has 

increased to several Mega Watt in 2014 [9, 28]. As wind turbine technology matures and wind power penetration levels 

increase, interconnecting a large-scale wind power plant (WPP) into the bulk power system has become a more important 

issue. Various factors like flow of active and reactive power, nodal voltage, flickers and harmonic distortion in current and 

voltage waveform should be considered while integrating conventional grid with wind energy system. In order to control the 

overproduction of wind power that can lead to overheating and burnouts of generators and instabilities active power control 
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is needed. Reactive power control is needed to keep the voltage within stability limit. Only slight deviation in frequency 

(50± 0.1Hz) is permitted to maintain actual balance between generated power and consumed power. Wind turbines 

connected to the grid are frequently subjected to grid faults. Various grid faults can occur in the electrical networks and most 

of them are related with the network voltage. They are usually characterized by a change in the magnitude of the voltage and 

by time duration .As the size of wind connected power system has grown it stay connected during a line voltage fault and 

participate in recovery from the fault. In this paper, a wind energy system of four 1MW wind turbines is connected to a 25-kV 

distribution system delivers power to a 150-kV grid through a 50-km 25-kV feeder. The 4-MW wind farm is simulated by two 

pairs of 1 MW wind-turbines. Wind turbines use squirrel-cage induction generators (IG). The stator winding is connected 

directly to the 60 Hz grid and the rotor is driven by a variable-pitch wind turbine. The pitch angle is controlled in order to 

limit the generator output power at its nominal value for winds exceeding the nominal speed (9 m/s). IG speed is kept slightly 

above the synchronous speed in order to generate electric power. Speed falls in range of 1 up to 1.01 up from no load to full 

load. Reactive power demanded by the SCIG is partly supplied by capacitor banks connected at each wind turbine low 

voltage bus (500 kvar for each pair of 1 MW turbine). The rest of reactive power required to maintain the 25-kV voltage at 

bus B25 close to 1 up at the instant of fault, with the help of FACTS devices (STATCOM) and capacitor banks, reactive power 

across distribution line is ejected and flat voltage is maintained across line.

Fig. 5: Simulation showing Harmonics in current across Non-Linear Load

In fig 5, current across non linear load is analyzed. Non linear load imply highly inductive load which gives very poor 

power factors. The current waveform is highly distorted; three phases of current are not lagging with phase of 120 degree. 

Presence of other harmonics than fundamental harmonics is responsible for this behavior. If reactive power is fed in lines 

through STATCOM and Capacitor banks, Inductive load absorb lagging VARS while Capacitive load and FACTS devices 

generate lagging VARS which cancels out each other. So others harmonics components are eliminated by this method and 

sinusoidal nature of waveform are maintained as shown in fig 6.

Fig. 6: Simulation showing elimination of Harmonics in current across using FACTS device

Fig. 7: Simulation showing Active Power, Reactive Power and Generator speed PU
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In fig. 7, Active power, Reactive power and Rotational speed of wind turbines are considered. Active power is 

continuously increasing and become constant at 8sec as all set of wind turbine reach at maximum speed. Positive value of 

Active Power suggests that power is delivered from grid to load. On fault at 17th sec, Active power dips as usual but its effect 

is mitigated by FACTS device to 0.380 PU in case of most severe fault, which is LLL Fault or symmetrical Fault. Positive Value 

of reactive Power is indication of domination of lagging VARS. At instant of Fault reactive power goes negative which are 

obviously supplied by capacitor banks and STATCOM. Voltage profile across line is maintained to 0.98 PU in normal 

condition and in case of Fault it reaches to 0.380 PU. It can be further improved by using UPFC. The environmental and 

energy contribution of wind turbines is presently primarily that of fuel saving with respect to conventional utility generators. 

Future trends includes addition of wind generators to electrical networks so that the mismatch between the wind and the 

load must be taken into account designing and construction of larger turbines both in conventional and difficult 

condition(e.g. complex terrain, cold regions). O ther R&D issues are related to these new trends, as well as the general need 

to decrease costs, increase reliability, enhance public acceptability and ensure that the environment is not adversely 

affected. Research center has been established across the world to develop wind energy technology for offshore 

applications, particularly in deeper water. Grid interconnected issues are resolved by designing control strategies by active 

filters and FACTS devices like SVC, UPFC, STATCOM etc. Improving generators characteristics and power electronic 

converters, designing and implementing system wide control using demand side management, energy storage and fuel 

production is a challenging task. O ther social and environmental issues must be taken into account with technical aspects by 

Engineers.

Social Acceptance of Renewable Energy Technology

Social acceptance can be divided into three dimensions according to Wüstenhaagen (2007). This so called triangle model 

provides the following three dimensions: Socio-political acceptance, Community acceptance and Market acceptance. In 

case of hybrid cars there exists social barrier since very few people will prefer a car with wind turbine and solar panels on 

roof. Since hybrid vehicle engine performance is not as superior as compare to gasoline engine therefore, youth prefer 

powerful gasoline engines vehicle over moderate HEV. As market acceptance resonates with economics, so here again, 

conventional cars win the battle. Relatively large size of wind turbines and the need to site them in exposed locations are 

major concerns of implementing wind energy technology. Government must take suitable initiatives to mitigate this socio-

economic barriers by providing suitable subsidies and by implementing awareness program regarding importance of 

sustainable development and renewable energy[21, 23].People must understand that renewable power generation can 

help countries meet their sustainable development goals through provision of access to clean, secure, reliable and affordable 

energy [24, 25]. Renewable energy has gone mainstream, accounting for the majority of capacity addition of power 

generation today.

st  
Education for SD in 21 Century: Call for New Conceptualization of Engineering Education

The United Nations (UN) has named the decade 2005-2014 the ‘UN Decade of Education for Sustainable Development’ 

(DESD), led by UNESCO (UNESCO, 2005). The UN defines Education for Sustainable Development as education that 

encourages ‘changes in behavior that will create a more sustainable future in terms of environmental integrity, economic 

viability, and a just society for present and future generations’ (UN, 2002) [29]; increasing the capacity of individuals, groups 

or organizations to contribute to sustainable development, through content and skills acquisition.

The Decade’s four key objectives are:

1. Facilitating networking and collaboration among stakeholders in ESD

2. Fostering greater quality of teaching and learning in ESD

3. Supporting countries in achieving their millennium development goals through ESD efforts

4. Providing countries with new opportunities and tools to incorporate ESD in education reform efforts

Investment in education for sustainable development is analogous to investment in the future. ESD bestows quality 

that provides the values, knowledge, skills and competencies for sustainable living and participation in society and decent 

work.ESD helps us in achieving lifestyle based on socio-economic justice, food security, ecological integrity, sustainable 

livelihoods. It promotes social cohesion and collective actions. ESD highlights the interdependence of environment, 

economy, society, and cultural diversity from local to global levels, and takes account of past, present and future. [29]

ESD can be implemented whether formally or informally in all discipline of engineering as a life-long learning process. 

Engineering and Engineering Education are important aspects of mitigating SD remedies. According to the World Federation 
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of Engineering Organizations (WFEO, 2002) (WFEO represents 15 million engineers from more than 90 nations), EESD ( 

Engineering Education for Sustainable Development) means education that encourages engineers to play, ‘an important role 

in planning and building projects that preserve natural resources, are cost-efficient and support human and natural 

environments’. It is a broad conceptualization of EESD and is considered to be an umbrella term encompassing technical, 

social and environmental factors. [30]

Engineering as a profession has evolved over time and there have been many significant changes in its practice in the 

recent past due to various challenges posed by environmental considerations, diverse demands and interests of customers, 

technological advancement in various sectors, wide choice of materials, globalization, increased competitiveness among 

countries for innovations etc. These developmental changes call for a parallel change in the Engineering Education so that it 

is able to equip future engineers with necessary skill to deal with economic, social and environmental aspects of technology. 

Engineering professionals who are committed to fostering sustainable development have urged a re-examination of the 

curriculum and the restructuring of research in engineering-focused institutions of higher learning. A novel instructional 

arrangement for engineers, up-and-coming engineers or general students must be developed introducing sustainable 

development into the curriculum both for undergraduate and graduate level and also for the professional skill levels. For e.g. 

EESD should include certain essential components like importance of renewable energy technology and its implementation, 

effects of energy generated from fossil fuel and its adverse impact on environment, inter relationship between various 

aspects of SD with technology etc. Various ethical and social values should also be taken into account while teaching 

sustainable development to undergraduate and post graduate engineers.

To educate engineers who are committed to contribute to SD is a farfetched dream, but a promising one. It involves an 

interactive approach, and it should be integrated into the process of engineering curricula rather than just being added as a 

mere lesson on morality. Interactions and discussions need to be encouraged among future engineers so that they critically 

evaluate all the aspects associated with technology and sustainable development keeping in view all the pros and cons, 

come up with innovative ideas and develop decision making abilities to reach out to optimal solution to problems by coming 

to consensus through negotiations with each other. Hence, Change in the content of the Engineering Curriculum will only be 

effective if it is taken in its right spirit by the Educators. A change in the pedagogy is also very crucial for successful 

introduction of SD in Engineering.

CONCLUSION

Sustainable development has become the need of the hour and its importance has been acknowledged world-wide along 

with the global economic development and environmental protection issues since the ending of the twentieth century 

where engineers play an important role. Engineering Professionals should strive for sustainability using a balanced and 

coordinated approach to maintain health, prosperity, and environmental integrity of our society along with

Technological advancements. There is a need to strengthen decision making abilities of modern engineers so that they 

are able to reach at optimal solutions to problems maintaining a balance between economic aspect as well as common good. 

Advancements in the field of Renewable energy technology are a major step towards SD. Individuals can safeguard energy 

and opt for environmentally accountable products such as hybrid vehicles. Development in power electronics and FACTS 

technology in developing RES technology is another important area which needs further exploration to enhance energy 

sustainability. Engineers are required to protect environment in terms of inventing safe elemental substances and recyclable 

and renewable energy resources. To meet the challenges due to developmental changes and environmental issues in the 

present era, modern engineering education need to be re-designed in order to incorporate all the aspects of sustainability, to 

develop a conscious for social and ethical values among engineers and to equip them with all the required technical skills so 

as to ensure a better life for the society and our future generations.
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INTRODUCTION

An autumnal tone to play music on the International market to give way to dearth of talent in the form of ranking & possessing 

laborious spirit.

What is Outsourcing?

It became a popular Buzzword in Business & Management in the 1990’s.

Here is a breakdown of multiple definitions related to outsourcing & other related definition such as offshore, 

nearshore etc.

• Outsourcing is the delegation of tasks or jobs from internal production to an external entity (such as a subcontractor). 

Most recently, it has come to mean the elimination of native staff to staff overseas, where salaries are marked lower. 

This is despite the fact that the majority of outsourcing that occurs today still occurs within country boundaries, 

especially in North America. It became a popular buzzword in Business & Management in the 1990’s.

• Where function previously performed by an organization are supplied under contract from a third party.

• Buying goods or services instead of producing or providing them in house.

• While outsourcing is not exactly a new innovation, the shifts that have occurred recently in this space are worth noting. 

As the need for e-learning moves higher up on the IT & corporate training agendas organizations are want to take IT 

management burden of implementing a learning management system (LMS).

• The concept of taking internal company functions & paying an outside firm to handle them. Outsourcing is done to 

save money, improve quality or free company resources for other activities. Outsourcing was first done in that date 

processing industry & has spread to areas, including telemessaging & call centers. “Outsourcing is the wave of the 

future.”

• A long term, results – oriented relationship with an external services provider for activities traditionally performed 

within the company. Outsourcing usually applies to a complete business process. It implies a degree of managerial 

control & risk on the part of the provider.

• The transfer of components or large segments of an organization’s internal IT infrastructure, staff, processes or 

applications to an external resource such as an Application Service Provider.

• Outsourcing is a business decision that is often made to lower cost or focus on core competences.
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OFFSHORING DEFINED

No commonly accepted defination of “offshoring” exists, & the term has been used to include various international trade & 

foreign investment activities. Services that U.S. based organization purchase from abroad are considered imports. They may 

also be linked to U.S. firms investment overseas. For example U.S. firms may invest in overseas affiliates as a replacement for 

or an alternative to, domestic production. In recent yes, services offshoring has been facilitated by factors such as Internet, 

Infrastructure growth in developing countries, & decreasing data transmission costs. Organizations decisions to offshore 

services are influenced by potential benefits such as the availability if cheaper skilled labour & access to foreign markets, & by 

risks such as geopolitical issues & infrastructure instability in countries that supply & services. “Offshoring” of services 

generally refers to an organization’s purchase from other countries of services that it previously produced or purchased 

domestically such as software programming or telephone call centers.

NEARSHORING DEFINED

Nearshore outsourcing, a form of offshoring is term used to refers to the practice of getting work done or services performed 

by people in neighbouring countries. (E.g. Canada, Mexico) rather than in your own country.

INSOURCING DEFINED

• The act of bringing together a function that was performed inside the organization.

• The opposite of outsourcing, that is a service performed in house. It is a reaction to outsourcing that conjures up visions 

of employees aggressively defending their core competencies against cost-cutting senior manager & third party 

provider.

The world is discovering the fact that India is a super power when it comes to developing IT solutions swept by the 

current of the latest trend. “IT Outsourcing to India” we find many fortune 500 companies like Microsoft, Oracle, Citibank, 

Morgan Stanley, Walmart, AT&T General Electric, Reebok, General Motors, Sony, Boeing, Coca – Cola, Pepsi, Swissair, 

United Airlines, Philips, IBM, Lucas & British Aerospace beneficiaries.

THE FACTORS SUPPORTING IT OUTSOURCING IN INDIA

1) India’s human resources

Being the world’s second highly populated country, human resources are a boon by itself. Just as the Gulf is renowned 

for its natural resources of Crude O il, & South Africa for its diamonds. India is proud of the abundance & easy 

availability of its highly qualified & technically skilled English speaking computer professionals, who are key to success 

in the field of IT outsourcing to India.

2) Cost efficiency of IT Outsourcing in India

Significant cost saving can be achieved by IT outsourcing to India, owing to the wide gap between the personal 

countries, offshore outsourcing to India offers considerable economical benefits for those who are prepared to exploit 

the advantages of outsourcing.

3) Standard quality that firms doing IT outsourcing to India guarantee

The Indian companies involved in IT outsourcing to India provides high quality works meeting international standards 

& complying with the ISO & SEI – CMM 5 companies worldwide is located in India. Thus India promises quality. IT 

Outsourcing in India as it has the potential to furnish these services perfectly.

4) The reliable communication facilities

Excellent telecom, ISP & cellular networks are available in all cities & town in the country; India prides in the reliable 

satellite & submarine communication links that facilitate good band connectivity with the rest of the world. Thus 

companies engaged it IT Outsourcing to India, can be in touch with the vendors without any connections hurdles. This 

plays a significant role in determining the success of offshore IT Outsourcing to India.

5) Technologically advanced outsourcing firms in India

India’s technologies offer excellent software solutions. The applications include E-commerce, Business Process Re-
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engineering, System Migration, Maintaining Legacy System, and System Integration etc. India prides in outsourcing 

facilities that are required to compete with others; which is yet world prefers. IT outsourcing to India

6) Galloping growth in Indian economy

The service sector in India contributes 51% of the GDP computer software export was prominent with a growth rate of 

40% - 50% per year during the 90’s India being the second largest software exporter in the world its business houses & 

public sector units are growing stead fastly towards raising economic growth.

7) Stable government facilitation IT Growth

India has a stable pro – IT government whose policies economy, GDP growth, taxation, power, telecom, industrial 

parks & special zones have been helpful in improving the infrastructure as well as communication. The government 

proves to be a great support for software firms by further providing all basic facilities required for an outsourcing 

company to flourish thus playing a major role in contributing to the success & well being of IT outsourcing to India.

8) Indian government policies

• IT is regarded as one of the top 5 priority industries in India. IT is a part of the national agenda, & policies are 

framed so as to obtain maximum benefit out of IT Outsourcing to India.

• The liberalization & deregulation initiatives taken by the government are aimed at supporting growth & 

integration with the global economy. These reforms have enabled the entry of foreign companies to the Indian 

market. FDI investment from NRI’s including overseas corporate Bodies (OCB’s) owned by NRI’s are warmly 

welcomed in India.

• The New National telecom policy has invited private participants to the Indian telecom sector.

• The IT Bill passed in 2000, gives a legal framework for the recognition of electronic contracts, preventions of 

computer crime & electronic contracts, preventions of computer crime & electronic filing of documents. 

NASSCOM along with the government is playing a notable role in protecting the interests of IT Sector. This with 

all these help IT Outsourcing to India has reached a point of no turning back

9) Tax system In India

The well structured in India, with the authority to levy taxes is divided between the central & state Government. Direct 

taxes like personal income tax, corporate tax & indirect taxes like customer duty are collected by the central 

government while state government levies services local & state sales tax. Tax revenue as a percent of GDP has been 

constantly on the rise.

• Taxes

A domestic company having entire management & control in India is bound to pay 35.7% tax to the central 

government. The Nonresident Corporation has to pay 48% of the income derived in India from Indian 

operation, income that is accounted to arise in India & income that it revived in India. Minimum Alienate Tax 

(MAT) is at the rate of 7.65% of book profit of the companies.

• Tax Incentives

The tax incentives offered to the investors by the government of India are a boon for firms involved in IT 

outsourcing of India.

THE QUALITY ACCREDITATION OFFERED TO FIRMS ENGAGED IN IT 

OUTSOURCING TO INDIA

Yet another prominent reason behind India’s glittering success in the global IT market is the maintenance of quality. In the 

recent years, India has been able to offer IT software products & services, which mate global standards of quality.

• ISO 9000

• SEI – CMM Model

• People Capability Maturity Model (People- CMM)

• CMM Model.
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OUTSOURCING BAGS THE FUTURE

India needs to increase the workforce at India 10 folds by 2008, to keep in pace with the growing competition. Quoting the 

1999, Nasscom – Mckinsey report India needs to have at least 2.2 million knowledge workers in IT software & services 

related areas by 2008. To achieve this goal India must focus on taking the following key steps to increase the number of IT 

expert in the outsourcing field. This will turn influence the growth of IT Outsourcing to India remarkably.

1) Establishing IIT / IIIT in each state

• Indian Institute of technology is renowned for providing fresh IT graduates / Post graduates.

• Indian Institute of information technology (ITIT) a 4 years old Institute is a joint initiative by the government by 

the industry which aims to give both computer software engineering degrees as well as conduct short-terms 

courses. These Institute allow private sector companies application with their own school.

• Nasscom recommends the allocation of atleast Rs. 15, 000 crore in the 10th five-year plan towards establishing 

at least one ITI in every Indian state.

2) Course–ware in ITI /ITIT’s

• Areas like project Management E-commerce, Java, software Engineering etc are to be given more focus.

• The syllabus must take into account the changes in the industry.

3) Setting up of ITIT’s

Quick steps should be taken to set up ITIT’s in every state while giving deemed university status to IIT’s without insisting 

on the mandatory stipulation period of 3 years.

4) Providing more PhDs

To bring out high quality task force in IT field India needs to have more number of PhD’s at all level ranging from faculty 

to R & D.

5) Bridge Courses

Courses offered in Engineering colleges through out the country must be restructured so as to accommodate lessons on 

computer science programming in at least one semester whatever the field, computer knowledge will help those who 

pass out from these institution to serve the software industry moreover, the industry needs more engineering 

professionals from different background too.

6) Graduation courses with IT modules

• The graduation courses offered by universities and colleges countrywide must include computer related courses.

• Special IT modules must be introduced with a mission to impact the society. IT is productivity – enhancing tool in 

a broad range of work situations.

7) Restructuring the courses

Existing institution like IIT, IISc; REC’s & MCA courses must be moulded in such a way to as to have the maximum 

outputs in minimum time.

8) Program to train teachers

A combination of physical & virtual training programmes to train teacher (3T program) at all levels ranging from primary 

& secondary schools levels to post and under graduate courses & engineering colleges has to be established, to train 

teachers.

9) Inter linking education institutes

To facilitate the showing of high quality education & library resources, the universities engineering colleges, medical 

colleges, other educational institutes & R&D organization must be brought under one network.

10) Retraining

Expert services is needed to lead & support IT projects in areas like CRH / e – CRM implementation (front office 

automation, supply chain management, custom relationship management etc.) & to provide ITES such as finance & 

accounting, HR, engineering design. For meeting these current requests, the corresponding industry expects must be 

given a good training, facilitating them with IT knowledge.
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CONCLUSION

In nut shell, it is inferred that no other country can challenge India to give birth to the skillful IT’s to supply U.S & other 

developing countries for breathing their aspirations. India is benefited with IT’s of high potent & caliber to globalize the 

Indian economy at accelerated speed to rank India as the breeding place of skilled IT’s in the bright morrow of civilization. 

Now its the turn of Indian economist to foresight the outcomes of utilizing its proprietor.

India has affectively provided efficient software solution to fortune 500 compounds Citi Bank, Morgan Stanley, Wal-

Mart, AT&T General Electric, Reebok, General Motors, Sony, Boeing, Coco- Cola, Pepsi, Swissair, United Airlines, Philips, 

IBM, Lucas, British Aerospace & are some companies relying on software companies in India.

It is not surprising that corporate giants in U.S, Europe & Japan are increasingly looking to India for cost affective & high 

quality software solutions. In fact a World Bank funded study in US confirmed that vendors rated India as their NUMBER 

ONE CHOICE FOR OUTSOURCING.

Grooming with IT outsourcing in India, the government of India needs to concentrate on destroying the cobwebs of 

regulatory hurdles in emerging service line like IT-enabled services, unlocking growth in domestic market & proactively 

addressing the potential infrastructure & talent bottlenecks to make sure that the country is ahead in the competition. The 

government has to ensure 100% of its supply in the field of IT outsourcing to India. Nasscom must also sharpen its focus in 

moulding India as a “GLOBAL SERVICE-SOURCING HUB”.
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Standing Tall, Standing Taller! 

Professionalism at The Peak…. 

Being an Entrepreneur

Mr. Sandeep Samson

Mrs. Veronica P Sheela

Professionalism is the catalyst of change and the key driver of tomorrow’s innovations. Professionalism is integral in creating 

a thriving economy for now and for the future. It is not just a mode of storing knowledge and learning but the true pathway of 

thinking and living wisely. By hard work and performance people have progressed in their lives, fared well, become 

successful, in their vocations, careers, academics and in all spheres and phases of life they are in or have passed through. 

They are recognized as good humans, friends, employees etc due to various positive straits they possess, learnt and practice. 

Over the others, they have stood “Tall”! Being selfless is critical in these times of chaos and peril. In every sense of the word 

and in every act of one’s life living qualitatively with objectivity ensures rising above the rest and leading from the front. Living 

by example is the key. There is a need of new breed of committed driven game changers, who can travel beyond this domain 

and have become trendsetters instead of being one among the others. Professionalism at their heart, true professionals to the 

core, they dare to dream and walk their talk….They stand Taller! Professional Leadership is the ask of the times.

“In the past the man has been the first; in the future the system must be first”

           – Fredrick W. Taylor.

How true! Professionalism not only requires possessing special skills but also having the ‘will and motivation’ to achieve 

and being successful coupled with the desire of being society centric. It is also an imbibed inner quality to set standards of 

excellence, bench marking varied success levels and parameters. True professionalism incorporates integrity and ethics of 

the highest order in one’s daily life with a higher calling of giving back to the society. Hence embodying a sense of sharing as 

the saying goes, ‘Charity starts at home.

The global reach is now faster than ever before, the markets across are more viable and resources ample and easier to 

procure. So is the rate of industrial related crimes at a new high. The quest for one up man ship, superiority, power, fame and 

wealth has started taking its toll. Hence, sustaining Professionalism has become a common challenge. In a globally shrinking 

world managing people has become a challenge. However there is a new breed of committed driven game changers who 

have exhibited true professionalism, having travelled beyond this domain and have now become employers instead of 

employees. Living life by example. Have led and are leading from the front. Entrepreneurs, they dare to dream and walk 

their talk….They stand Taller! Being entrepreneurs they have exhibited rare bravery and true professionalism using 

technology innovatively consistantly. By them huge corporations like Google, Amazon, Junglee etc are now in vogue in the 

true sense of success. Entrepreneurs have arrived.

“It is no longer enough to satisfy your customers. You must delight them”! – Philip Kotler’……is their mantra and in 

everything they do there is exemplary commitment, sincerity and dedication driven with sheer consistency. They have 

generated employment, 



Standing Tall, Standing Taller! Professionalism at The Peak… . Being an Entrepreneur t29

Lately we have seen such displays of endurance and persistence from dynamic young people from India. The startups 

they have developed have gone global and have ignited the international markets beyond expectations.

Flipkart is one such success story. From a start-up with an investment of just four lakhs rupees, Flipkart has grown into a 

$100 million-revenue online retail giant in just five years.

Uncovering India’s online avatar is a fascinating process. Only those companies that can successfully engage customers 

through novel ideas, quality products and seamless services will flourish. May be it is sheer genius, or simple common sense 

the e-retail hero has been able to accomplish all this during its formative years. Summing up the Flipkart experience, there is 

an ode to the portal which tweaks the famous MasterCard campaign to sound something like “There are some things you 

can’t buy online… For everything else, there’s Flipkart!” Such is the brand recall of this young but immensely successful 

organization. These two young guns, the Bansal cousins, having created the “Flipkart’ phenomena have stood ‘Taller’!

Starting up cannot be a flash in the pan. There are many impediments in the path of an entrepreneur from converting 

his idea into a successful business. Capital, market research, finding a niche, and identifying a team are some of them.

To sustain high levels of professionalism, Entrepreneurs have to ensure that all involved including one own self is aware 

that a casual and lazy attitude at workplace, inappropriate dressing, bad language, misuse of office property for personal use, 

accomplishing personal tasks at work place capped with indiscipline and unethical behavior are all indicative of complete 

lack of professionalism in an individual and leads to a negative impact. Showcasing that they have stood for values, Accepting 

responsibilities for the task at hand, have respected others maintaining their own. Have set ground rules considering human 

values and weaknesses with politeness and outmost integrity. It’s not ‘I’ but ‘WE’ at the work space. Being responsible for self 

and others should carry enough weight.

Here are few steps that can help an entrepreneur bootstrap a startup and provide structure to the process.

Step 1: Believing in oneself and being passionate.

Bootstrapping a startup does not start with great ideas but with a passion to make a mark and solve real business issues. While 

an idea is very important to do a startup, the best ideas will fail if there is no passion to execute it. A startup needs a huge 

amount of personal sacrifice and an equal amount of hard work. There will be many days when a founder questions his 

move to be an entrepreneur and hence at such stages, passion is needed to carry on. One has to realize that there is no “Plan 

B” and has to be prepared for all eventualities. To believe, one needs to be confident and prepared. To reach that phase 

thorough research is vital and critical or it can be fatal.

Step 2: Identifying the niche and being unique.

Every idea must solve a problem in the society or provide utility and should be unique by nature. It is only when the product 

or service is really needed that someone is willing to pay for it and the business is sustainable. The entrepreneur needs to 

focus on specifics and pinpoint how his product or service would bring about change. He should not only be able to satisfy 

his customer but should also be able to delight. That is the real win.

Step 3: Defining the market and hiring the right team.

Every market is unique and dynamic by nature. Once the need is identified, it is important to define what constitutes the 

target audience. A strategic study on demographics and socio-cultural factors will support. The best laid plans can come to 

naught if the team behind it is not right. His support team should be able to share his passion and belief to go to the next level.

Step 4: Creating a sample and testing the prototype.

A prototype is very important also because one does not want to incur huge expenses by building the final version and later 

finding flaws in it. Even in terms of raising money, investors always want to see a working prototype. Before going to the 

market it is also critical to test and check the feedback so that it can be developed as needed and the flaws can be ironed out.

Step 5: Scaling and launch.

Many startups fail to scale, primarily because they have not planned for it. A founder should plan out his execution strategies 

for scaling up – monthly, quarterly and even yearly. This way he ensures customer experience is never compromised. Timing 

is the key when launching a product or service. Founders are under tremendous pressure to quickly roll out their services and 

products, but what is important to understand is that one has to be ready for it. From your marketing to servicing to hiring, all 

bases have to be covered. More importantly, if an entrepreneur has found the prototype is not having the desired outcome, it 

only means he is not ready to go to market yet.



At the same time we have to note that those who are sticklers for rules and in the name of professionalism, tend to 

become rigid and inconsiderate towards the work force and lose their vision. True professionalism avoids these loopholes by 

being empathetic at times as needed. This does motivate and can turn negativity into a positive strength.

Professionalism does not just happen. Tremendous efforts are required on a continuous mode to develop and sustain 

it. Performing with professionalism helps one establish and attain goals, and be in sync with the society.

Human nature by itself is a huge barrier for one to become a true professional. Emphasis on values, integrity, discipline, 

and dress code ensure good performance and a positive work environment bring about core professional into the system but 

to sustain professionalism is another story. Few pathways to do so may include the following:

1. Setting up priorities and actioning plans accordingly.

2. Compartmentalizing and avoiding spillover of emotional personal baggage and frustrations at various workplace 

thresholds.

3. Avoiding excessive talk and unnecessary information outflow.

4. To ensure high levels of commitment by way of meeting datelines and schedules.

5. Valuing others time too while ensuring one’s own.

6. Leading by example and thus garnering respect and recognition in the process.

7. Laying high standards for oneself and doing the best in all activities speaks volumes about the professionalism 

displayed.

Dare to dream, act and be an Entrepreneur. Exhibiting professional leadership, Stand Taller’!
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ABSTRACT

Indian Banks have recorded a phenomenal growth in the past decade with the initiation of 

Economic Reforms. The banks, both Public and Private, have transformed themselves into profit-

oriented business organizations besides playing a developmental role in the economy. In an 

attempt to be more profitable, the banks have become competitive and more customer-oriented. 

This new orientation has compelled them to take a more pragmatic approach for conducting the 

business. Innovation is the key to success for any activity and technology has become the fuel for 

rapid change. Innovative banking is possible only when we have innovative people in banking. 

Moreover, innovative ideas of such people have to be heard at the right time by the right people. 

Only then the needed encouragement and support is given to convert innovative ideas into reality. 

Indian banking is also changing its shape rapidly by adopting innovative technology products and 

services, The new technology has radically altered the traditional ways of doing banking business. 

Technology plays a prime role in improving the internal working of a bank and ensuring customers’ 

satisfaction. It has accelerated  Customer–Centric delivery channels services round the clock.

The paper focus on new and upcoming technology in baking sector, trends in technology 

development, tools applicable in banking, impact on service quality of banks etc.

Keywords: Consumer education, rural banking, innovation
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INTRODUCTION

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 so 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 age. With networking and inter 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. The traditional functions of banking are limited to accept deposits and to give loans and advances. 

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. Current banking sector has come up with a lot of initiatives that oriented to providing a better customer services 

with the help of new technologies. Banking sector mirrors the larger economy its linkages to all sectors make it proxy for what 

is happening in the economy as a whole. Indian banking sector today has the same sense of excitement and opportunity that 

is evidence in the Indian Economy. The going development in the global markets offers so many opportunities to the banking 

sector. In the competitive banking word improvement day by day in customer services is the most useful tool for their better 

growth. Bank offers so many changes to access their banking and other services. Banks plays an important role in the 

economic development of developing countries. Economic development involves investment in various sectors of the 

economy. The banks collect savings for investment in various projects. In normal banking the banks perform agency services 

for their customers and helps economic development of the country. The purchase and sales securities, shares, make 

payments, receive subscription funds and collect utility bills for the Government department. There for banks save time and 

energy of busy peoples. Bank arranges foreign exchange for the business transactions with other countries. Banking sector 

are not simply collecting funds but also serve as a guide to the customer about the investment of their money.

HISTORICAL BACKGROUND

Bank of Hindustan was set up in 1870; it was the earliest Indian Bank. Later, three presidency banks under Presidency Bank’s 

act 1876 i.e. Bank of Calcutta, Bank of Bombay and Bank of Madras were set up, which laid foundation for modern banking 

in India. In 1921, all presidency banks were amalgamated to form the Imperial Bank of India. Imperial bank carried out 

limited number of central banking functions prior to establishment of RBI. It engaged in all types of commercial banking 

business except dealing in foreign exchange. Reserve Bank of India Act was passed in 1934 & Reserve Bank of India (RBI) was 

constituted as an apex body without major government ownership. Banking Regulations Act was passed in 1949. This 

regulation brought RBI under government control. Under the act, RBI got wide ranging powers for supervision & control of 

banks. The Act also vested licensing powers & the authority to conduct inspections in RBI. In 1955, RBI acquired control of 

the Imperial Bank of India, which was renamed as State Bank of India. In 1959, SBI took over control of eight private banks 

floated in the erstwhile princely states, making them as its 100% subsidiaries. It was 1960, when RBI was empowered to 

force compulsory merger of weak banks with the strong ones. It significantly reduced the total number of banks from 566 in 

1951 to 85 in 1969. In July 1969, government nationalised 14 banks having deposits of Rs. 50 crores & above. In 1980, 

government acquired 6 more banks with deposits of more than Rs.200 crores. Nationalisation of banks was to make them 

play the role of catalytic agents for economic growth. The Narasimha Committee report suggested wide ranging reforms for 

the banking sector in 1992 to introduce internationally accepted banking practices. The amendment of Banking Regulation 

Act in 1993 saw the entry of new private sector banks. Banking industry is the back bone for growth of any economy. The 

journey of Indian Banking Industry has faced many waves of economic crisis. Recently, we have seen the economic crisis of 

US in 2008-09 and now the European crisis. The general scenario of the world economy is very critical. It is the banking rules 

and regulation framework of India which has prevented it from the world economic crisis. In order to understand the 

challenges and opportunities of Indian Banking Industry, first of all, we need to understand the general scenario and 

structure of Indian Banking Industry.

CHALLENGES FACING BY BANKING INDUSTRY

The banking industry in India is undergoing a major transformation due to changes in economic condition and continuous 

deregulation. These multiple changes happening one after other has a ripple effect on a bank trying to graduate from 

completely regulated sellers market to completed deregulated customers market.
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• 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. The 

deregulation of the industry coupled with decontrol in interest rates has led to entry of a number of players in the 

banking industry. At the same time reduced corporate credit off thanks to sluggish economy has resulted in large 

number of competitors battling for the same pie.

• 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 new players, 

new channels squeezed spreads, demanding customers better service, marketing skills heightened competition, new 

rules of the game pressure on efficiency missed opportunities. Need for new orientation diffused customer loyalty. 

Bank 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. Bank 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. These 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 in but the utilization is not maximized.

• Competency gap: Placing the right skill at the right place will determine success. The competency gap needs to be 

addressed simultaneously otherwise there will be missed opportunities. The focus of people will be doing work but not 

providing solutions, on escalating problems rather than solving them and on disposing customers instead of using the 

opportunity to cross sell.

STRATEGIC OPTIONS WITH BANKS TO COPE WITH THE CHALLENGES

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 start of the art technology as the back bone of 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 segments of home and personal loans.

• Implementing organization wide initiatives involving people, process and technology to reduce the fixed costs and the 

cost per transaction.

• Focusing on fee based income to compensate foe squeezed spread.

• Innovating products to capture customer ‘mind share’ to begin with and later the wallet share.

• Improving the asset quality as Basel II norms.

INNOVATIVE MARKETING APPROACH

The new marketing approach becomes an imperative for businesses to formulate their Marketing activities and to build 

relationships, networks, and interactions with, a number of different, but often equally important markets. The customer 

market is the key market and the importance for a business of retaining its customers, with evidence suggesting that retention 

of customers leads to increased market share and eventually bigger profits. Marketing tools that businesses can employ for 

retaining customers may provide for a competitive advantage. CRM-oriented businesses market their products and services 

through relationships and interactions with multiple markets, most notably the customer market. The bank has chosen to 

combines external and internal information in order to build an effective and efficient segmentation. The important 

elements to consider for segmentation are the consumers’ attitude and needs; socio- demographic situation; actual and 

potential profitability; and behavior in terms of distribution channel use and products. An excellent segmentation will also 

enable the bank to find and focus on consumer who will be considered as referrals by others. Their recommendations of the 
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bank will be taken seriously, and the potential future client base widens. The bank has identified five groups according to 

their risk level, distribution use, revenues, interest in insurance, and socio-demographics. Few banks have already started 

marketing aggressively for retail business loans by tying up with a select-reputed builders and conducting road shows in India 

and abroad to lure the salaried people and professionals. This role is intermediation of the banker between the builders and 

salaried people and professionals can be further extended to cover other areas as well. For example banks can connect the 

manufacturers of goods and services with the ultimate buyers. The process is very simple. Banks are required to have a 

common agency with which the entire database of all the banks should be shared. This data should be analyzed and 

classified into various segments say- according to activity, age, place, income, education, etc., of the organizations and 

people who constitute this data. Few relaxations in the existing banking laws are required for this purpose. Banks can also 

play an active intermediary role in connecting the organizations and people at various segments, thereby facilitating the 

process of movement of goods and services from the manufacturers/producers to the ultimate users (of course through other 

intermediaries where they are not dispensable). Banks can finance the manufacturers/producers or the ultimate users while 

tying up them with one another thereby increasing their lending portfolio and in the process ensuring the end use of funds. 

Collection of data from rural places is one area where banks can boast of possessing rich information, especially the public 

sector banks that have almost more than one third of the network of branches located at rural areas. Banks can play a 

dynamic role in the delivery and purchase of consumer durables to the rural sector by using their rural database. Therefore, 

instead of acting as financing intermediaries to some of the parties in the total chain as at present, banks can bring all the 

parties in the chain under their ambit. Banks can thus transform themselves into aggressive marketing intermediaries from 

mere financial intermediaries. This innovative approach can also be used with regard to NPAs where the products 

manufactured by such sick or loss-making units are of good quality but the units have become sick due to financial 

indiscipline or mismanagement or lack of marketing skills. Buyers for such products can be scouted by the banks by using the 

above mentioned database and in deserving cases buyers can be given bank finance or their own merits to buy the products 

of sick units. A portion of the funds thus given can be again routed back into the banks for their working capital requirements. 

Similarly, banks can play an active marketing role in venture capital financing with the above modus operandi, thereby 

taking part in not only financing the venture capital but also in marketing functions. Micro finance is yet another area where 

banks can play an active role .The objective of micro finance is to deliver a wide range of financial services say, deposits, 

advances, insurance and other related products to people engaged in agriculture, small enterprises and poor people in order 

to increase their standard of living. Finance is extended to SHGs or NGOs, which is basically institutional/group finance 

instead of lending to individual beneficiaries unlike in the case of other priority sector/rural lending. Moreover, there are no 

subsidies or interest concession and the basic concept in micro finance is to give a timely finance to the needy people. 

Therefore, transaction costs are cheaper and profitability is better under micro finance when compared to the conventional 

rural lending. In view of these factors in the long run micro finance is likely to replace the conventional and concessional rural 

lending. Ample scope is available for private and foreign banks to venture into this activity due to the above-mentioned 

advantages. Similarly, banks in rural sector should actively market products like Kisan Credit Cards, Forward, Futures, and 

Option markets of commodities. While Kisan Credit Cards serve as an instrument of credit, Forward, Futures and Options 

markets ensure a fair price to the farmers eliminating uncertainty. However, this require an effective network that is one 

regulated as well as a matured financial market in rural areas for the growth and development of these products. Rural India 

and its economy mainly depend upon Monsoons. Famine and Floods both occur at the same time in the different parts of the 

country causing damage to the crops. Therefore, rural insurance has to be an effective tool in hedging these risk factors. 

Government, banks and insurance have to together evolve a more proactive and vibrant measures to deal with this issue, 

both at macro and micro level. There is a vast untapped potential in this area and lot of scope for developing new and 

innovative insurance linked financial products. Merger of developmental financial institutions like ICICI and IDBI with their 

commercial banking wings lays emphasis on universal banking offering wide range of financial products under one umbrella. 

Similarly, SIDBI and NABARD are having a strategic alliance with few commercial banks to expand the reach of their 

products and services.

MARKETING APPROACH FOR RURAL AREAS

Prior to nationalization of banks, the rural areas were virtually without banking facility. After nationalization of banks in 1969, 

branches of the banks were started gradually in the rural areas also. In different state the extent of rural banking is different. 

Some of the states have good performance in the rural banking but in spite of that unorganized sector is still dominating in the 

rural banking. It means the nature of competition is different. Here banks have to face competition with the unorganized 

sector. Under such environment different marketing approach is required. For effective rural marketing, Product 
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development, Promotion and Communication play an important role. All these parameters banks have to balance with 

socio-economic factors prevailing in the rural areas. Here bank need to innovate product that could attract the depositors. 

Various loan schemes that are suitable for them for getting funds at right time and also they find convenient to repay. For loans 

and advances products which are suitable to farmers, small traders, small scale agro based rural industries are already in 

existence. Banks need to see that how value addition can be made to these existing schemes. Banks also needs to tie up with 

Non Government Organizations (NGO) and Self Help Groups (SHG) for different types of loans, micro financing etc. This 

will help the bank for building good image and reputation in the rural areas. Marketing through customer services in rural 

areas is different from that of urban areas. Because of high level of illiteracy people prefer to undertake banking transaction 

themselves. For effective marketing in rural areas bank should have staff with right soft skill like concern for customers’ 

problem, positive attitude, good communication and negotiation skill. At every level of dealing with the customer bank need 

to educate them for banking activities and processes.

BANK MARKETING STRATEGIES

The marketing research considered being a systematic gathering, recording and analysis of data makes ways for making and 

innovation the marketing decisions. The information collected from the external sources by conducting surveys helps bank 

professional in different wants. In the bank services, the formulation of overall marketing strategies is considered significant 

with the view point of tapping the potentials, expanding the business and increasing the marketing share. The increasing 

domination and gaining popularity banks, the popularity banks, the profitable schemes of the non-banking organization 

mounting craze among the customers for private banks have made the task of influencing the impulse of customers a bit 

difficult. The marketing research simplifies the task of studying the magnitude of competition by opinion surveys and the 

feed back customers, the multi-dimensional changes in the services mix can be made productive if it is based on marketing 

research.

CUSTOMER SERVICE STRATEGIES IN BANKING SECTOR

Today, banking sector is seen as a catalyst in economic growth of a country and, lot is expected from the banking fraternity. 

The recognition of banking, as a tool for all inclusive growth by economists, financial planners, reformist etc has made it an 

important sector in the Government’s planning of economic growth. The banking sector in India is therefore witnessing 

tremendous changes because of political, social and economic changes that are taking place domestically and 

internationally. ATMs of the larger banks are either fully out sourced by the individual banks or handed over to an 

autonomous agency by most of the banks collectively. Small players in ATMs are also trying to be a part of this shared network 

with regard to clearing operations, Reserve Bank of India has already initiated the required steps to gradually dispense with 

the physical presentation of chques and replace the same with electronic clearing in major cities. Similarly the audit and 

inspection of the computerized branches is now being done in many cases by transfer of data files to the supervisory and 

inspecting authorities. Qualitative inspection and supervision of the banks by Reserve Bank of India is made possible by the 

technology, leaving the routine audit work to the concerned internal audit departments of the individual banks. With the 

automation of the routine work process and rapid technological developments, a host of customer friendly banking products 

with flexibility are now available to one and all. Few departments of the government (e.g. customs, income tax, central 

excise, commercial taxes and sales tax) have already initiated the process of EDI (Electronic Data Interface) there by reducing 

the manual tasks in the preparation of documentation and enhancing the levels of automation. This also facilitates 

standardization in documentation with uniformity. This will also ensure submission of such standard data in electronic form 

and scanning the physical documents where required. In the long run, this enables e-commerce to gain momentum. 

Therefore, banks can also equally look forward to submission of commercial documents by the trade industry through EDI in 

the near future. Once this is done, the need for the business segment to personally visit the bank branches to submit the 

documents will be eliminated. When ATMs on one side have reduce the depends of individuals customers on the bank 

branches to conduct their routine banking operations, the EDI when gains momentum will reduce the dependence of 

corporate customers on the bank branches in a similar fashion. These developments taking place mainly on account of 

automation will reduce the differentiation in the service delivery systems, as they are mostly standardized. Therefore, banks 

have to be innovative to maintain their brand values. The concept of banking, which was earlier restricted to accepting of 

deposits from public for the purpose of, has also undergone sea change. Today the banking sector is seen as a vehicle for all 

inclusive economic growth, social responsibility and equiv-distribution of national resources. Today banks are wooing 

existing customers, prospective customers by offering new facilities, products, and services in order to retain/increase their 
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base in market. The way the banking has changed, so has the customer changed. The customer of today is not what he was 

yesterday. Today the customer is more knowledgeable, demanding, analytical and aware of his rights. It is therefore a 

challenging task before the banking sector to revisit their entire working modules, up gradation of skills, technology, and 

policies so that they are competent to withstand the international competitive environment in future. All customers from 

different backgrounds have different expectations. Unless the service standards fit to each person’s expectations, he will not 

be satisfied. Therefore one has to understand each type of customer thoroughly to be able to provide customer specific 

services. The entire process of customer service is dependent on following.

1. Human resources: Any organization’s success or failure is the result of success or failure of its employees collectively. 

Here the employee doesn’t mean only the staff working down the ladder, but also includes people right up to the top. 

All the functions in an organization are undertaken by humans, whether it is selection of staff, development of product, 

making software, formulating policies, devising systems, procedures, defining processes, delivery channels, 

undertaking market studies etc. Humans may be assisted by the technology for arriving at the decisions. In all the 

functions enumerated above, different departments do the work separately but the same are ultimately linked to each 

other to achieve the corporate goal. It is just like gears though rotating independently, move the entire structure in the 

desired direction. If any gear malfunctions, it brings the entire process to halt. Thus the human beings working in an 

organization are very important. Handling of humans by humans is a very complex job also.

The job requirements of HRD are to select, train, develop, deploy, and motivate the human resources in the 

organization so as to get optimum results for the organization.

2. Products/Services: Banks do not provide physical goods to its customers. The products which a bank offers are mostly 

financial products and along with these products also provide other services which are not financial in nature, like safe 

deposit vaults, Locker facilities etc.

In financial products there are basically two types of activities, namely deposit procurement and its deployment 

profitably. These two activities constitute more than 80% of banking business in all the banks.

I. Deposits: Basic structure of deposit is to attract the customer by offering interest on funds or some facility in lieu 

of interest. However depending upon the needs of different set of customers various types of deposit schemes 

are formulated. For example, savings bank accounts are for those who want short term savings with liquidity and 

to make regular deposits and withdrawals etc. Term deposits are for those who want to invest for longer duration 

having surplus funds not needed immediately. Some may want savings to grow gradually by contributing smaller 

amounts at set intervals. The ultimate goal of depositor is to keep his money safely in the bank and be able to use 

when needed. Likewise there are various combinations of deposit schemes based on liquidity, returns and safety.

II. Advances: Banks, in a similar way deploy deposits by lending to those who need it at a cost in the shape of 

interest. Here again the products differ depending upon the need of the customer. It may be overdraft facility, 

working capital finance, term loan, etc for business or personal needs.

III. Other products/ services: Apart from deposit and advances, banks offer various other facilities/services to their 

clients, like remittances, investment services, fund management, financial advisory services, tax collections, bill 

payment services etc. to earn fee based incomes.The flexibility of banks to adopt changing needs and 

expectation of customers and bring out products/ services to suit customers is an important area in banking 

services. A robust Research and Development department which can effectively and efficiently bring out newer 

products/ services based on market feel and futurist visualization of customer preferences is an important aspect 

in banking services.

3. Processes: Today’s customer is short of time and feels uncomfortable when the process involved in getting the product 

or service is lengthy and cumbersome. The customer wants very simple processes to get his work done. The processes 

for any product or service should be at the minimum and at one go. Frequent back references and repeated 

information and excessive documentation dissatisfy the customer. The processes devised for getting the services 

should be very customer friendly, easy to understand and complete. The forms, applications, documents should be 

simple, easy to understand with proper column and space to write. Sometimes it is observed that the space provided 

for writing is very small. The quality of paper, the font size and the language should be proper.

4. Delivery channels: Customer satisfaction is also dependent upon the delivery channels used by banks in providing the 

services. Today’s customer wants effortless, efficient, secure, simple and dependable channels of delivery, whether it is 

through humans or technology driven channels. To quote an example, suppose a customer uses internet banking and 

made a third party payment. He would like to know what happened to his payment instructions. He should be able to 
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track the payment on line till it reaches the beneficiaries account. If this facility is not available, he may not be 

comfortable with the internet banking. Another thing mostly observed in Public sector banks is that their websites are 

not updated regularly and navigation is very tardy. The forms/ applications are scanned and cannot be filled on line. 

The information/ forms etc. are outdated and not properly tagged.

5. Customer feedback and complaints: Feedback from customers is of immense help in formulating products, fine tune 

services and plug the loopholes. However most of the time, feed backs are generally not available and public sector 

banks are normally not enthused about taking feedback on their services. Rather wherever a customer gives his 

feedback (read complaint), it is not taken in right spirit by the bank/ concerned staff. Instead of looking into the real 

cause an effort is made to provide alibis or blame the staff. It may be possible that that the procedure itself is the cause 

of complaint or it is because of reasons which are not under control of the branch.

Customers may be of three types. One type of customer never complains and continues the relationship. Second 

type of customer does not complain but changes the bank silently and third type of customer complains. First and 

second type of customers does not give an opportunity to bank to improve upon its services. Third type of customer 

however gives opportunity to the bank to improve the service though he may not be preferred over the other two types 

of customers.

Today no bank is willing to accept complaints from the customers and normally effort is made to somehow get 

the complaint withdrawn or resolved without analyzing why the complaint has originated. It becomes very difficult for 

field level staff to get the complaint redressed when the cause or reason of complaint is not because of them. However 

they are made to beg the customer to give satisfaction letter. Each complaint when made may be because of so many 

factors, not necessarily the fault of the person or branch against which it is made. It may be due to system lapse, 

procedural deficiency, inapt technology, poor in-house work allocation, work flow module etc. Sometimes the 

complaints are frivolous and made to harass the person concerned. Though in customer oriented markets, customer is 

always right but care should be taken that the staff is also protected from frivolous complainants. Each complaint of the 

customer should be properly analyzed, assessed. It may be possible that route cause may be somewhere else which 

should be rectified rather than the concerned staff or branch made the scapegoat.

6. Grievances Redressal Mechanism: Improving upon the services is an ongoing process. The essential inputs are 

customer feedback, market surveys and the complaints received by an organization. No organization can say that they 

have zero customer complaints. However an organization which has robust mechanism to redress the complaints and 

resolve problem of the customer gets recognition as a customer friendly organization. Accepting the mistake and 

offering compensation goes a long way in retaining the customer. Most of the banks have come out with their 

compensation policies and customer grievances cells. However they are mostly on paper and seldom followed in the 

spirit in which they are framed. Even where the compensation policy provides automatic payment of compensation, 

interest in case of delays etc., it is seldom paid unless the customer demands it.

7. Market Studies: Market studies are effective tools to study the behavior of customers and their response to present 

standard of services. It also helps to understand future trends and requirements as needs of the customer’s keeps of 

changing with change of times. Market research gives way to innovations in products and services. Market studies may 

be done in-house, or assigned to outside expert agencies or both depending upon the vision of the bank.

CONCLUSION

In the present scenario of competitive banking, excellence in customer service is the most important tool for sustained 

business growth. Customer complaints are part of business life of any corporate entity. Customers, who take time to 

complain, still have some confidence in the organization. As a service organization, customer service and customer 

satisfaction is the prime concern of the bank.
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I. DERIVATIVE EXCHANGES FARED FAR BETTER THAN BANKS

As in many other crises, during the global financial year of 2007 to till date, it was true that no major derivative clearing house 

in the world encountered distress while many banks were pushed to the brink and beyond. This was despite the fact that the 

exchanges deal with more volatile underlings’ – equities are about twice as volatile as real estate and natural gas is about ten 

times more volatile than real estate. Clearly, risk management at the world’s leading exchanges proved to be superior to that 

of the banks. The most important lesson from the financial year of 2007 to till date is that the quality of risk management 

models does matter.

Exchanges and their clearing houses have weathered the storm very well thanks to their superior risk management 

models. Yet, complacency is not warranted as exchanges start trading more complex derivatives with asymmetric and lumpy 

payoffs.

Since the early 1990s, there have been three major advances in the theoretical foundations of risk management:

1. Abandoning Value at Risk in favour of coherent risk measures like Expected Shortfall.

2. Moving away from the normal distribution to fatter tailed distributions; and

3. Discarding linear correlations measures in favour of copula based models of tail dependence.

The cumulative effect of these three advances is so great that we must today regard the risk measurement 

methodologies developed in the early 1990s as largely obsolete.

Banking regulations are however still stuck in the models of early 1990s vintage. What we have seen in 2007 and 2012 

that VaR models based on normal distributions and linear correlations models do not work.

The derivative exchanges have a huge advantage in that the SPAN system that most of them use is a coherent risk 

measure unlike the VaR system used by banking regulators.

The SPAN risk measure can also be interpreted as an ES measure under certain simplifying distributional assumptions. 

Additional layers of capital requirements and other regulations might bring the exchanges’ risk models even closer to a 

realistic ESmeasure.

Thus derivative exchanges have explicitly incorporated one of the three theoretical advances of the last two decades. 

The other two advances may also be implicitly taken into account by some exchanges. As the SPAN system does not 

explicitly specify how the Price Scanning Range (PSR) is to be determined, exchanges are free to use fat tailed distributions 

while deciding on the PSR. Moreover, exchanges are usually quite conservative in fixing margin offsets for inter-commodity 



spreads. They may implicitly treat linear correlations with a pinch of salt while deciding on these offsets. The very success of 

the derivative clearing corporation’s worldwide suggests that they have implicitly factored in fat tails and non linear 

dependence structures at least to some extent.

The global turmoil has also demonstrated the benefits of robust risk models. There is a great difference between risk 

management models and valuation models. By their very nature, valuation models need to be heavily parameterized and 

calibrated to market prices.

Increasing sophistication and complexity does lead to greater model risk, but this is unavoidable, because trading at 

even slightly wrong prices can be disastrous for a financial intermediary.

Risk management models on the other hand do not need to be so highly calibrated and parameterized. Crudeness 

(leaning towards conservatism) is less of a problem in risk management because unlike in valuation, here it only locks up 

capital for some time; it does not impact the transaction price itself. Robustness is far more important than sophistication and 

market calibration for risk management models.

Another important lesson from the ongoing Global Financial Crisis is that models

Calibrated to short time periods from a benign economic environment can fail disastrously when the economic 

environment becomes more adverse. While stress tests could be part of the solution to this problem, a more fundamental 

approach is to calibrate to very longtime periods even if such a time period cuts across one or more structural breaks in the 

data. What can be regarded as a structural break in a valuation model is often best regarded as a regime switching in a risk 

management model – the implication being that regime switches could reverse as well. Risk management is designed to deal 

with rare events, and the probability of such events can be estimated only by examining long historical stretches of data.

Section II of this paper discusses VaR and ES models in greater detail; Section IIIdiscusses the issues of robustness, 

regime switching and the associated question of risk levels; Section IV discusses the implications of this analysis for some 

important derivative markets in India. Section V is more speculative in nature as it considers potential new advances in risk 

modelling techniques that are becoming feasible in the light of continuing advances in mathematics and statistics as well as 

the relentless decline in computation costs.

II. VAR, COHERENT RISK MEASURES AND EXPECTED SHORTFALL

The 99% VaR at a daily horizon can be defined in the following different equivalent ways:

1. It is the level of capital that is sufficient to absorb the possible loss on 99% of the days.

2. It is the level of loss that is exceeded only on 1% of the days.

3. It is the worst of the best 99% of possible outcomes.

4. It is the best of the worst 1% of possible outcomes.

5. Unless the distribution has a hump in the tail, the 99% VaR is also the more likely of the worst 1% of possible outcomes.

The first two interpretations of VaR given above make VaR an intuitively appealing and interesting summary measure of 

risk and account for its popularity among regulators, managers and others.

The third and fourth interpretations of VaR highlight the serious difficulties with the concept of VaR. For example, the 

fourth definition says that 99% VaR is essentially the best of the worst 1% of outcomes. This immediately appears 

unsatisfactory – why not the worst of the worst 1% of outcomes or at least the average of the worst 1% of outcomes?

It is easy to see that worst of the worst 1% is not a meaningful measure of risk because the worst outcome may be 

unbounded. For example, a derivatives dealer that has sold a futures contract or sold a call option on a stock index faces 

potentially unlimited losses on the position. There is no theoretical limit to how high the stock index can rise during the life of 

the contract and the potential losses are therefore unbounded. The worst possible outcome is thus - 8 (minus infinity). This is 

a meaningless measure of risk for most practical purposes.

The average of the worst 1% of possible outcomes is however a well defined and meaningful measure of risk. In the risk 

literature, this is referred to as expected shortfall(ES), conditional VaR (CVaR) or tail conditional expectation (TCE).

The distinction between VaR and ES is not very important if the loss distribution is normal. For a normal distribution, 

the ES is N(y)/1-n y

where y is the VaR.
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For non normal distributions, VaR can be quite different from ES. Consider for example two securities firms that both 

have a one-day VaR of Rs 10 million at the 99% level. TheES measure asks the question as to what happens on the 1% of days 

when the loss exceeds Rs 10 million. It is possible that in one case, the loss ranges from Rs 10 million to Rs 15 million with an 

average of Rs 12 million. In the other case, the loss may range from Rs 10 million to Rs 20 million with an average of Rs 15 

million. Clearly, the second firm is a lot riskier than the first though both have the same VaR. The ES measure (Rs 15million as 

compared to Rs 12 million) reveals this picture very well.

Though the average of the worst (ES) is a better measure of risk than the best of the worst

(VaR), VaR is very popular among financial institutions and their regulators. On the other hand, no derivative exchange 

in the world uses VaR for margining purposes (Artzner etal, 1999).

ES is the most important example of a coherent risk measure. Artzner et al (1999)proposed four axioms for coherent 

risk measures:

1. Translation invariance: Adding an initial sure amount to the portfolio reduces risk by the same amount.

2. Sub additively: “Merger does not create extra risk”

3. Positive Homogeneity: Doubling all positions doubles the risk.

4. Monotonicity: Risk is not increased by adding position which has no probability of loss.

As already stated, ES is a coherent risk measure. The maximum of the expected loss under a set of probability measures 

or generalized scenarios is also a coherent risk measure. (Converse is also true). This implies that SPAN is coherent.

On the other hand, VaR is not coherent because it is not sub-additive. For example, one day before maturity, a short 

call that has only a 0.75% chance of being exercised has zero VaR because the probability of loss is less than 1%. Similarly, a 

short put that has only a0.75% chance of being exercised also has zero VaR. However, a portfolio consisting of the short call 

and the short put has a non zero VaR because there is a 1.5% chance that one of the options will be exercised leading to a 

loss.

III. ROBUSTNESS, REGIME SWITCHING AND RISK COVERAGE LEVELS

Robustness

The margining benefits provided for calendar spreads or inter-commodity spreads in most derivative exchanges globally is a 

good example of crude but robust models. Though correlations are by no means constant, the spread margins or offsets are 

typically kept constant for long periods of time. Moreover, they are set at levels that lead to over margining of spread positions 

relative to what might be indicated by estimated correlations. The big advantage is that the margining system is very robust in 

the face of correlation breakdowns and correlation instability.

Exchanges have been able to use this robust system even in commodities (like energy)where there is an active OTC 

market the higher margins induced by the robust system have not led to a flight of the market to the OTC market where 

margin requirements could perhaps be lower.

Examples of risk management models with different combinations of crudeness/sophistication and robustness/fragility

Fragile Robust

Simple leverage ratios as in Basel-I

treatment of the banking book.

Normal distribution based models Fat tailed non linear dependence

like Basel-II models

Another interesting example of the choice between robustness and sophistication is the contrast between the risk 

management systems at the index futures markets in India and Korea. Korea levied a flat 15% margin on index futures for a 

very long time and did not bother to change this margin in response to changing volatility in the market5. India is at the other 

extreme where the volatility is estimated every day using the Risk Metrics (exponentially weighted moving average) 

methodology. Margins are adjusted every day based on the latest estimate of the volatility.

Average margin levels in Korea are higher than in many other markets in the world –even those markets (like India) 

where the average volatility is comparable. This excessive level of margins provides very high protection against default. Yet, 

Scenario based models like SPAN
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Korea has developed one of the largest index futures markets in the world. What this shows is that a crude model can provide 

adequate protection while not impeding market development.

It could be argued that the more “sophisticated” margining system in India is actually a source of systemic risk for the 

exchange.

Regime Switching or Structural Breaks

One of the reasons why risk management in the global banking system failed somiserably in 2007 and 2012 was because of 

reliance on historical data confined to the“Great Moderation” during which macro-economic and systemic volatility was 

quite low.

Haldane (2009) provides the following data for macro-economic volatility in the UK:

Table 1: Volatility of UK macroeconomic variables during the Great Moderation compared 

with 150 year average. Annex Table 1.

Variable Volatility (1998-2012) Volatility (1857-2012)

GDP growth 6.25% 10.7%

Earnings growth 1.5% 6.4%

Inflation 0.9% 5.9%

Unemployment 0.6% 3.4%

We would all agree that margin levels should have been lower during the Great Moderation than earlier. The question 

is whether the margins during this period should have been based only on the observed volatility during this period or 

whether the margins should also have been influenced by the past experience.

The “structural break” perspective would have argued that there was a structural transformation in the economy in the 

late 1990s which made the earlier data irrelevant and meaningless. In this perspective, the margins would be based only on 

data from the Great Moderation. The “regime switching” perspective would argue that the economy operates under 

different regimes at different points of time and that there is a non trivial probability of the regime switching to a more volatile 

one. In this perspective, the long run data is extremely useful and important as it provides the unconditional mean of the 

volatility across several different regimes.

Risk Coverage Levels

JP Morgan’s Risk Metrics methodology focused on the 90% coverage level because as they put it “It is our experience that 

while Risk Metrics VaR estimates provide reasonable results for the 90% confidence interval, the methodology does not do as 

well at the 95%and 98% confidence levels.” (JP Morgan/Reuters, 1996, Appendix B). The point is that the 5th and 95th 

percentiles are close enough to the middle of the distribution for the normal distribution to be regarded as a tolerable 

approximation. But 90% is too low a risk coverage level for most purposes.

When the Basel Committee on Bank Supervision (BCBS) introduced the market risk amendment to Basel-I in 1996 

(BCBS, 1996), they used the 99% VaR level. This to oappears to be quite a low level of risk coverage because data on on 

historical default experience from international rating agencies like S&P and Moodys would suggest that99% corresponds 

only to a BB credit rating which is a junk bond rating. Moreover at a daily holding period, it would imply a VaR exceedance 

every six months or so. However, the 10 day holding period in the market risk amendment effectively made it a much higher 

confidence level.

The Basel choice of 99% was highly influential even outside the banking system. For example, when the Indian equity 

derivative market was first conceptualized (Gupta, 1998), the 99% VaR was the suggested for the margining system. 

However, the actual risk containment system with a multiplicity of margin components (including longer holding periods as 

well as additional components known variously as exposure margin, second line of defence or extreme loss margin) 

delivered protection levels much higher than 99%.

Basel-II credit risk models for the banking book in initial drafts used 99.5% VaR levels corresponding to credit rating at 

the border line between BBB and BB+ . The final Basel-II credit risk model (BCBS, 2004, para 272) is based on 

99.9%confidence level corresponding to a credit rating falling a little short of A-. In 2009, the Basel Committee proposed that 

even in the trading book, credit risk should be based on99.9% VaR levels. All these credit risk VaR levels are over a one year 

capital horizon.
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For a derivative clearing corporation, I believe that margins should be based on a risk coverage of about 99.95% with a 

one-day horizon. In terms of international rating agency standards, 99.95% corresponds roughly to A levels while a clearing 

corporation should be AAA rated. It would be necessary to rely on clearing corporation capital, broker capital and other 

cushions to achieve AAA safety for the clearing corporation while margins themselves provide only A level of safety.

It is doubtful whether it is possible to achieve AAA or even AA safety through marginsalone because a AA rating would 

have to be based on the 99.99% tail (and AAA would require the 99.997% tail) and these extreme tails are not amenable to 

reliable statistical estimation for fat tailed distributions.

In any case, exclusive reliance on margins is not a good idea. Since margins can be paid out of borrowed funds, they do 

not constrain the overall leverage in the system. It only ensures that when the excessive leverage leads to a failure, the losses 

fall on external sources of leverage and not on the counter parties or on the exchanges. Leverage (whether embedded or 

external) can be a source of systemic risk. A system of capital adequacy for brokers and other intermediaries is an essential 

element of risk containment in the derivative markets. Many analysts believe that weak capital adequacy systems for the 

large broker-dealers (investment banks) contributed to the fragility of the financial system in the United States.

IV. RISK MANAGEMENT IN INDIAN DERIVATIVE MARKETS

Stock Index Futures

From the time they were introduced in the beginning of this decade, the Indian equity derivative market has worked well 

without any serious defaults or settlement failures despite large volumes and high levels of volatility. To this extent, the risk 

containment system has worked quite well.

Nevertheless, there have been several serious concerns about the system:

• It has been argued with some justification that the high frequency with which margins are revised is itself a source of 

systemic risk. This has been discussed in the previous section.

• There has been a growing disconnect between the “Value at Risk” methodology to which the risk containment 

framework pays lip service and the actual system that is closer to modern coherent risk measures like“Expected 

Shortfall”.

• The actual risk containment system with a multiplicity of margin components(including the 2 scaling as well as 

additional components known variously as exposure margin, second line of defence or extreme loss margin) delivers 

protection levels much higher than the 99% Value at Risk level enshrined in the stated regulatory goal.

Varma presented an alternative margining system to address the above concerns based on analysis using data on the 

Nifty index for the period 1990-2008. The main proposals can be summarized as follows:

• It was proposed to set margins at a level equal to eight standard deviations corresponding to an expected shortfall 

measure at confidence level of 99.95%. This was to be in replacement of all margins and margin supplements levied 

currently including exposure margin or second line of defence or extreme loss margin as well the 2 scaling that is 

employed currently.

• A minimum margin of 8% was proposed to prevent the margin from going too low during a “Great Moderation”. The 

current system also incorporates a minimum margin for the same reason.

• It was proposed that margins (as a percentage of the underlying) would be revised only once a month and changes 

would be announced with sufficient notice to the markets. Specifically, the margin percentage for the next month 

would be based on data available on the 15th of the current month so that even after allowing for lags in computation 

and dissemination, it is possible to provide reasonable notice to the market.

• To allow margins to be kept constant for such long periods, the volatility would be estimated with lower weight on the 

last few days of data and more weight on longer stretches of data. Specifically, the smoothing parameter (lambda in 

RiskMetrics/IGARCH) was proposed to be set to 0.995 as opposed to the 0.94 used currently7. The value of 0.995 was 

arrived at by quasi maximum likelihood estimation since this is known to be a consistent and robust estimator for 

GARCH type models even if the distributions have fat tails.

Back-test results for the period August 1990 to August 2012 showed that margin violations under the proposed system 

were well under control. In a sample of over 4, 300 trading days, the 99.95% risk coverage requires a consideration of the 
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worst 2 or 3 days.

The three largest moves in terms of number of standard deviations during the above period were the following:

• On May 17, 2004, the Nifty dropped 8.63 standard deviations (12.24%) in response to some market unfriendly 

remarks by leaders of the left parties whose support was needed for the incoming government.

• The Nifty rose by 7.10 standard deviations (12.85%) on March 24, 1992 during the securities scam. After the exposure 

of the scam, the index had three moves of more than 10% during April and May 1992, but the volatility estimates by 

then were so high that these moves were less than six standard deviations.

• The Nifty rose 6.96 standard deviations (10.44%) on March 1, 1997 in response to the “dream budget” the previous 

day.

The proposed margining system (eight standard deviations) is slightly in excess of what is required to achieve an ES at 

the 99.95% level8. A margin level somewhere between 7½  and 8 standard deviations would be sufficient. The only margin 

violation is on May 17, 2004 where the index movement of 12.24% exceeded the margin of 11.34% by 0.90%.

The average margins and the range of margins are shown in Table 2. During the recent period, the margins range from 

around 9% to around 16% with an average of about 12%.The margins are higher in the more volatile 1990s.

Average, minimum and maximum margins 1990-2008, 1996-2008, 2001-12

Average 13.54% 12.71% 12.09%

Minimum Not meaningful 9.02% 9.02%

Maximum 23.94% 16.85% 16.24%

Table 2: Average, minimum and maximum margins under the system proposed in 

Varma recommended here as well

A structural break perspective might argue that the bad old days of an unreformed capital market of the early 1990s are 

irrelevant in today’s environment. If so, a flat 12% margin(Korean style) might be as good or better than the proposed system. 

It gives the same level of protection with a lower level of average margins!

Currency Derivatives

When exchange traded currency derivatives were introduced in India, the risk management system for these products was 

implicitly drawn from the system used for equity derivatives (Reserve Bank of India and Securities and Exchange Board of 

India). This is in my view a cause for concern because currencies are an ill behaved asset class compared to equities.

First, equities have relatively well defined fundamentals. Second, to a fair approximation, equity prices are market 

clearing prices so that the observed volatility of equity prices captures all relevant information about the volatility of supply 

and demand. Exchange rates by contrast have poorly defined fundamentals; purchasing power parity is the closest that we 

have to the fundamentals for exchange rates, but deviations from these fundamentals take several years to correct 

themselves.

Moreover, exchange rates are not often market clearing prices because of large scale central bank intervention. As 

such, highly volatile supply and demand can co-exist with low observed volatility of exchange rates.

The problem is that at some point of time, the central bank might decide to abandon its exchange rate stabilization 

policy and thus cause a large jump in the exchange rate in either direction. This is of course the well known peso problem in 

exchange rate theory.

The point is that the volatility estimated from past exchange rates contains no information relevant to the peso problem 

risk. When the jump materializes, it appears as a bolt from the blue to a GARCH or IGARCH risk model.

The jump might be less of a surprise to a model that tracks the volatility of reserves in addition to the volatility of 

exchange rates themselves. Even here, however, the timing of the jump would come as a surprise though the direction and 

magnitude of the jump might be less surprising.

There are broadly two alternatives for risk management of currency derivatives:

1. It is possible to have a flat margin that is completely unresponsive to currency market conditions. The rationale for such 

a system would be that currency risk is dominated by jump risk and this risk is unpredictable (at least in respect to the 
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timing of the jump). The simplest robust margin system is one that assumes that a jump could happen at any time and 

imposes a margin that protects against a fairly large jump at all times. After the introduction of market determined 

exchange rates (LERMS) in March 1992, the most extreme percentage move in the rupee dollar rate was the 3% move 

on September 14, 1995. A flat margin set at this level would provide coverage at the 99.95% level over this period. 

From a regime switching perspective, however, one would worry about two things:

• The devaluation of the currency in mid 1991 and early 1992 during the transition to managed floating was 

several times this level.

• O ther emerging market currencies comparable to India in terms of the size of the economy, the level of foreign 

exchange reserves and the quality of national leadership have witnessed much larger single day moves at times of 

crisis.

2. It is possible to design a margining system that responds to the volatility of supply and demand as measured not only by 

exchange rate volatility but also the volatility of foreign exchange reserves and interest rates. Implied volatility of 

currency options (particularly risk reversals) might also provide valuble information. Risk management systems that 

take this approach would attempt to predict the timing of jumps and impose high margins only when the probability of 

jumps is quite high.

In this light, I worry about the potential risk that the Indian currency futures market could turn out to be seriously under 

margined at times of stress. Needless to say, the same risk exists in OTC currency positions as well.

Interest Rate Derivatives

Interest rate derivatives are somewhere in between stocks and currencies in terms of having better defined fundamentals 

than currencies and less exposure to the pesoproblem. Nevertheless, interest rates are exposed to moderate jump risk. 

Moreover, the volatility of interest rates may need to be supplemented by the volatility of key elements of the central bank 

balance sheet (including but not limited by foreign exchange reserves).

Also, the higher volatility of interest rates on and around monetary policy announcements needs to be factored into the 

risk management system.

In the Indian context, a structural break perspective would ignore the extreme volatility observed on January 16, 1998 

as belonging to a different era. From a regime switching perspective, this is precisely the kind of volatility that could easily 

return to the market at times of exchange rate stress. I would believe that a robust risk management system in interest rate 

products should assess the likelihood of such stress by measuring the volatility of exchange rates, interest rates and key 

central bank balance sheet components.

V. BEYOND SPAN: THE FUTURE OF RISK MANAGEMENT

As argued in Section I, derivative exchanges have by and large avoided the worst of the three pitfalls of value at risk, normal 

distributions and linear correlations that have sunkother risk management systems. This paper argues however, that there are 

significant advantages in designing risk management systems that explicitly incorporate coherent risk measures, fat tailed 

distributions and non linear dependence structure.

Coherent Risk Measures

In addition to the four core axioms defining coherence, Artzner et al also proposed an Axiom of Relevance: “Position that 

can never make a profit but can make a loss has positive risk”. For scenario based measures, the requirement can be stated 

differently as requiring consideration of a Wide Range of Scenarios: “Convex hull of generalized scenarios should contain 

physical and risk neutral probability measures.”

Though, SPAN is a coherent risk measure, it does not satisfy this additional requirement because in my opinion, it has 

too few scenarios. For example, if the price scanning range is set at ± 3s, then there are no scenarios between 0 and s which 

covers a probability of34% under the normal distribution.

There are two possible solutions to the problem of non linear positions that have large losses in between two scenarios:

1. We can increase the number of scenarios. If the risk is defined in terms of the worst 1% outcomes (99% VaR or ES), it 

would make sense to have a scenario ateach percentile of the distribution of the underlying. With today’s 
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computational power, this increase in the number of scenarios is eminently affordable. If risk is defined at higher 

coverage levels (99.95% VaR or ES), the increase in the number of scenarios can prove challenging.

2. With the same set of scenarios, we can estimate the risk of option positions better by using a delta-gamma 

approximation. The portfolio values and deltas at neighboring scenarios allows the gamma of the portfolio to be 

estimated. The delta-gamma approximation is equivalent to fitting a quadratic curve that passes through the scenario 

points. The maximum loss under this quadratic curve can be determined analytically without computing any 

additional scenarios.

Both the alternatives – increasing the number of scenarios and using a delta-gammaapproximation can be combined 

to get even higher accuracy.

The delta-gamma approximation provides a way of estimating the ES without too much additional effort. The 

approximation represents the loss as a piece wise quadratic function– between two scenarios, the loss is represented by a 

quadratic function. This quadratic can be integrated analytically over the interval between two neighboring scenarios. By 

adding up the integrals over the various intervals, we obtain the ES of the portfolio.

Fat Tails

The delta gamma approximation discussed above does not adequately address the tails of the loss distribution. The problem 

can be reduced by adding scenarios in the far tails. SPAN already has the idea of extreme scenarios which are weighted less 

than other scenarios while considering the worst case loss. It is possible to extend this idea further by considering even more 

extreme scenarios with even lower weights. Beyond the furthest scenario, it is necessary to use a delta approximation (it is 

not possible to use adelta-gamma approximation).

In addition, it is convenient to assume that the tail follows a power law. In this case, ES can be approximate in the tails 

using the tail index: ES= (h/h-1)VaR

With this approximation, we have a robust risk measure (approximate ES) that satisfies the core axioms of coherence as 

well as the axiom of relevance.

Multiple Under Lyings: Correlations and Copulas

Derivative exchanges have used a very conservative approach to the problem of correlations. SPAN simply aggregates 

margins across under lyings without any benefit for diversification and portfolio hedges. The only exception is that it provides 

some margin offsets for inter commodity spreads in closely related under lyings. This very conservative approach has helped 

derivative exchanges to weather many financial crises without serious distress.

Banking regulators on the other hand allow banks to uses correlations and assume multivariate normality to compute 

the portfolio risk with full benefit of diversifications and portfolio hedges. During periods of turmoil, however, correlations 

are often unstable and the assumed diversification benefits may disappear. Extreme price movements are more correlated 

than usual. It is not possible to protect the exchange simply by assuming a higher correlation than the historical average. This 

is because low correlation under margins long-only portfolios while high correlation under margins long-short portfolios. 

Therefore instability of correlations in either direction can be dangerous for the risk managers.

For example if x lies between –1 and +  1 and y =  x2 , then x and y are uncorrelated though

y is perfectly dependent on x.

Copulas provide the mathematical machinery to model non linear dependence. They are the way to go to measure 

risk at a portfolio level without relying on ad hoc margin offsets.

The Gaussian copula postulates a linear relationship between two variables. If the correlation is zero then the two 

variables are unrelated. This is shown in the scatter which presents a circular pattern. There are hardly any instances of a 

simultaneous extreme movement in both variables. It is well known that the Gaussian copula implies negligible tail 

dependence.

This must be contrasted with the non linear dependence of the t-copula shown in Figure 4.

Here also the correlation is zero signifying the absence of a linear relationship. The two variables are individually 

normally distributed as in the earlier diagram. However, there is a non linear dependence. The scatter plot looks like a square 

and simultaneous extreme movements in both variables are seen. If we were modelling the relationship using correlations, 
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then in times of market stress, it would appear that two previously uncorrelated variables have become highly correlated. In 

fact, the dependence relationship has been stable but was non linear to begin with.

Multivariate normality (the Gaussian copula) is computationally very attractive – it solves the curse of dimensionality as 

the portfolio distribution is univariate normal. To retain computational tractability, the use of a unidimensional mixture of 

multivariate normals is attractive as it reduces to numerical integral in one dimension. With modern computational power 

univariate umerical integration in one dimension is quite feasible.

The Adverse Selection Problem

The clearing corporation provides a service similar to that of insurance and the concept of adverse selection is applicable to it 

as well. In this context, the margins imposed by the clearing corporation play a role similar to the premium charged by 

insurance companies. Adverse selection therefore implies that positions that are under-margined would beheavily used 

while those that are over-margined would be less popular. Even if the margins were right on average for randomly chosen 

positions, they would be too low for the actual positions chosen by traders.

Adverse selection arises essentially because as emphasized in the limits to arbitrage literature, arbitrage is often 

constrained by leverage. Arbitrageurs therefore seek under margined portfolios.

We can think of this as a two stage game:

• Exchange moves first – announces the SPAN scenarios

• Arbitrageur moves second – chooses portfolios

Defaults by a few traders is not damaging to the exchange. What is critical is large scale or systemic defaults. The 

exchange (or its clearing corporation) is short options on each trader’s portfolio with strike equal to portfolio margin. The 

position of the clearing house is thus a portfolio of such short options. One can then ask the question: What price scenarios 

would create the worst loss to exchange (aggregated across all traders)? The exchange can then add these scenarios to the 

margining system dynamically.

The determination of the worst loss scenarios might appear to be the same as stress testing, but it is actually an “inverse 

problem.” Instead of starting with specified scenarios and finding the loss under these scenarios, the idea is to specify an 

extreme loss level and determine the most likely scenario that could lead to this loss. Fournie, Lasry and Lions present some 

promising ideas on solving a similar problem by computing Finslerian geodesic paths.

VI. CONCLUSION

Derivative exchanges have fared much better banks during the global financial crisis as their models were more robust even 

if they appeared crude in comparison to the internal models of the large banks. This is an important lesson and risk managers 

must continue to emphasize robustness in their models. Sophistication and market calibration should never be pursued at 

the cost of robustness.

However, it would be a mistake for exchanges to become complacent about their margining systems. Risk 

management is a rapidly evolving field with new methods being developed constantly. Growing computational power is also 

making previously infeasible approaches increasingly practicable. Risk managers must be continually striving to adopt the 

best models that are both robust and computationally tractable.

Derivative exchanges in India need to look carefully at their margining methodology and eliminate certain elements 

that could contribute to the fragility of the risk management system. Specific recommendations have been given in the paper 

about stock index futures and currency futures. Similar analyses have to be performed about other derivative products as 

well.
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ABSTRACT

With the rapid increase of alcohol consumption in developing countries like India, especially at 

workplace, alcoholism is a major problem to be dealt with. The work performance of employees is 

affected by heavy drinking in number of ways. If an employee is suffering from some alcohol 

problems, it can create a hostile working environment and damage a company’s good name. The 

drinkers are responsible for health care costs, the cause for lower profits and five times more likely 

to file a worker’s compensation plan. This article highlights the problem of alcoholism at workplace 

and its effects on work performance of employees in a number of ways. Factors contributing to 

employee’s alcohol consumption are also discussed. And further this paper also focuses on the 

ways to deal with alcoholism at workplace.

Keywords: Alcoholism, Workplace Policies, Alcohol Consumption, Work Performance, Dealing 

with Alcoholism

INTRODUCTION

Alcohol consumption has been steadily increasing in developing countries like India and decreasing in developed countries 

since the 1980s. Indian industry has recently begun to recognize the problems related to alcohol and some programs have 

been instituted to help excessive drinkers, although most of the work force still does not have access to these. A study shows 

that 20% of absenteeism and 40% of accidents at workplace are related to alcohol, annual loss due to alcohol was estimated 

to be Rs/- 70000 to 80000 million.

The pattern of drinking to intoxication is more prevalent in developing countries indicating higher levels of risk due to 

drinking. About 10% to 15% alcohol users develop alcohol dependence and become alcoholics. Anybody can become an 

alcoholic- whatever the age, education, intelligence or socio-economic status is. Over the time when an alcoholic person 

becomes dependent on alcohol he/she increases the quantity or frequency and continues drinking even though alcohol 

causes problem to his health, work life, family or social relationships.

Dealing with alcoholism at the workplace is a major problem to be dealt with. Heavy drinking affects work 

performance in a number of ways. When compared to their sober counterparts, drinkers are more frequently absent, are less 

efficient, have more accidents at work and also show maladjustment with other workers which leads to overall decreased 

performance. A study by Senthilnathan et.al (1984) demonstrated maladjustment among alcohol dependent workers when 
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compared to non-drinkers. Further, drinkers are responsible for health care costs, the cause for lower profits and five times 

more likely to file a worker’s compensation plan. An employee with an alcohol problem can create a hostile working 

environment and damage a company’s good name.

FACTORS CONTRIBUTING TO EMPLOYEE’S ALCOHOL CONSUMPTION

In this modern age drinking is considered as a vital part of the parties, conferences and other events organized in corporate 

sector or in other organizations. Drinking is generally associated with workplace culture and acceptance of drinking, 

boredom at work and availability of alcohol. Stressors at home and at work can also contribute to the extent to which alcohol 

is consumed. Few of these are:

1. Dirty and noisy work environment: If the environment at work is noisy, dirty, uncomfortable and neglected then the 

employee can feel exertion and easily gets depressed. This can lead him to be motivated towards the alcohol 

consumption for stress relief.

2. Unreasonable deadlines and performance targets: If employees are given unreasonable, arbitrary deadlines and 

higher performance targets then it can cause stress among employees. They drive up costs, lower morale and create 

anxiety and frustration among employees. Such employees can be motivated towards alcohol consumption.

3. Bullying, Harassment or victimization in the workplace: Sometimes bullying at workplace in which by using some 

aggressive or abusive language or by behaving in an aggressive or unreasonable behavior the coworker is mentally 

harassed which can negatively impact or destroy him/her. Workplace bullies can be managers, coworkers, 

subordinates and even clients. This include- Ridiculing, undermining, screaming and yelling at the target. Nitpicking 

and paying attention to unimportant details. Threatening the target job, reputation or work status, creating unrealistic 

deadlines, duties and work demands. This leads to stress and frustration among employees.

4. Alcohol Availability: The work settings where alcohol is physically or socially available may promote alcohol among 

employees during breaks and work-related events. These days often offering alcohol in official parties or gatherings is a 

must. The employees are thus tempted towards alcohol consumption.

5. Workplace Alienation or Lack of Participation in decision making: If work demands are too high, employees are 

feeling boredom at workplace, they are not given opportunity to participate in decision making and interpersonal 

conflicts with supervisors and workers can work as stressors for the employees. Alcohol consumption is often 

associated with these stressors. Work place culture, work-family conflict, Low Salary and incentives etc. also can work 

as stressors and lead an employee towards alcohol consumption.

Dealing with Alcoholism in The Work Place

The first step for employers is to formulate an accurate policy to deal with alcohol problems in employees. For this the 

management can seek advice from a specialist. After understanding the exact problems in the organizations a draft for 

workplace alcohol policy should be developed and then it should be circulated among all the employees of the organization 

for the feedback of the employees. Some employees may accept it while some may reject the policy. Now all the feedback 

must be put together and considered by organizing a meeting. The policy should be redrafted as appropriate and submitted 

for final approval. Clearly, a workplace alcohol policy should be a written document which applies to all workers at the 

workplace. It should be developed by management and workers or their representatives working together. This should be a 

team work. To be effective it needs to have the total commitment of management. The aim of any workplace policy should 

be prevention, education, counseling and rehabilitation and it should be part of an organization’s overall occupational 

health and safety strategy. The policy should be well publicized within the workplace and provide for a suitable information 

and education program for all staff. Employees’ assistance or counseling services can be used to deal with alcoholism in the 

workplace. Because not only work environment becomes hostile, the family of the employee also suffers due to this 

alcoholic problem. These employer-sponsored services are designed to assist employees and their families with managing 

work and life’s daily challenges. These services includes counseling and necessary medical or psychiatric services which 

helps the employees to tackle with daily life issues, to perform effectively at job, identifying and resolving workplace 

challenges before they result in high medical and disability costs and promote a healthy lifestyle. Organizations can establish 

in-house counseling services or refer employees to external counseling services provided by either private consultants or 

community based organizations and all the information of employee should be kept confidential during counseling sessions. 

Time to time evaluation of Employee Assistance Programs (EAPs) must be done to ensure that it is meeting the need of the 
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organization. It should provide all reports to the company indicating the performance of employees. The reports should also 

include any work related OHS (Occupational Health and Safety) matter which may be increasing the risk of alcohol 

consumption by employees. Workplace testing of employees can be done only when there are existing legislative provisions 

or when workplace parties are in agreement that making testing available may be appropriate in certain circumstances.

CONCLUSION

To conclude it can be said that Alcohol consumption plays a part in and around work both as a perceived antidote to the 

pressures of the modern workplace and as a way to socialize or network with clients and colleagues. Over the time when an 

alcoholic person becomes dependent on the alcohol he/she increases the quantity and frequency and continues drinking 

even though alcohol causes problem to his health, work life, family or social relationships. An employee with an alcohol 

problem can create a hostile working environment and damage company’s good name. It can reduce the productivity of an 

organization causing increased sickness absence from work, the inability to work and premature deaths among 

economically active people. Dealing with alcoholism at workplace is a major problem to deal with. After understanding the 

exact problems in the organization suitable workplace alcohol policies should be developed together. The management and 

the workers or their representatives can contribute to the prevention, education, counseling and rehabilitation of the 

employees under influence. Employee Assistance Programs can be used to assist employees and their families with 

managing work and life’s daily challenges. Last but not the least an alcohol policy must specify the scope of everyone’s 

responsibility to contribute to the management of the problem. It should also specify the grounds for transfer, demotion or 

dismissal for breaches of the policy and number of warnings should be given to staff regarding indiscipline in the 

organization.
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ABSTRACT

The economic reforms in India started in early nineties, but their outcome is visible now. The 

commercial banking industry like many other financial service industries is facing rapidly changing 

market. New technologies, economic uncertainties, fierce competition and more demanding 

customers and the changing climate have presented an unprecedented set of challenges. Major 

changes took place in the functioning of Banks in India only after liberalization, globalisation and 

privatisation. It has become very mandatory to study and to make a comparative analysis of 

services of Public sector Banks and Private Sector banks.

The purpose of this study is to compare the public sector banks and private sector banks in 

terms of customer satisfaction and to study the various variables of service quality using SERVQUAL 

model .Four banks have been selected two each from the two bank groups; State Bank of India and 

Punjab National Bank from public sector banks, ICICI Bank and HDFC Bank from Private Sector 

banks have been taken for consideration. The research work uses both the sources of information, 

i.e. Primary and Secondary Sources with 400 valid questionnaires .The survey was conducted in 

Delhi-NCR region during the period of eleven months from August 2013 to June 2014. Finally the 

study concludes by giving some recommendations to improve in the area where these banks do 

not meet the expectation of their customers. This study concluded that private sector banks are 

more preferred by majority of the customer as they emphasize more upon relationship building 

with their clients and are better equipped with modern infrastructure as compared to public sector 

banks.

Keywords: Banking, Public Sector, Private Sector, Customer Satisfaction, Service Quality.

INTRODUCTION

Globalization, liberalization, deregulation have resulted in a sea change in the form of time and cost effective consumer 

banking services (Javalgi, 1992). These competitive innovations have made bank customers more concerned about their 
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money value and surrounding environment that leads to high customer expectations from service providers. In fact the 

customer expectations rise with the use of latest technology, like on-line services or e-banking, inspiring them to explore the 

alternatives available to all from around the world and eventually arming them with an unprecedented amount of market 

knowledge (Parasuraman, 2000). The most significant achievement of the financial sector reforms has been the marked 

improvement in the financial health of commercial banks in terms of capital adequacy, profitability and asset quality as also 

greater attention to risk management. Further, deregulation has opened up new opportunities for banks to increase revenues 

by diversifying into investment banking, insurance, credit cards, depository services, mortgage financing, securitisation, etc. 

At the same time, liberalization has brought greater competition among banks. For service sector companies such as 

banking, the issues and challenges of service quality are of the utmost significance. Quality is thus relative and subjective and 

depends on the perceptions and expectations of the customer with respect to the service offered. The link between service 

quality and customer satisfaction has been subjected to intense scrutiny by a few service quality researchers (Bolton and 

Drew, 1994; Bitner and Hubbert, 1994). In the changed environment creating new customers and retaining the existing 

ones have become difficult tasks for banks. To meet the competition, creating satisfaction of customers has become primary 

objective of each bank. Banks these days provide a variety of services ranging from opening a savings account to internet 

banking, granting loans to selling insurance, providing locker facilities to transferring money abroad. Their customers come 

from all classes of society from a salaried group to a Multi National Corporation having its business activities all around the 

world. The banks have to satisfy all the customers belonging to different social groups. The banking has therefore become 

more complex and requires specialized skills.

Such analysis will provide the banks with a quantitative and qualitative estimate of their services as perceived by their 

customers.

REVIEW OF LITERATURE

Comparison of services by banks is under active and extensive discussion among academicians and bank personnel. Survey 

and research have been conducted both by academic researchers and practitioners on the various aspects of services by 

banks in particular both in India as well as abroad. Higher satisfaction increases willingness of buyers to pay price premiums, 

provide referrals, and use more of the product (Reichheld, 1996; Anderson and Mittal, 2000), and finally results into higher 

levels of customer retention and loyalty (Fornell, 1992; Anderson and Sullivan, 1993; Bolton and Rath, 1998). A firm’s future 

profitability depends on satisfying customers in the present and retained customers are viewed as revenue producing assets 

for the firm. Improved customer satisfaction need not entail higher costs, in fact, improved customer satisfaction may lower 

costs due to a reduction in defective goods, product re-work, etc. Customer satisfaction and retention that are bought 

through price promotions, rebates, switching barriers, and other such means are unlikely to have the same long-run impact 

on profitability as, when such attitudes and behaviours are won through superior products and services (Anderson and 

Mittal, 2000).

Customer Satisfaction

Customer satisfaction is generally described as the full meeting of one’s expectations. Customer satisfaction is the feeling or 

attitude of a customer towards a product or service after it has been used. Customer satisfaction is a major outcome of 

marketing activity whereby it serves as a link between the various stages of consumer buying behaviour. A comparative study 

of public and private banks with respect to perceptions of customers regarding service quality was made and was found that 

service quality is associated with satisfaction and there was significant difference between quality of services provided by 

banks in smaller cities are far behind big cities in this regard (Sharma S, et al-2007). The relationship between service quality 

and customer satisfaction in Indian banking sector were found to be independent but closely related. Both constructs were 

found to vary significantly in core services ie, human element, systematization of service delivery, tangibles and social 

responsibility (Suresh chandar (2002).

Service Quality Model

This paper attempts to focus the implication of SERVQUAL scale for measuring service quality in terms of the differences 

between the customer expectations and their perceptions regarding the service consumed. Measuring service quality had 

always been a challenge for service providers because of the intangible and most notably the inseparable and heterogeneous 

nature of service. As such services are more akin to performances rather than objects. These distinctions enabled 

Parasuranam, Zeithmal & Berry (1985) to develop an instrument for measuring Service quality, SERVQUAL, which has 
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subsequently dominated both academic and practitioner perspectives (Buttle, 1996; Robinson, 1999). SERVQUAL 

measures perceptions of service quality across five dimensions: tangibles; reliability; responsiveness; assurance and 

empathy.

SERVQUAL (an acronym derived from the term “Service Quality”) is a well tested survey method for measuring service 

quality which focuses on five service quality dimensions. SERVQUAL surveys usually include 22 service areas distributed 

throughout the five service quality dimensions. The survey often asks the customers to provide two different ratings on each 

attribute- one reflecting the level of service they would expect from excellent companies in a given sector and the other 

reflecting their perception of the service delivered by a specific company within a sector. The difference between the 

expectation and perception rating constitutes a qualified measure of service quality.

RESEARCH OBJECTIVES

1. To measure the customer’s expectation, perception, and the level of satisfaction towards the services provided by the 

public and private sector banks.

2. To study customer perception in terms of the tangibles, empathy, assurance and reliability dimensions of service 

quality across public and private sector banks.

3. To know which service quality dimension the bank is performing well and in which dimension it needs improvement.

RESEARCH METHODOLOGY AND RESEARCH DESIGN

The objective of this descriptive research is to explore the dimensions of customer perceived service quality in the context of 

the Indian retail banking industry. Present study has been restricted to time period of eleven months from August 2013 to 

June 2014 in Delhi NCR region. SBI and PNB banks have been taken as representative units of public sector banks and ICICI 

and HDFC banks have been taken as representative units of private sector banks. A survey of 450 people has been 

conducted who are the general customers of one of the four banks .Out of which 400 valid questionnaires are received. 

Doctors, businessmen, professors and persons from self employed category, etc, have been surveyed.

Data Collection

The study relies on both primary and secondary data. Primary data were collected from men and woman respondents living 

in Delhi-NCR using the questionnaire and personal contact approach. The respondents were approached personally in 

order to seek fair and frank responses. Secondary data has been collected from the internet, magazines, published reports 

and the fact sheets of SBI Bank, PNB Bank, ICICI Bank, HDFC Bank. The survey instrument that was used to collect primary 

data was the SERVQUAL questionnaire. The questionnaire consisted of two major sections. Section I consisted of two sub-

sections. Sub-section one measured the customer’s expectations regarding service quality for the banking sector and 

consisted of 27 items. The other sub-section measured the extent to which their current bank was engaging in the stated 

practice (27 items). Section II consisted of 10 questions with an aim to capture the demographic profile of the respondents.

Hypothesis

The following hypotheses are therefore proposed:

H1 : There is no significant difference between customer expectation and customer perception of public banks 

regarding service quality.

H2 : There is no significant difference between customer expectations and customer perception of private banks 

regarding service quality.

H3 : There is no significant difference between the two groups of banks with respect to the expectations of the 

customers.

H4 : There is no significant difference between the two groups of banks with respect to the customers’ perception.

SERVQUAL Scale

A set of service quality parameters, drawn from servqual model (Parasuraman et al., 1984, 1988) have been used to 

understand customer satisfaction with respect to the public and private sector banks. The SERVQUAL method from Valarie 
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A. Zeithaml, A. Parasuraman, and Leonard L. Berry is a trusted technique that can be used for performing a gap analysis of an 

organization’s service quality performance against customer service quality needs.

The SERVQUAL scale includes five dimensions: Reliability, Tangibility, Responsiveness, Assurance, and Empathy. Within 

each dimension there are several items measured on a five-point Likert scale from strongly agree to strongly disagree, for a 

total of 27 items. The five-point scale used for the study is:

• Strongly Disagree - 1

• Disagree - 2

• Neutral -3

• Agree - 4

• Strongly Agree - 5

The SERVQUAL dimensions under study are:

Table 1. Dimensions of Service Quality

Dimensions Factors

Reliability Ability to perform the promised service dependably and accurately.

Tangibility Physical facilities, equipments and appearance of personnel.

Responsiveness Willingness to help customers and provide prompt service.

Assurance Knowledge and courtesy of employees and their ability to inspire trust and confidence.

Empathy Caring and individualized attention that the firm provides to its customers.

The paper seeks to identify the areas where initiatives can be taken by the banks in order to instil a customer centric 

culture, therefore GAP between customer’s expectation and perception related to public and private sector banks has been 

studied. The research is undertaken to study and understand the applicability of servqual model to private and public sector 

banks and identify the critical variables that customers seek from a quality service delivery.

DATA ANALYSIS & FINDINGS

The collected data in the study has been presented and analyzed using the various graphs for satisfaction level, score of 

various factors on the particular dimensions, and overall dimension score and is compared with other service.

The respondents were contacted on a personal basis as well as through email. Their experience was captured through 

the questionnaire. Analysis of the information has been done by using the statistical package SPSS version 20. Conclusion 

and findings have been derived from analysis and interpretation of data.

Background Of Respondents

Table 2 shows the demographic profile of respondents.

Table 2. Demographics of Respondents

      Customer Characteristics              Category Public Banks Private Banks Total

(n= 200) (n= 200)

Gender Male 55% 63% 59%

Female 45% 37% 41%

Total 100% 100% 100%

Age 18-25 19% 23% 21%

26-35 33% 35% 34%

36-45 24% 22% 23%

46-55 13% 15% 14%

55 & above 11% 5% 8%

Total 100% 100% 100%
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(Table Cont...)

      Customer Characteristics              Category Public Banks Private Banks Total

(n= 200) (n= 200)

Qualification Undergraduate 3% 5% 4%

Graduate 35% 33% 34%

Postgraduate 37% 41% 39%

Doctorate 5% 15% 10%

Others 20% 6% 13%

Total 100% 100% 100%

Annual Income <  1 Lakh 1% 1% 1%

1 Lakh to 2.5 Lakhs 11% 15% 13%

2.5 Lakhs to 5 Lakhs 31% 27% 29%

5 Lakhs to 10 Lakhs 33% 35% 34%

Above 10 Lakhs 24% 22% 23%

Total 100% 100% 100%

Occupation Student 2% 2% 2%

Government Employee 25% 29% 27%

Private Employee 37% 33% 35%

Professional/Self Employed 24% 28% 26%

Housewife 2% 2% 2%

Retired 10% 6% 8%

Total 100% 100% 100%

Frequency of Visit to Branch Daily 0% 0% 0%

Several Times in a week 2% 2% 2%

2-3 times a week 3% 3% 3%

Once a week 5% 5% 5%

Several times in a month 7% 5% 6%

2-3 times in a month 7% 5% 6%

Once in a month 15% 17% 16%

Several times in a year 26% 28% 27%

2-3 times in a year 27% 23% 25%

Once in a year 8% 12% 10%

Total 100% 100% 100%

Marital Status Married 55% 47% 51%

Single 45% 53% 49%

Total 100% 100% 100%

Duration of Account Relationship 0-3 Years 20% 18% 19%

3-6 Years 32% 46% 39%

6-10 Years 30% 22% 26%

above 10 Years 18% 14% 16%

Total 100% 100% 100%

Source: Field Survey

Reliability Test

The Cronbach’s alpha reliability test has been used for each dimension to identify the validity of items forming that 

dimension used in survey. According to Hendrickson et al (1993) and McGraw and Wong (1996) the alpha of a scale should 

be greater than 0.700 for items to be used together as a scale. Therefore minimum 0.700 coefficient alpha values accepted 

to finalize the item validity. As per shown in Table 2 shows that all dimensions have appropriate reliability.
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Table 3: Reliability Statistics for Servqual Dimensions

Cronbach’s-Alpha

Reliability Tangibility Responsiveness Assurance Empathy

4 Items 7 Items 5 Items 6 Items 5 Items

0.816 0.905 0.87 0.895 0.873

Service Quality Gap Analysis

The data is analyzed by finding the mean scores of the various servqual dimensions both for expectations and perceptions. 

Such mean scores are compared with each other to find the gaps between expectations and perceptions. The analysis shows 

that there is a major difference between the service quality expectations versus perceptions of the customers for all the 

banks.

Table 4: Gap Score Analysis of Private Sector Banks and Public Sector Banks:

Comparison of Average gap score

Bank

Dimension ICICI HDFC SBI PNB

Reliability 1.35 0.28 1.13 0.64

Tangibility 0.46 0.4 0.85 0.42

Responsiveness 1.45 1.03 1.2 1.01

Assurance 1.74 0.9 0.52 0.61

Empathy 0.68 0.78 1.32 0.67

Table 5: Weighted Score Analysis

Comparison of weighted score

Bank

Dimension ICICI HDFC SBI PNB

Reliability 1.11 1.50 1.23 1.27

Tangibility 1.93 1.98 0.92 1.65

Responsiveness 0.62 0.93 0.39 1.01

Assurance 0.94 0.88 2.92 1.92

Empathy 1.37 1.11 0.70 0.52



• For reliability the minimum gap score is for HDFC bank followed by PNB, SBI and ICICI.

• For tangibility the minimum gap score is for HDFC bank followed by PNB, ICICI and SBI.

• For responsiveness the minimum gap score is for PNB bank followed by HDFC, SBI and ICICI.

• For assurance the minimum gap score is for SBI bank followed by PNB, HDFC and ICICI.

• For empathy the minimum gap score is for PNB bank followed by ICICI, HDFC, and SBI.

• For ICICI bank tangibility is best amongst all other dimensions, which shows that customers are satisfied with visually 

appealing facilities, online banking facilities, time saving technology facilities and facilities for senior citizens of the 

bank.

• For HDFC bank Reliability is best amongst all other dimensions, which shows that customers are satisfied with timely 

services, error free records and sincerity of solving customers problems of the bank.

• For SBI and PNB bank assurance is best amongst all other dimensions, which shows that customers are satisfied about 

the safety of their transactions with the bank.

• ICICI and HDFC bank should emphasize on improving their services on responsiveness and Assurance.

• SBI and PNB should emphasize on improving their services on responsiveness and empathy.

• If we look at both the public sector banks, empathy is common dimension for which both the banks have got less 

weighted score which shows that customers are not getting individual attention so SBI and PNB should improve their 

services on empathy dimension.

• In private sector banks, assurance is common dimension which have got less weighted score. ICICI and HDFC should 

build confidence and trust in their customers regarding the safety of their transactions and other services provided by 

the banks.

CONCLUSION

The statistical analysis through SERVQUAL analysis and Cronbach’s Alpha shows that there exists a gap between the 

customer expectations and perceptions in the Banking sector. The expectation of bank customers is higher than their 

perception as suggested by Parasuraman et al. (1988). This gap varies across the banking sector with Public Sector Banks 

showing the widest gap and Private Sector Banks showing a narrow gap. Factor analysis showed that tangible, assurance , 

empathy and reliability dimensions are the explanatory variables predicting customer satisfaction in India. Tangibles have 

the highest impact on overall customer satisfaction. The largest discrepancy between the customer expectations and 

perceptions is in terms of empathy which includes Bank locations and ATM machines in convenient places and telebanking 

and internet banking facility. This is the major source of concern for Indian banking industry as a huge service quality gap 
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exists for all the banks in this category. The findings from the statistical analysis show that customers of public sector banks 

neither agree nor disagree i.e. are neutral about the service quality offered by the banks. Apart from empathy they need to 

focus on reliability and tangibles as customers today are looking for tele-banking and internet banking facilities and 

aesthetics is also a key determinant of service quality. Overall-satisfaction of a customer from his bank is very necessary 

because this is the only factor that helps any organization to increase its business because a delighted customer will give you 

one more customer but an unhappy customer will curtail your ten customers.

LIMITATIONS OF THE RESEARCH STUDY

The limitations of the study are discussed as follows:

a) The study is limited to the study of expectations and perceptions of customers having an account in public and private 

sector banks.

b) The perceptions and expectations are limited to the time period of study.

c) The perceptions of the respondents are limited to the place of the study.

d) The study is limited to the Delhi-NCR region of India.

e) The sample of the study consisted of only 400 respondents due to time constraints.
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“Historically, leaders in most organizations have neglected emotions in the workplace. Today we realize that 

emotions are very much a part of workplace success. How individuals respond to real situations each and 

every day and what organizations do to foster productive emotional responses can make the difference 

between the organization that stumbles and the organization that thrives.”

– Marcia Hughes, President, Collaborative Growth

NEED OF THE HOUR IN VUCA TIMES

It is said that organizations today must strive to become more emotionally intelligent. The success – indeed the very survival 

of organization depends on whether it has EQ in its DNA or not. EQ’s importance in the organizations has emerged in the 

recent years. Organizations appreciate that technology or tools alone will not enable them to progress, but it’s employees’ 

ability and performance that can make a large impact (Butler & Chinowsky, 2000). In recent years, many workplaces have 

stressed on the importance of emotional intelligence (Lindebaum & Cartwright, 2010). Many authors indicate that 

emotional skills are needed for the utility of organizations, for instance, sensitivity towards others, empathy, and emotional 

regulation (Goleman, 1998; Gabriel & Griffiths, 2002). In today’s times, which is characterized by VUCA (Volatile, 

Uncertain, Complex & Ambiguous) the very existence of organizations existence and life span is under continuous scanner. 

In such an environment, the organizational culture at the macro level and emotional intelligence at the micro level – 

becomes a relevant and interesting area of exploration and discussion.

‘Organizational culture is not just another piece of the puzzle, it is the puzzle. From our point of view, a culture is not 

something an organization has, a culture is something an organization is’, writes Pacanowsky & O’Donnell (1982). 

Organization Culture (OC) is not just a phrase, a fad, a term or just another chapter in OB which can be put aside by referring 

it as “oh…see”. It’s a life force. A 2003 Harvard Business School study reported that culture has a significant impact on an 

organization’s long-term economic performance. The study examined the management practices at 160 organizations over 

ten years and found that culture can enhance performance or prove detrimental to performance. Organizations with strong 

performance-oriented cultures witnessed far better financial growth. Michael Watkins, the cofounder of Genesis Advisers, 

and author of The First 90 Days: Proven Strategies for Getting Up to Speed Faster and Smarter points out - If you want to 

provoke a vigorous debate, start a conversation on organizational culture. While there is universal agreement that (1) it 

exists, and (2) that it plays a crucial role in shaping behavior in organizations, there is little consensus on what organizational 

culture actually is, never mind how it influences behavior and whether it is something leaders can change. Wikipedia defines 

it as - Organizational culture is the behavior of humans within an organization and the meaning that people attach to those 

behaviors. Culture includes the organization’s vision, values, norms, systems, symbols, language, assumptions, beliefs, and 



Organizational Culture & Emotional Intelligence t61

habits. It is also the pattern of such collective behaviors and assumptions that are taught to new organizational members as a 

way of perceiving, and even thinking and feeling. Organizational culture affects the way people and groups interact with 

each other, with clients, and with stakeholders.

It will be contextual to look at some of the definitions of OC at this juncture:

A set of common understandings around which action is organized . . . finding expression in language whose nuances are 

peculiar to the group (Becker and Geer 1960).

A set of understandings or meanings shared by a group of people that are largely tacit among members and are clearly 

relevant and distinctive to the particular group which are also passed on to new members (Louis 1980).

A system of knowledge, of standards for perceiving, believing, evaluating and acting . . . that serve to relate human 

communities to their environmental settings (Allaire and Firsirotu 1984).

Any social system arising from a network of shared ideologies consisting of two components: substance-the networks 

of meaning associated with ideologies, norms, and values; and forms-the practices whereby the meanings are expressed, 

affirmed, and communicated to members (Trice and Beyer 1984).

By culture I mean the shared beliefs top managers in a company have about how they should manage themselves and 

other employees, and how they should conduct their business(es). These beliefs are often invisible to the top managers but 

have a major impact on their thoughts and actions (Lorsc, 1986).

Culture is ‘how things are done around here’. It is what is tpical of the organizations, the habits, the prevailing attitudes, 

the grown-up pattern of accepted and expected behaviour (Drennan, 1992).

Definitions of ‘organizational culture’ are almost as numerous as those of ‘culture’ – a 1998 study identified 54 

different definitions within the academic literature between 1960 and 199 (Bruce M Tharp). Edgar Schein of MIT’s Sloan 

School of Management has presented a comprehensive definition of OC – Organizational Culture is a pattern of shared basic 

assumptions that the group learned as it solved its problems of external adaptation and internal integration, that has worked 

well enough to be considered valid and, therefore, to be taught to new members as the correct way to perceive, think, and 

feel in relation to those problems.”

While some look at it as the “glue” that holds an organization together, some look at as the “compass or polestar” that 

gives direction. Henrietta Newton Martin has very rightly shared - “A healthy corporate culture is built through proper man-

management techniques put into action, which in turn aids in shaping a peacefully coherent work environment with healthy 

interactions capable of drawing out the maximum potential from the employed.”

PEOPLE – BUNDLE OF EMOTIONS

‘When dealing with people, remember you are not dealing with creatures of logic, but creatures of emotion’, asserts Dale 

Carnegie. An organization is made of people who live and breathe in it. How they interact with each other, how they look at 

organization’s past-present-future and what they do to shape their place – is what make (or break) an organization. ‘The 

quest to make companies more emotionally intelligent is one more and more organizations are embarking on, whether they 

use the term or not. An organization’s collective emotional intelligence is no mere soft assessment; it has hard consequences’ 

(Daniel Goleman, Working With Emotional Intelligence).

“A growing body of literature suggests that moods and emotions play a central role in cognitive processes and 

behaviour, ” (George 2000, p. 1029). George (2000, p. 1030) argues that when an individual exhibits a positive mood, their 

perceptions and evaluations are likely to be comparatively more favorable: they are self-assured, helpful to others, and 

facilitate creativity and flexibility when completing tasks. While a positive mood can influence productive behaviour, a 

negative mood can influence the adverse effect. A negative mood may foster “deductive reasoning” and “more critical and 

comprehensive evaluations, ” (George 2000, p. 1030).While it is a common perception that to make clear, rational and 

focused decisions, it is said that an individual must leave his emotions at the door, George (2000) argues that emotions are a 

necessary part of decision-making. Feelings help us to weigh up multiple options, consider the pros and cons of each, and 

choose between them based on our emotional experiences (George 2000, p. 1030).

The elements of Emotional Intelligence: being aware of our feelings and handling disruptive emotions well, 

empathizing with how others feel, and being skillful in handling our relationships are crucial abilities for effective living 

(Parker et al 2004, ).



Various researchers (Cherniss & Adler, 2000; Goleman, 2004) have shown that people with higher EI adapt themselves 

well to new obstacles in life. Since being compatible with different situations of life can result in better mental health and 

peace, paying attention to methods that can promote these results is important for any population. Macoland (2000) has 

proven the role and effect of EI on the advancement of education and adaptation skills. Bar-On (1997) also believes that 

improving EI results in knowing one’s self and the surrounding environment is necessary for meeting social demands.

The first use of the term “emotional intelligence” is usually attributed to Wayne Payne’s doctoral thesis, A Study of 

Emotion: Developing Emotional Intelligence from 1985. The first published use of ‘EQ’ (Emotional Quotient) seems to be by 

Keith Beasley in 1987 in an article in the British Mensa magazine. However, prior to this, the term “emotional intelligence” 

had appeared in Beldoch (1964), Leuner (1966). Stanley Greenspan (1989) also put forward an EI model, followed by Peter 

Salovey and John Mayer (1989). Peter Salovey, Yale University and John D Mayer, University of New Hampshire presented 

the first conceptual base of emotional intelligence by highlighting interrelated components between social and emotional 

intelligence (Salovey & Mayer, 1990). The distinction between trait emotional intelligence and ability emotional intelligence 

was introduced in 2000.

However, the term became widely known with the publication of Daniel Goleman’s Emotional Intelligence - Why it 

can matter more than IQ (1995). It is to this book’s best-selling status that the term can attribute its popularity. Goleman has 

followed up with several further popular publications of a similar theme that reinforce use of the term. Daniel Goleman 

through his 1996 bestseller “Emotional Intelligence – Why It Can Matter More Than IQ” brought this term (Emotional 

Intelligence) to masses. His book highlighted the fact that its EQ and not IQ , which matters a lot in career and workplace 

success. In Working with Emotional Intelligence, Goleman quoted Lyle Spencer Jr., president of Spencer Research & 

Technology and co-founder of Competency International, as saying: What you learned in school distinguishes superior 

performers in only a handful of the five or six hundred jobs for which we’ve done competence studies. It’s just a threshold 

competence; you need it to get in the field, but it does not make you a star. It’s the emotional intelligence abilities that matter 

more for superior performance (1998, p. 19).Goleman asserts that emotional intelligence, not IQ , predicts workplace 

success and who transpires as a leader.

Goleman (1998) asserts that emotional intelligence, not IQ , predicts workplace success and who transpires as a leader. 

In a study of Harvard graduates in the fields of law, medicine, teaching, and business, scores on entrance exams had zero or 

negative correlation with their eventual career success (Goleman, 1998). In Working with Emotional Intelligence, Goleman 

quoted Lyle Spencer Jr., president of Spencer Research & Technology and co-founder of Competency International, as 

saying: What you learned in school distinguishes superior performers in only a handful of the five or six hundred jobs for 

which we’ve done competence studies. It’s just a threshold competence; you need it to get in the field, but it does not make 

you a star. It’s the emotional intelligence abilities that matter more for superior performance (1998, p. 19).

Greenstein (2001) conducted a study that looked at the successes and failures of eleven American presidents. They 

were assessed on six qualities: organization, communication, vision, political skill, cognitive style, and emotional 

intelligence. The results showed that emotional intelligence was the key quality that distinguished the successful (e.g., 

Roosevelt) from the unsuccessful (e.g., Carter). In a study by Elfenbein and Ambady (2002), the ability to perceive emotions 

in others’ facial expressions and pick up subtle signals about people’s emotions predicted peer ratings of how valuable these 

people were to their organization. Lastly, a meta-analysisof 59 studies by Van Rooyand Viswesvaran (2004) found that 

emotional intelligence correlated moderately with job performance. In addition, research suggests that emotional 

intelligence abilities lead to superior performance even in the most intellectual careers. In a study begun in the 1950s at the 

University of California at Berkeley, eighty Ph.D. students in science completed a series of IQ  tests, personality tests, and 

extensive interviews with psychologists who assessed them on such qualities as emotional balance and maturity, integrity, 

and interpersonal effectiveness (Goleman, 1998). Forty years later, a follow-up study was conducted using the same former 

students. Each person’s career success was evaluated by resumes, evaluations by experts in their respective field, and sources 

such as American Men and Women of Science. “The result: Emotional intelligence abilities were four times more important 

than IQ  in determining professional success and prestige—even for these scientists” (Goleman, 1998, p. 45).

Competency =  Σ Knowledge, Skill, Attitude

In an article authored by R.W. White(1959), the term “competence” appeared for the first time, as a concept for 

performance motivation. Later, in 1970, Craig C. Lundberg defined the concept in “Planning the Executive Development 

Program”. The term gained traction when in 1973, David McClelland, wrote a seminal paper entitled, “Testing for 

Competence Rather Than for Intelligence”. It has since been popularized by one-time fellow McBer & Company (Currently 
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the “Hay Group”) colleague Richard Boyatzis and many others, such as T.F. Gilbert (1978) who used the concept in 

relationship to performance improvement. University of Nebraska in their web site define Competency as –‘The 

combination of observable and measurable knowledge, skills, abilities and personal attributes that contribute to enhanced 

employee performance and ultimately result in organizational success.’ In simple, competency can be understood as a 

cluster/combination of KSA (Knowledge, Skill & Attitude). At micro level, it gives a good tool to map, train & align individuals 

with organizational goals. Dr Udai Pareek writes, “The various terms used in the context of Organizational Culture include 

values, ethics, beliefs, ethos, climate and culture. Ethics refers to the normative, to what is socially desirable. Values, beliefs, 

attitudes, and norms are interrelated. Interaction between beliefs and values results in attitude formation (attitudes =  beliefs 

x values), which then produces norms. Values and beliefs are the core of an individual’s self, while attitudes are the next layer, 

followed by norms of behaviour. When these get institutionalised or when they accumulate and integrate, social 

phenomena are formed.” Dr. Pareek talks about eight important values relevant to organizations – Openness, 

Confrontation, Trust, Authenticity, Proactivity, Autonomy, Collaboration and Experimentation. In addition to being an 

acronym for these values, OCTAPACE is a term indicating the eight (octa) steps (pace) needed to create a functional ethos 

(Pareek, 2007). These eight values fall under the realm of competency and with proper training, feedback, 

mentoring/coaching – these elements can be heightened in employees at the micro level and in the organization at the 

macro level. Emotional Intelligence training is a powerful tool in this direction for an organization.

REFERENCES

1. Andrew Brown (1998). Organizational Culture. Financial Times-Pitman Publishing

2. UdaiPareek (2007). Understanding Organizational Behaviour, Oxford University Press

3. Daniel Goleman (1996). Emotional Intelligence – Why It Can Matter More Than IQ , Bloomsbury Paperbacks

4. Jocelyn Lee K S & RashadYazdanifard (2013) The Relationship between Emotional Intelligence, Transformational Leadership & 

Organizational Culture

5. www.wikipedia.com

Organizational Culture & Emotional Intelligence t63



64 tLingaya’s Lalita Devi Journal of Professional Studies

Imperative Role of Stress as a Driving and 

Restraining Tool for Organizational Performance

Dr. Shikha Pabla

Assistant Professor

Lingaya’s university

ABSTRACT

Stress is the combination of a stressor and the body’s reaction to it. Stressors are triggers that cause 

us to experience stress. They can be major life events or small daily hassles. Temporary events such 

as sudden danger or physical activity cause stress, then the stress is acute (because it doesn’t last a 

long time). When you feel stressed for a long time, your stress is chronic.

Examples of stressors include mental health problems, poor physical health, financial strain, 

and trying to manage in a single-parent household.

Stress is not always a bad thing. Stress is simply the body’s response to changes that create 

taxing demands. The previously mentioned Dr. Lazarus (building on Dr. Selye’s work) suggested 

that there is a difference between eustress, which is a term for positive stress, and distress, which 

refers to negative stress. In daily life, we often use the term “stress” to describe negative situations. 

This leads many people to believe that all stress is bad for you, which is not true. Eustress, or 

positive stress, has the following characteristics:

• Motivates, focuses energy

• Is short-term

• Is perceived as within our coping abilities

• Feels exciting

• Improves performance

Examples of positive personal stressors include: Receiving a promotion, starting a new job, 

marriage, having a child, taking a vacation, retiring from work.

In contrast, Distress, or negative stress, has the following characteristics:

• Causes anxiety or concern

• Can be short- or long-term

• Is perceived as outside of our coping abilities

• Feels unpleasant

• Decreases performance

• Can lead to mental and physical problems

Examples of negative personal stressors include: death, divorce, unemployment, legal 

problems, and sleep problems.

Keywords: Stress, Eustress, Distress, Organization Performance
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INTRODUCTION

Physiological or biological stress is an organism’s response to a stressor such as an environmental condition or a stimulus. 

Stress is a body’s method of reacting to a challenge.

We generally use the word “stress” when we feel that everything seems to have become too much - we are overloaded 

and wonder whether we really can cope with the pressures placed upon us.

It is important to learn that what matters more than the event itself is usually our thoughts about the event when we are 

trying to manage stress. How you see that stressful event will be the largest single factor that impacts on your physical and 

mental health. Your interpretation of events and challenges in life may decide whether they are invigorating or harmful for 

you.

Perception of stress affects heart attack risk - people who believe their stress is affecting their health in a big way are 

twice as likely to have a heart attack ten years later, according to researchers at the University of Western Ontario.

Psychological stress may play a role in breast cancer aggressiveness - in 2011, scientists from the University of Illinois at 

Chicago explained that stress may be associated with cancer aggressiveness among minority populations.

Various studies have been conducted to examine the relationship between job stress and job performance. Job 

performance can be viewed as an activity in which an individual is able to accomplish the task assigned to him/her 

successfully, subject to the normal constraints of reasonable utilization of the available resources. At a conceptual level, four 

types of relationships were proposed to exist between the measures of job stress and job performance (Jamal M, 2007). One 

is a negative linear relationship, when productivity decreases with stress (distress). Productivity can also increase as a 

consequence of stress, thereby implying a positive linear relationship between the two. Thirdly, there could be a U-shaped 

or a curvilinear relationship wherein, mild stress could increase the productivity initially up to a peak and then it declines as 

the person descends into a state of distress. Alternately, there need not be any quantifiable relationship between the two.

Eustress, or positive stress motivates the employees to work better.

Distress, or negative stress hampers the employee productivity. Workplace stress derives from many sources. It can be 

a demanding boss, annoying co-workers, rebellious students, angry customers, hazardous conditions, long commutes, lack 

of job security, poor physical working conditions, work-life balance, age, conflict, the structure and climate, including the 

degree of involvement in decision making and participation in office politics could result in a stressful climate and a never-

ending workload. Job dissatisfaction is known to lead to job stress.

ROLE OF STRESS

Stress is simply a reaction to a stimulus that disturbs our physical or mental equilibrium. In other words, it’s an omnipresent 

part of life. A stressful event can trigger the “fight-or-flight” response, causing hormones such as adrenaline and cortisol to 

surge through the body. A little bit of stress, known as “acute stress,” can be exciting—it keeps us active and alert. But long-

term, or “chronic stress, ” can have detrimental effects on health.

Positive stress is called Eustress. It can give an extra burst of adrenaline to help you accomplish goals and meet 

deadlines. Eustress provides mental alertness, motivation, and 

efficiency. Eustress can increase self-esteem.The way you 

perceive stress affects its impact on your health. People who view 

stressful situations as chances for growth usually avoid stress-

related symptoms. In that sense, stress can be beneficial.

Negative stress is called Distress. It occurs when your body 

cannot return to a relaxed state even in the absence of the 

stressor. Physical signs of distress include: changes in eating or 

sleeping patterns, weakness, dizziness, frequent headaches, 

neck and back pain, and frequent colds and infections. 

Emotional signs of distress include: persistent hostile or angry 

feelings, increased frustration with minor annoyances, 

nervousness, and lack of concentration, anxiety, and depression.

When we are stressed the following happens:



Effect on your body

• A tendency to sweat

• Back pain

• Chest pain

• Childhood obesity - researchers at The Children’s Hospital of Philadelphia published a report in Pediatrics in October 

2012 explaining that a number of stressors from parents can increase the risk of obesity in their children.

• Cramps or muscle spasms

• Erectile dysfunction

• Fainting spells

• Headache

• Heart disease

• Hypertension (high blood pressure)

• Loss of libido

• Lower immunity against diseases

• Muscular aches

• Nail biting

• Nervous twitches

• Pins and needles

• Sleeping difficulties

• Stomach upset

Effect on your thoughts and feelings

• Anger

• Anxiety

• Burnout

• Depression

• Feeling of insecurity

• Forgetfulness

• Irritability

• Problem concentrating

• Restlessness

• Sadness

• Fatigue

Effect on your behavior

• Eating too much

• Eating too little

• Food cravings

• Sudden angry outbursts

• Drug abuse

• Alcohol abuse

• Higher tobacco consumption

• Social withdrawal

• Frequent crying

• Relationship problems

The following are also causes of stress:

• Abortion

• Becoming a mother or a father
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• Conflicts in the workplace

• Driving in bad traffic

• Losing your job

• Miscarriage

Stress Management Strategies

Organization

• Mandatory Stress Testing Programs in organizations

• Undertake a stress audit

• Certifications on Stress Management

• Spread awareness and information about effective dealing with stress

• The importance of regular work habits, leisure, diet, exercise and practicing personal relaxation should be 

emphasized.

• Meditation Programs

• Flexible working hours

• Child care

• Compressed flexible schemes

• Work-Life balance

• Maternity/Paternity Leaves

• Open door policy

Self

• Organize Yourself

• Control Your Environment by controlling who and what is surrounding you

• Positive thinking

• Reward yourself by planning leisure activities into your life.

• Exercise Your Body

• Relax Yourself and rest Yourself as regularly as possible

• Control your temper
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CONCLUSION

To summarize, the various factors responsible for job stress can be broadly classified into Eustress and Distress. Certain 

occupations are more stressful, especially those in which there is high emotional involvement. Spread awareness among 

employees and information about effective dealing with stress, both inside and outside the organization. Stress resulting 

from work is a major problem and it takes a toll on one’s physical and mental well-being. Moreover, the management of 

stress is not easy. Organizations should hire experts who can identify the stressors at work and try to provide a healthy 

working environment. Stress management includes taking care of organizational issues like leadership, peer support, 

organizational culture and policies, work design and reporting arrangements as well as job analysis, staff selection and 

training to enhance role clarity such that there is a balance between the individual and his work environment. Effective 

systems for motivation and performance management are essential

IMPLICATIONS

No work can be imagined without stress. Job stress is a common problem across occupations and it impacts job 

performance. Although most contemporary studies highlight the negative effect of stress on job performance (distress), mild 

stress is known to enhance an employee’s performance (eustress). It is necessary to take a holistic picture of antecedents to 

job stress by including the effects of personality, organisational factors and the work-family interaction in the perception of 

job stress.
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ABSTRACT

In wake of increasing scandals, corporate governance practice has received heightened attention. 

Shareholders, investors, creditors, regulators and academicians are looking deep down to check 

the reason of the failure to prevent the mal practices and posing changes in governance structure to 

enhance accountability and efficiency.

Banking sector can be termed as economic blood of a country, In India banking is going 

through developing phase due to that lots of new and amended regulations are imposed by 

different authorities. Due to daily basis amendments it becomes difficult for the regulators as well 

as for the bankers to be on the right track in compliance. Secondly in India there are various 

authorities which manage the different products of the bank like Fixed deposit and other banking 

products are regulated by RBI, Small saving products by GOI, insurance by IRDA, Mutual funds by 

SEBI, New pension schemes by PFRDA etc.

Daily basis amendments and different authorities provide an opportunity to the insiders and 

outsiders to overlook the rules and indulge in bogus practices which can hamper the society as a 

whole.

Keywords: Governance, Sustainable Development, Banking

INTRODUCTION

By nature banks are treated as a mediator for accepting the individual’s deposit and lending the same to the individuals and 

corporate to earn a decent return for the functioning of bank itself, to maintain the faith of the investors in the bank, to fulfil 

the regulatory requirements, to attract more customers, to generate employment and for economic development.

Financial institution’s one wrong decision for the allocation of the fund can have a drastic effect on all of the above 

prospective. Sometimes it leads to the collapse of the leading banks like Lehman brothers (some more exp will be download 

from internet)

To escape from this kind of situation it is necessary to address the following issues.



Issues Which Needs to be Addressed for Better Corporate Governance

NPA Syndrome: Sometimes Loans are granted to the customers on the basis of bribe, favouritism, nepotism, inadequate 

KYC documents, and inadequate disclosure by the borrowers etc. All these things can have a huge effect on the profitability 

of the banks, hence adequate transparency is required while allocating the depositors fund.

Fraud Management: Recent bank frauds have shown that in many cases bank staff themselves were involved for making 

easy money, rather than hiding these kind of incidents from police and authorities for the sake of bank’s reputation, its 

required to penalise the concerned staff and set an example for the other bankers so that they do not dare to engage in such 

practices.

Incentive Structure: Huge performance based incentives are paid to the bank staff, even their yearly bonus and increment is 

also depends upon the number of insurance policies or number of accounts opened by them. Sometimes it leads to mis-

selling to earn the maximum incentives. Rather than this it is required to introduce service based incentives, so that banks can 

concentrate of fair and equitable treatment of the customers.

Basic banking products: While selling Basic banking products like various kind of deposit accounts, it is necessary to 

disclosure all the hidden charges and related terms and conditions so that customer can take a rational decision that a 

particular kind of account suits his/her specified need or not.

• As in banking there is no defined or specified documented sales procedure.

• No mechanism to ascertain that the customer was informed or not at the time of account opening.

• Can not ascertain that what kind of promise which are made by sales executive at the time of selling.

Delays in customer requests: Sometimes customer’s requests are processed with delay but customer is not informed about 

the same, and when customer probe the banker about the delay something different is conveyed to them rather than telling 

the exact reason, even supervisors are least interested to know the reason of the delay and in last these kind of delays become 

Banking Ombudsman complaint.

Para banking products: Para banking products include Mutual funds, Life and General Insurance etc. All these products 

attract handsome revenue for the banks. Hence bank staff have to bear heavy pressure from the management and 

supervisors for the maximum sale of these products, sometimes eagerness to earn maximum incentive, bankers indulge in 

misselling.

Fulfilment of Statutory requirements: To prevent the AML activities it is necessary to keep an eye on the nature and pattern 

of the customer transactions, but because of fear of losing customer and business derived from these customer, bank staff 

does not do the STR (Suspicious transaction reporting) and CCY (Counterfeit Currency Reporting) reporting

False picture of financial health: Sometimes companies shows extra ordinary profits and growth of the firm to mislead the 

investor and to retain them in the organisation. Satyam and Global trust bank scandal are classic examples of these kinds of 

practices.

Transparency in allocation of investors funds: Most of the time when customer invest in Insurance products false 

commitments are made about the allocation of funds, risk fact is concealed from them, and they are not able to take a 

rational decision about their investment. Hence transparency is required to make a wise decision.

Good corporate governance can lead the following:

Growth rate Risk

Efficiency Frauds

Returns Customers Complaints

Transparency Employee Turnover

Strengthen the Reputation
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CONCLUSION

Corporate governance is the key for the long term growth and sustainable development. Without the well being of the all the 

stakeholders it is impossible for any organisation to survive. In the long its customer who will decide the fate of any service 

firm specially banks where they put their trust and hard earned money. Today’s customer is lot more aware and in long term 

they only go with that institution that will fulfil their need in a profitable manner along with transparency and customer 

awareness where the customer can take decision without any pressure from the sales staff.
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ABSTRACT

Online shopping is a new business model emerging in E-Commerce world and becoming quite 

popular in recent years. Online shopping website is where people can recommend their favorite 

products for others to discover and purchase online. Online shopping combines Business-to-

Business (B2B), Business-to-Consumers (B2C) and Consumers-to-Consumers (C2C) services 

together and blends two powerful elements of real-world shopping otherwise lost for online 

consumers: word-of-mouth recommendations from trusted sources and the ability to browse 

products in the way that naturally leads to discovery. Attracted by the market perspective of online 

social shopping, many start-ups have entered in the market in recent years. In addition, some large 

Internet media companies have seen the potential in the market and tend to take a share of the 

market, such as Amazon‘s e-Store.

The focus of this paper is on various online shopping websites. The first section defines the 

e-commerce and online shopping. It also defines the various steps involved in online shopping. 

The second section explains the delivery system and payment mechanism for online shopping. 

The third section deals with the pros and cons of online shopping. It also explains the precautions 

to be taken while shopping online. In the fourth section shopping websites are compared.

Keywords: Online Shopping, E-Commerce, B2B, B2C, C2C

I.0 INTRODUCTION

1.1 E-Commerce

Electronic commerce, commonly known as E-commerce, is trading in products or services using computer networks, such as 

the Internet. Electronic commerce draws on technologies such as mobile commerce, electronic funds transfer, supply chain 

management, Internet marketing, online transaction processing, electronic data interchange (EDI), inventory management 

systems, and automated data collection systems. Modern electronic commerce typically uses the World Wide Web for at 

least one part of the transaction’s life cycle, although it may also use other technologies such as e-mail.
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1.2 Online Shopping

Online shopping is the process whereby consumers directly buy goods or services from a seller in real-time, without an 

intermediary service, over the Internet. Online shopping has grown in popularity, mainly because people find it convenient 

and easy to bargain and shop from the comfort of their home or office. One of the most enticing factor about online 

shopping, particularly during a holiday season, is it alleviates the need to wait in long lines or search from store to store for a 

particular item.

In recent years, online shopping has become popular; however, it still caters to the middle and upper class. In a country 

like India, where people has to depend on metro cities for finding commodities with good quality and wide selection, Online 

shopping offers vast, easy and interesting shopping experience. In order to shop online, one must be able to have access to a 

computer with internet connection, a bank account and a debit card. Shopping has evolved with the growth of technology.

1.3 Steps to be followed while Shopping Online

• Consumers find a product of interest by visiting the website of the retailer directly, or do a search across many different 

vendors using a shopping search engine.

• Once a particular product has been found on the web site of the seller, most online retailers use shopping cart software 

to allow the consumer to accumulate multiple items and to adjust quantities, by analogy with filling a physical 

shopping cart or basket in a conventional store.

• A “checkout” process follows (continuing the physical-store analogy) in which payment and delivery information is 

collected, if necessary.

• Some stores allow consumers to sign up for a permanent online account so that some or all of this information only 

needs to be entered once.

• The consumer often receives an e-mail confirmation once the transaction is complete.

2.0 DELIVERY SYSTEM

2.1 Payment

Online shoppers commonly use credit card to make payments, however some systems enable users to create accounts and 

pay by alternative means, such as:

• Billing to mobile phones and landlines

• Cash on delivery (C.O.D., offered by very few online stores)

• Check

• Debit card

• Electronic money of various types

• Gift cards

• Postal money order

• Wire transfer/delivery on payment

Some sites will not accept international credit cards, some require both the purchaser’s billing address and shipping 

address to be in the same country in which site does its business, and still others sites allow customers from anywhere to send 

gifts anywhere. The financial part of a transaction might be processed in real time (for example, letting the consumer know 

their credit card was declined before they log off), or might be done later as part of the fulfillment process.

2.2 Product Delivery System

Once a payment has been accepted the goods or services can be delivered in the following ways.

• Downloading: This is the method often used for digital media products such as software, music, movies, or images.

• Drop shipping: The order is passed to the manufacturer or third-party distributor, who ships the item directly to the 

consumer, bypassing the retailer’s physical location to save time, money, and space.



• In-store pickup: The customer orders online, finds a local store using locator software and picks the product up at the 

closest store. This is the method often used in the bricks and clicks business model.

• Printing out, provision of a code for, or emailing of such items as admission tickets and scrip (e.g., gift certificates and 

coupons). The tickets, codes, or coupons may be redeemed at the appropriate physical or online premises and their 

content reviewed to verify their eligibility (e.g., assurances that the right of admission or use is redeemed at the correct 

time and place, for the correct dollar amount, and for the correct number of uses).

• Shipping: The product is shipped to the customer’s address or that of a customer-designated third party.

3.0 PROS AND CONS OF ONLINE SHOPPING

Today changing environment calls for more and more competition and with the advent of the new technology every day the 

marketer has to make a space to survive .He has to make various options available to him.

• Online shopping provides 24X7 access to all type of consumers whether they are work alcoholic or very passionate to 

search their products at the click of the mouse or who has paucity of time.

• Online shopping sites serve as an information warehouse providing contents in graphics , text or multimedia files .The 

customer feels more happy when he or she views the product from different angles—inside out view or outside in view 

like in case of ladies bags and can also have a look at the specification of the product mentioned therein .

• Last but not the least the consumers find it interesting and worthy too to have comparison between products of 

different vendors as online shopping provides a common platform to them which make their selection more satisfied.

Every cloud also has a silver lining so does the online shopping also.

• Some customers are having fear of safety while shopping online as online credit card hacking is seen on the rise. 

Phishing is also a serious concern that is designing a web page which is exactly similar to the vendors web page. So this 

risk of fraud by unauthorized people make them worried although they want to shop.

• Sometimes the customers gets irritated with online traffic jam as they have to wait for long and long because server of 

vendors site becomes slow which double their worries.

• Although all vendor sites gives the assurance of maintaining their buyers information confidential but some customers 

don’t want the vendors mail in spam or don’t want to have their promotional messages either in their mobile or at their 

home.

• The feeling of “touch and feel” is absent while online shopping which customer actually wants especially in case of the 

clothing or jewelry etc .

3.1 Precautions to be taken in Online Shopping

Below are the some precautions to be taken by the community involved in online shopping:

3.1.1  Online Merchants

• Provide clear and sufficient information so consumers can make an informed choice

• Publish privacy statement and protect personal information

• Use secure e-commerce transaction system with fair, timely and affordable methods to resolve transaction problems 

Display company logo and information in prominent places (especially company address and contact information)

• Exhibit terms and conditions (guarantee, currency used etc) clearly (do not use unreadable font size and large legal 

document)

3.1.2 Online Shoppers

• Shop through reputable third party online shopping sites which select and filter to list only reputable merchants

• Familiarize with merchants’ purchasing processes (beware of any process change when move from site to site)

• Only deal with merchants who use secure transaction system involving credit card

• Be careful with international sites since the laws governing them are very different (trust third party site which has done 

the filtering and selection)
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• Always check terms and conditions (guarantee, currency used and refund policy) carefully before committing 

purchase

4.0 VARIOUS ONLINE SHOPPING WEBSITES

Ebay and Amazon are the market leaders in online shopping in the world. However local counterparts are more popular in 

India. Here is are some of the popular websites offering online shopping in India.

4.1.1 Home Shop 18

HomeShop18 is the online & on-air retail marketing and distribution venture of Network18 Group that was

launched as India’s first 24 hour Home Shopping TV channel on April 9, 2008. HomeShop18 offers innovative, 

differentiated and demonstrative retail experiences on TV and internet and has emerged as the largest multimedia retailer in 

India with a user base of 2.5 million users. The company has its headquarters in Noida, UP. HomeShop18 has partnered with 

the best brand owners in India like Apple, Motorola, Philips, Reebok, Dell, Whirlpool, Nokia, Glen, VLCC, Fabindia and 

many more to provide superlative quality and exceptional value for any customer from the stage of product selection, to 

placing the order & all the way to the final delivery at your doorstep.The website has received the ‘Best shopping site” award 

from PC World Magazine in 2008.

4.1.2 Ebay India

eBay.in is the Indian version of the popular online shopping portal eBay.com - world’s online marketplace.

Founded in September 1995, eBay is the leading online marketplace for the sale of goods and services by a 

diverse community of individuals and businesses. Today, the eBay community includes more than 90 million active users 

from all around the world. Ebay has a diverse and passionate community of individuals and small businesses. Although eBay 

is a global company, eBay India offers a trading platform tailored to the unique needs of Indians. The eBay community 

consists of both passionate Indians as well as International buyers and sellers trading in a variety of goods.

4.1.3 Naaptol

 Naaptol was established as an entity in January 2008. It is the first comparison based social shopping portal

 launched in India. Be it consumer electronic goods, laptops, mobiles, cameras, LCD TVs, or home appliances, 

you will find all on naaptol with the latest deals and the lowest prices available in the market. The website holds ground due 

to its extraordinary functionality to reach out and connect to the offline retailers, bridging the digital divide between brands 

and local stores. Registering with naaptol provides access to making your own shopping groups and also avail many other 

discounts from varied featured sellers. With such dynamic proposition the site aims at interactive discussions and getting the 

best reviews of products. And our latest offering is ‘social shopping’. This service allows users to interact directly with the 

other registered customers with similar shopping interests. They can discuss products, give ratings as well as express their 

views about a product. The site is a plan India venture and is gaining foothold in the metros and spreading out to the interiors.

4.1.4 Future Bazaar

The company was incorporated in 2006 and began business in 2007. Future Bazaar has its office and

customer care (24 X 7) at Mumbai. FutureBazaar.com is India’s favorite online shopping site. 

FutureBazaar is the online venture of the Future Group, owner of India’s largest retail brands Big Bazaar, Pantaloons, Central 

and eZone. FutureBazaar sells a wide range of products like Fashion including Men’s apparel, Women’s apparel, Mobiles, 

Mobile accessories, Electronics like LCD TVs, Flat TVs, DVD players, Home Theatres, iPods, MP3 players, MP4 players, 

Digital Cameras, Video Cameras, Music systems, Home appliances, Kitchen Appliances, Dreamline Kitchen ware, Hindi 

movies, English movies, DVDs, VCD, Gold jewellery, Diamond jewelry, Fiction Books, Non-Fiction Books, Car Acccessories 

and others. Big Bazaar sales such as Sabse Sasta 3 Din and Mahabachat are also available for shopping online at 

FutureBazaar. Whether you want to buy mobiles or buy electronics from FutureBazaar, you can do so with complete 

confidence as FutureBazaar only sells genuine products with manufacturers’ warranty.

4.1.5 Indiatimes

The Indiatimes shopping is supported by the Times of India group and offers support mostly in the north

western part of India. Indiatimes shopping has the widest range of consumer electronic items at lowest
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prices ranging from digital cameras like sony cybershot, canon powershot, SLR, handycams, mobile phones and accessories 

across various brands like Nokia, Sony ericsson, Motorola, Blackberry, HTC, Samsung, Chinese and used mobile phones, 

Mp3 and Mp4 Players, Apple Ipod, LCD, Home theatres, DVD Players, cordless phones, car stereos, GPS devices, gaming 

consoles like PS2, PSP, PS3, Nintendo, Xbox, Tata sky DTH etc. The apparel section includes a wide range of shirts and T-

shirts across brands like Arrow, Flying Machine, Greg Norman, Indian Terrain, Lee, Peter England and Reebok at discounted 

prices. The range of accessories includes premium branded watches of Omega, Rado, Tissot, Titan, Timex, Casio, 

Sunglasses, Bags, shoes across brands like Reebok, Woodland, Lee Cooper.

4.2 Comparative Study

Websites

Features HomeShop18 Ebay India Naaptol Future Bazaar Indiatimes

Users 2.5 Million 90 Million Only Indians NA NA

Established 2008 1995 2008 NA NA

Provide Services Global and India Global and India Only India Only India Only India

Customer Care 

Services

Range Best Brands 50000 Categories Electronic Goods & 

Home appliances and Electronics Apparels and

Accessories

Access Easy User Friendly Easy Easy Easy

Price NA NA Lowest Medium Lowest

Feedback Service Provides Provides Provides Provides Provides

Advertisement Own Channel NA Newspapers Big Bazaar Newspapers

Ebay is the market leaders in online shopping in the world as it has 90 million users in the world and deals with 50000 

categories. Ebay does not advertise much about itself neither the other websites but you can easily see the advertisements of 

naaptol in the newspapers i.e. in The Times of India. Indiatimes, future bazaar and naaptol is launched for only Indian’s but 

homeshop18 and ebay is global websites. Ebay has launched its website by the name ebayIndia for India.

4.3 Future of Online Shopping

• People of all abilities will use online shopping.

• Online shopping will become integral to normal everyday life.

• Online shopping will extend to a wider range of products and services.

• Online shopping services to become easier, quicker, safer and more valuable.

• Exclusivity a rise in specialist boutiques, offering more niche and exclusive products.

• Cross border retail is gaining traction, as shoppers look for and find better deals across borders. Shoppers in Europe 

have forever shopped across borders, specially when located in towns near frontiers. With online shopping and 

international postal delivery, cross border shopping for better deals is about to take off.

CONCLUSION

Online shopping has become extremely popular over the last decade. Utilized mostly by the “Net- Generation”, this service 

is extremely convenient. Although online shopping can be very convenient and beneficial there are also some potential 

problems that can arise. Consumers have been seen to exhibit different buying behaviors when shopping online than when 

they are shopping in a physical store. This makes it imperative that retailers study the behaviors of consumers and make 

changes in order to remain profitable and successful. Another potential problem that can arise from online shopping is 

addiction. The convenience of online shopping that can be seen as very beneficial, can also lead to an unhealthy addictive 

pattern of behavior. If the person does not seek help, this unhealthy pattern, can result in an online shopping addiction, 

causing more than financial damage. In the future, we can expect online stores to improve their technology tremendously, 

allowing for an easier and a more realistic shopping experience online. The technology of online shopping websites will 

Provides Provides Provides Provides Provides

Apparels, Mobile Electronics,
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continue to grow and, as a result, will expand the online shopping market and benefiting thousands of consumers over the 

world.
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ABSTRACT

Education, or the transmission, acquisition, creation and adaptation of information, knowledge, 

skills and values, is a key lever of sustainable development. This is based on a vision of inclusive 

societies in which all citizens have equitable opportunities to access effective and relevant learning 

throughout life delivered through multiple formal, non- formal and informal settings. As such, 

education is essential to individuals’ development as it is to the development of their families, of 

the local and national communities to which they belong, and to the world at large.

It is well-established that education is an important catalyst for achieving all development 

goals. Indeed, in the same way that education has positive effects on health, poverty reduction and 

elimination of hunger, as well as on gender equality, each, in turn, has a positive effect on 

education. Higher levels of more relevant learning outcomes are thus both a condition for, as well 

as a result of, progress in other social sectors. Beyond its well-established socio-economic role, 

education also has a crucial socialization function through the shaping of personal and collective 

identities, the formation of responsible citizenship and the promotion of critical social 

participation, based on principles of respect for life, human dignity and cultural diversity.

Quality education is the key to inclusive growth and empowerment of a large section of the 

population. There is a need to bring together academicians, corporates, financers, educational 

consultants and students to deliberate and debate on how higher education can be made more 

affordable, accessible, relevant to industry needs and job-oriented. The socio economic balance 

to improve human lives can only be achieved through sustainable education. There is a need to 

search for alternatives to socialism for creating a more equitable society. A balance between profits 

and welfare needs to be struck to attract corporates in Education sector. Sustainability should be 

given due importance. There is a need to spread Technical Education to far flung areas of the 

country and to bring more and more students under its ambit.

Serious steps are required to raise India’s very low Gross Enrolment Ratio (GER) of 20% GER is 

84% in US, 59% in UK, 55% in Japan and 28% in China. Further the Higher Education spending in 

India which is just 1.1 % as compared to 3.1% in US, also need to be raised.

There is a need for higher education institutions’ collaboration with the Private sector in 

research, faculty development, infrastructure creation, student scholarships and governance. To 

achieve this, the higher education system should be made robust and useful to attract investments 

and the Government should aggressively engage with the industry to invest in existing institutes, 

setting up new institutes and develop new knowledge clusters.
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Recommendations of the Report prepared by the NR Narayana Murthy Committee on Corporate Participation in Higher 

Education needs to be adopted. The report calls for upgrading 75 ‘top of the class’ universities and higher education 

institutions including Institutions of National Importance (INIs), central universities, deemed universities, state universities 

and established private universities, by setting up schools and Centers of excellence (CoEs) and training and learning centers 

at a typical cost of Rs 175 - 200 crores per institution, create 20 ‘world class’ universities and higher education institutions by 

private sector or Public - Private partnership investments via universities of innovation at a typical investment of Rs 500 crore 

per institution, develop 20 new national knowledge clusters.

There is also requirement to mobilize 5500 faculty members and improve the quality of PhDs and for this a total 

investment of Rs 40, 000 crore will be required over the period of 12th five year plan ( 2012 - 17) which is only possible by 

pooling resources from both Government and the Corporate sector.

India has to reap the benefits of the demographic dividend and become the workforce suppliers of the world. 

However the biggest constraint to India in meeting its growth percent is availability of skilled human resources. We have 

ample amount of human resources available, but a fair number of them need to be trained and groomed to attain and meet 

the requirements of the job. The gap between planning and implementation in India was narrowing since liberalization in 

1991. The nation has to move beyond providing literacy towards providing knowledge and empowerment to its citizens.

Education, or the transmission, acquisition, creation and adaptation of information, knowledge, skills and values, is a 

key lever of sustainable development. This is based on a vision of inclusive societies in which all citizens have equitable 

opportunities to access effective and relevant learning throughout life delivered through multiple formal, non- formal and 

informal settings. As such, education is essential to individuals’ development as it is to the development of their families, of 

the local and national communities to which they belong, and to the world at large.

It is well-established that education is an important catalyst for achieving all development goals. Indeed, in the same 

way that education has positive effects on health, poverty reduction and elimination of hunger, as well as on gender equality, 

each, in turn, has a positive effect on education. Higher levels of more relevant learning outcomes are thus both a condition 

for, as well as a result of, progress in other social sectors. Beyond its well-established socio-economic role, education also has 

a crucial socialization function through the shaping of personal and collective identities, the formation of responsible 

citizenship and the promotion of critical social participation, based on principles of respect for life, human dignity and 

cultural diversity.

MEANING OF INCLUSIVE EDUCATION

Inclusive education means that all students attend and are welcomed by their neighbourhood schools in age-appropriate, 

regular classes and are supported to learn, contribute and participate in all aspects of the life of the school. Inclusive 

education is about how we develop and design our schools, classrooms, programs and activities so that all students learn and 

participate together. Neighbourhood schools are the heart of our communities, and they are essential for a quality inclusive 

education system.



CONCEPTS OF INCLUSIVE EDUCATION

Approaches to Inclusive Education: 

New Pedagogical and Curricular Approach

At the heart of Inclusive Education are the new Pedagogical and Curricular approaches at the school and classroom levels. 

The change in approaches replaces the three Cs of the traditional school system by another set of three Cs as depicted in 

following table (Jha, 2005)

Towards Inclusive Education

Compulsion

(of curriculum) (within Curriculum and pedagogy)

Comparison

(of abilities) (for differences and diversities)

Competition

(among students) (as a form of learning and teaching)

Quality education is the key to inclusive growth and empowerment of a large section of the population. There is a need 

to bring together academicians, corporates, financers, educational consultants and students to deliberate and debate on 

how higher education can be made more affordable, accessible, relevant to industry needs and job-oriented. The socio 

economic balance to improve human lives can only be achieved through sustainable education. There is a need to search for 

alternatives to socialism for creating a more equitable society. A balance between profits and welfare needs to be struck to 

attract corporates in Education sector. Sustainability should be given due importance. There is a need to spread Technical 

Education to far flung areas of the country and to bring more and more students under its ambit.

Serious steps are required to raise India’s very low Gross Enrolment Ratio (GER) of 20% GER is 84% in US, 59% in UK, 

55% in Japan and 28% in China. Further the Higher Education spending in India which is just 1.1 % as compared to 3.1% in 

US, also need to be raised.

There is a need for higher education institutions’ collaboration with the Private sector in research, faculty 

development, infrastructure creation, student scholarships and governance. To achieve this, the higher education system 

should be made robust and useful to attract investments and the Government should aggressively engage with the industry to 

invest in existing institutes, setting up new institutes and develop new knowledge clusters.

Choice

Consideration

Collaboration
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BARRIERS AND SOLUTION THROUGH INCLUSIVE EDUCATION

Benefits of Inclusive Education

All children benefit from inclusive education. It allows them to:

Develop individual strengths and gifts, with high and appropriate expectations for each child.

Work on individual goals while participating in the life of the classroom with other students their own age.

Involve their parents in their education and in the activities of their local schools.

Foster a school culture of respect and belonging. Inclusive education provides opportunities to learn about and accept 

individual differences, lessening the impact of harassment and bullying.

Develop friendships with a wide variety of other children, each with their own individual needs and abilities.

Positively affect both their school and community to appreciate diversity and inclusion on a broader level.

UN’s Ambitious Eight Millennium Development Goals:

The eight Millennium Development Goals (MDGs) – which range from halving extreme poverty rates to halting the spread of 

HIV/AIDS and providing universal primary education, all by the target date of 2015 – form a blueprint agreed to by all the 

world’s countries and the entire world’s leading development institutions. They have galvanized unprecedented efforts to 

meet the needs of the worlds poorest. The UN is also working with governments, civil society and other partners to build on 

the momentum generated by the MDGs and carry on with an ambitious post-2015 development agenda.

Goal 1: Eradicate Extreme Poverty and Hunger

Goal 2: Achieve Universal Primary Education

Goal 3: Promote Gender Equality and Promote Women

Goal 4: Reduce Child Mortality

Goal 5: Improve Maternal Health

Goal 6: Combat HIV Aids/ Malaria and other diseases

Goal 7: Ensure Environmental Sustainability

Goal 8: Develop a Global Partnership for development

Steps are being taken by all the countries to achieve the above mentioned Goals, which are directly linked with 

Sustained Development

Recommendations of the Report prepared by the NR Narayana Murthy Committee Recommendations of the Report 

prepared by the NR Narayana Murthy Committee on Corporate Participation in Higher Education needs to be adopted. The 

report calls for upgrading 75 ‘top of the class’ universities and higher education institutions including Institutions of National 

Importance ( INIs), central universities, deemed universities, state universities and established private universities, by setting 

up schools and Centers of excellence( CoEs) and training and learning centers at a typical cost of Rs 175 - 200 crores per 

institution, create 20 ‘world class’ universities and higher education institutions by private sector or Public - Private 

•

•

•

•

•

•
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partnership investments via universities of innovation at a typical investment of Rs 500 crore per institution, develop 20 new 

national knowledge clusters.

There is also requirement to mobilize 5500 faculty members and improve the quality of PhDs and for this a total 

investment of Rs 40, 000 crore will be required over the period of 12th five year plan (2012 - 17) which is only possible by 

pooling resources from both Government and the corporate sector.

India has to reap the benefits of the demographic dividend and become the workforce suppliers of the world. 

However the biggest constraint to India in meeting its growth percent is availability of skilled human resources. We have 

ample amount of human resources available, but a fair number of them need to be trained and groomed to attain and meet 

the requirements of the job. The gap between planning and implementation in India was narrowing since liberalization in 

1991. The nation has to move beyond providing literacy towards providing knowledge and empowerment to its citizens.
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ABSTRACT

Today women is leading in every field and society whether it be sports, commerce and industry, 

education, health, politics, technology, navy, army, agriculture. 21st Century is an era of Science 

and technology. In the field of science and technology we can see constant growth. There is 

advancement in every field. The number of girl children enrolled in some schools is so large that it is 

beyond the capacity of the school to accommodate and manage all the children. Committees of 

the schools include any representative from the local authority but only government schools are 

following this provision. Education received in a leisure manner becomes a joyful experience for 

the girl child. It also becomes more effective and productive. For girls, learning should not be 

confined to school or formal learning only. It should be a continuous process- playing, enacting, 

observing, socializing and coping. Leisure should therefore be an integral part of education. Right 

to Education has a far reaching significance. More than three years after the implementation of the 

RTE Act and an expenditure of over Rs 46, 282.11 crore on school infrastructure, around 1.28 lakh 

out of 10, 75, 407 government elementary school across the 21st country still don’t have toilets and 

over 61, 000 lack drinking water facilities. . Private schools don’t have any local representative in 

their management committees.

Keywords: RTE, Environment, School, Education, Facilities.

INTRODUCTION

Education is the most powerful tool which can shape the destiny of an individual as well as the whole nation. Education 

emerges as the single most vital factor spinning the wheel of progress in the developed nations and which is responsible for 

demarcating the boundaries between developed and under-developed nations. It has been established that an educated 

citizen not only improve the economic and social status of the nation but political scenario also. Education means 

knowledge and knowledge itself is power. As rightly observed by Johan Adams, “the preservation of means of knowledge 
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among the lowest ranks is of more importance to the public than all property of all the rich men in the country.” It is the 

tyrants and bad rulers who are afraid of spread of education and knowledge among the deprived classes. Hitler said-

“Universal education is the most corroding and disintegrating poison that liberalism has ever invented for its own 

destruction.” A true democracy is one where education is universal where people understand what is good for them and 

nation and know how to govern themselves. Education is the investment in human capital. The development of the country 

can never be possible without ensuring the spread of education among the masses. This is the reason why various countries 

have incorporated the provision of compulsory education to be imparted to all the citizens. Education is considered as the 

basic human right by a number of treaties and identified that right to education as a fundamental aspect for development 

and social transformation.

“Our progress as a nation can be no swifter than our progress in education. The human right is our fundamental 

resource.” This axiomatic impression of John F. Kennedy advocates that education can enrich human life more than anything 

else can do and once acquired, education remains as a permanent asset.

“By education I mean an all-around drawing out of the best in child and man- body, mind and spirit. Literacy is not the 

end of education not even the beginning. It is one of the means whereby man and woman can be educated. Literacy itself is 

no education.” (Mahatma Gandhi, Harijan July 31st, 1937)Constitutionally guaranteed “right to life” is the compendious 

expression for all those rights which the courts must enforce because they are basic to the dignified enjoyment of life. It 

extends to the full range of conduct which the individual is free to pursue. The right to education flows directly form right to 

life. The right of life is given in Article 21 if Indian constitution and the dignity of an individual cannot be assured unless it is 

accompanied by the right to education. Children are the most precious resource of nay country. The future of the country 

rests on the all-round growth of the children. Education system plays a vital role in shaping the future of the children of a 

country. An effective and sustainable education system nurtures the child in such a way that he can become a powerful 

human resource for his country. Every child comes to this world fully equipped not only to care of him but also to contribute 

constructively to the development of the world. Some are blessed to get chance to explore their potential but many others 

never get opportunity to unfold their latent wonderful gifts. Children are the human resources and assets of a country.

• Right to Survival: Every child has the right to life, health, nutrition, name and nationality.

• Right to Protection: Every child has right to be protected from neglect, exploitation and abuse.

• Right to Development: Every child has a right to education, care, leisure, recreation, to develop talents and skills.

• Right to Participation: Every child has a right to expression, information, thought and religion. Children have a right to 

have their say and to be listened to.

A nation’s health is assessed through the health of its children. It is therefore essential that children get such an 

environment which is suitable to meet their social, emotional and educational needs. Children have a right to live their 

childhood fully. Child rights are fundamental freedoms and the inherent rights of all human beings below the age of 18. 

These rights apply to every child, irrespective of the child’s, parents, guardian’s race, sex, color, creed or other status. The 

essential message is equality of opportunity. United Nations held the Convention on Child Rights in 1989 which India 

ratified in the year 1992. THE Convention on Child Rights (CRC) spells out the rights of the child under four broad categories:

No doubt the children’s rights have been given a central place in all the international and national bodies. As the 

universal declaration of human rights (1948) under its article 26 states, “everyone has the right to free education at least at 

the elementary and the fundamental stages and it shall be compulsory.” Similarly various rights of children dealing with their 

development as better human beings have been defined under various articles of Indian constitution like article 24 prohibits 

employment of children in any kind of industry or any other harmful occupations. Article 39 prevents abuse and exploitation 

of the child and article 45 provides free and compulsory education up to 14 years and by the article 47 states have been 

made responsible for improvement in the level of nutrition, living conditions and public health.

Even the group of G-8 nations has endorsed that investment in education has endorsed that investment in education is 

a paramount factor for achieving the sustainable growth. Education has always been a priority area and a prominent agenda 

of various committees and commissions dealing with human development and social progress. Consistent efforts have been 

made in the post independent period to improve elementary education in terms of improving access, retention, enrolment 

and quality. The National Policy on Education (NPE) 1986 and programmed of Action 1992 recommended a number of 

measures for improvement in the quality of education through reforms in content and processes of classroom teaching, 

improvement in school facilities, provisions of additional teachers and standardizing levels of learning at primary stage. 

Education being the backbone of national development has been widely accepted as an instrument of social change. It is the 
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major indicator of human development. Need for basic education for all i.e. a common minimum education to the 6-14 

years age group is today recognized globally. In fact, education the whole nation across all ages and all walks of life is the new 

world order in education. This has strongly been advocated in the four ‘pillars of learning’ given by the International 

Commission on education for 21st century (UNESCO, 1996) in its report “Learning the Treasure Within”.

The search for related literature is one of the first steps in the research process for any research work; a comprehensive study 

of the related literature is an essential and indispensable pre requisite. According to Best , “ A familiarity with the literature in 

any problem area helps the student to discover what is already known, what others have attempted to find out, what 

methods to attack have been promising and disappointing and what problems remain to be solved.” Citing studies that show 

substantial agreement and those that seem to present conflicting solutions help to sharpen and define understanding of 

existing knowledge in the problem area, provides a background for the research report and makes the investigator to decide 

how far the selected problem is novel enough and does not have any chance of duplication and suggests the area for further 

research studies as good.

The phase “review of literature” consists of two words “review” and “literature”. The term ‘review’ means to organize 

the knowledge to show that the proposed study would be an addition to this field. In research methodology the term 

‘literature’ refers to the knowledge of a particular area of investigation of any discipline which includes theoretical, practical 

and its research studies. The task of review of literature is highly essential and tedious because the researcher has to 

synthesize the available knowledge of the field in the unique way to provide the rationale for his present study. Literature in 

any field forms the foundation upon which all future work will be built. If one fails to build foundation of knowledge 

provided by the review of literature, one’s work is likely to shallow and naïve and will often result in duplication. A research 

worker must be familiar with what has been done by the research workers in the past. The familiarity with the related studies 

provides theories, explanations or hypothesis valuable in formulating the problems. It not only suggests method of research 

appropriate to the solution of problem but also locates comparative data useful in the interpretation of the result.

It is only the reference of old that a new thing is learnt. In the words of Good, “A competent physician must keep 

himself abreast of the latest discoveries in the field of medicine”. Similarly a careful student of educational research should 

be familiar with the location and use of sources of educational information. According to Kaul (1997)Review of related 

literature, besides allowing the researcher to acquaint himself with current knowledge in the field or area in which he is going 

to conduct his research, serves the following specific purposes:

Taking into consideration the above facts, the investigator felt it necessary to make a review of research studies related 

to present investigation. The investigator tapped the various sources of available literature like, surveys of research, Indian 

educational abstracts, research journals etc. Pertaining to the present study, the investigator has therefore, made an 

extensive study using research dissertations, important reports of research studies etc. in relation to the problem under 

investigation.

This act serves as a building block to ensure that every child has or her right (as an entitlement) to get a quality elementary 

education and that the state with the help of families and communities, fulfills this obligation. Few countries in the world 

have such a national provision to ensure both free and child centered Free and Compulsory Elementary Education.

All children between the ages of 6 and 14 shall have the right to free and compulsory elementary education at a 

neighborhood school. There is no direct (school fees) or indirect cost (uniforms, textbooks, midday meals, transportation) to 

REVIEW OF RELATED LITERATURE

• The knowledge of related literature brings the researcher up to date on the work which others have done and helps 

him to state the objectives clearly and concisely.

• By reviewing the related literature, the researcher can select those areas in which positive findings are very likely to 

result and his endeavors are likely to add to the knowledge in a meaningful way.

• The review of related literature gives the researcher an understanding of research methodology.

• The most important specific reason for reviewing the related literature is to know about the recommendations of 

previous researchers listed in their suggestions for further research.

SIGNIFICANCE OF RTE
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be borne by the child or the parents to obtain elementary education. The government will provide schooling free-of-cost 

until a child’s elementary education is completed.

Few countries in the world have such a national provision to ensure child centered child friendly education to help all 

children develop to their fullest potential. There were an estimated eight million six to fourteen year-olds in India out-of-

school in 2009. The world cannot reach its goal to have every child complete primary school by 2015 without India’s 

participation. School shall constitute School Management Committees (SMC’s) comprising local authority officials, parents, 

guardians and teachers. The SMC’s shall form school development plans and monitor the utilization of government grants 

and the whole school environment. RTE also mandates the inclusion of 50 percent women and parents of children from 

disadvantaged groups in SMC’s. Such community participation will be crucial to ensuring a child friendly “whole school” 

environment through separate toilet facilities for girls and boys and adequate attention to health, water, sanitation and 

hygiene issues.

All schools must comply with infrastructure and teacher norms for an effective learning environment. Two trained teachers 

will be provided for every 60 students at the primary level. Teachers are required to attend school regularly and punctually, 

complete curriculum instruction, assess learning abilities and hold regular parent-teacher meetings. The number of teachers 

shall be based on the number of students rather than by grade. The state shall ensure adequate support to teachers leading to 

improved learning outcomes of children. The community and civil society will have an important role to play in 

collaboration with the SMC’s to ensure school quality with equity. The state will provide the policy framework and create an 

enabling environment to ensure RTE becomes a reality of every child.

Central and State government shall share financial responsibility for RTE. The central government shall prepare estimates of 

expenditures. State governments will be provided a percentage of these costs. The Central government may request the 

Finance Commission to consider providing additional resources to a state in order to carry out the provisions of RTE.

The state government shall be responsible for providing the remaining funds needed to implement. There will be a 

funding gap which needs to be supported by partners from civil society, development agencies, corporate organizations and 

citizens of the country.

ROLE OF COMMUNITY AND PARENTS TO ENSURE RTE

RTE PROMOTES CHILD-FRIENDLY SCHOOLS

FINANCE TO RTE

Some of the Highlights of the Historic Right to Education Act

• Every child in the age group of 6 to 14 years will have a right to free and compulsory education in a nearby school.

• Private and unaided educational institutes will have to keep 25% of the seats for students belonging to the weaker 

sections.

• No child would be failed or expelled and will not be required to pass any board examination till the age of 14.

• All students who complete their elementary education will be awarded certificates.

• Financial burdens will be shared between the center and states.

• Infrastructure of schools will be improved; Recognition will be subject to improvement.

• Quality of education will be improved.

Findings

Several violations were found in surveyed school with reference to basic provisions prescribed under RTE. A few of them 

found on the basis of data collected during the survey are as following:

• Overcrowding in schools: The number of children enrolled in some schools is so large, that it is beyond the capacity of 

the school to accommodate and manage all the children. In such a situation, the quality of teaching learning 

experience in the classroom is a big question mark.
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• Student teachers ratio: The student to teacher ratio was found to be very high. A teacher is assigned to a particular 

section of a class, which may have as many as 100 or more children enrolled in it.

• Insufficient seating facilities: There are no desks for children in the schools. They sit in durries spread on the floor. 

During winters, it is quite challenging for children to sit on floor and study. In case there are desks, they may be less in 

number and haphazardly keep leading to a serious crunch of space to move around in the room.

• Poor toilet and sanitary facilities: The schools generally have common toilets for boys and girls. The cleanliness of 

toilets was reportedly found suffering due to lack of sanitary staff employed by the school.

• Unutilized space within school complex: Nearly all the schools have ample space within the complex but it is not 

maintained at all. The space remains vacant with bushes and shrubs growing around, making it a mini jungle within. 

This space is also used to community activities like storage of construction material or celebrations of marriage parties. 

There is no attempt to convert the space into a playground for the children.

• Lack of sports/games facilities: there is no provision or facilities for sports or games of any kind. Children have no 

playing material provided by the school. A few schools have separate swings but they are either broken or are in a bad 

condition so therefore cannot be used by the children.

• Lack of general cleanliness: There is a general lack of cleanliness in and around the schools. Heaps of garbage and 

stagnant pools of water can be commonly seen outside as well as within the schools.

• Drinking water: The drinking water is made available to children through hand pumps/taps. Drinking water is an 

urgent issue since the tap provides dirty water and children drink it with no other option around.

• The library facility: There is no separate library as such in any of the surveyed schools.

• The school environment: The general environment in the schools was not found encouraging or motivating for the 

children to read and learn from.

The study reveals that there is a low level of awareness about RTE act among Primary Schools in Delhi.

The awareness level about the education rise among in students.

There is no significant difference between primary and secondary education regarding RTE act.

The right to education act awareness level facilitates the primary need of students in Delhi schools.

The right to education act awareness helps to improve the sanitary facilities for both girls and boys in schools.

Urban and rural primary schools have same level of awareness towards right to education.

Teacher help to make healthy environment among students for growth under the provision of Right to Education act.
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ABSTRACT

Food-Assisted Education (FAE) has long been recommended by international development 

agencies and NGOs as one of the most effective ways of boosting primary school attendance and 

improving child nutrition in developing countries. The FAE approach is based on the idea that 

providing free meals in schools will act as an incentive for more children to enroll in school and 

attend regularly, while at the same time increasing the food intake of malnourished children, thus 

leading towards sustainable education. The present paper attempts to study the concept of mid 

day meal in primary school as well as the steps taken by government to implement the mid day 

meal scheme with special reference to Delhi. The methodology consisted of making use of 

questionnaires to collect data from the stakeholders including teachers, parents, administrators 

and students. the implications of the study are broadly drawn for administrators, policy makers and 

teachers in the effective implementation of the scheme.

INTRODUCTION

The children’s of today are citizens of tomorrow The Mid Day Meal programme For children was initially viewed as an “act of 

charity”. Over a period of time it comes to be considered as an item of child welfare. Still later it was regarded as a 

component of child development and a sheared in multinational approach. Much more recently of was perceived as part of 

a movement to make the school attractive for the child and enhance the “environment for learning in the school.”

In India the school lunch programme was first introduced in Madras by the corporation for children belonging to poor 

families. SLP was introduced in same pares of Kerala1941 followed by Bombay in 1942 MDMP of supplying cooked rice and 

yogurt was started in Bangalore in 1946 Utter Pradesh commenced the programme on a voluntary basis in 1953 and the 

meal consisted of roosted or sprouted gram, boiled potatoes or seasoned fruit. Many state come forward to implements 

MDM programme, when assistance from international agencies such as UNICEF, FAO and WHO become available.

International non-governmental organizations such as Catholic Relief services (CRS), church world service, and USA’s 

meal for millions association also entered the field providing assistance. Co-operative of American relief everywhere (CARE) 

initiated its assistance to MDMP in 1961 in the state of Kerala and Tamil Nadu. It began supply of food commodities under PL 

480 TITLE 2 programme. It extended the programme to twelve state in India in course of time. During the first year of its 



operation it benefitted 2.4million children. Under the MDMP, all the state covered only the weaker section of population 

viz. children from poor families, scheduled castes (sc) and scheduled tripe (ST). The procedure adopted for covering the 

children varied from state to state.

THEORETICAL FRAMEWORK

It can be seen that the Mid Day Meal Scheme is a multi-faceted programme of the Government of India that, among other 

things, seeks to address issues of food security, lack of nutrition and access to education on a pan nation scale. It involves 

provision for free lunch on working days for children in Primary and Upper Primary Classes in Government, Government 

Aided, Local Body, Education Guarantee Scheme (EGS) and Alternate Innovative Education (AIE) Centres, Madarsa and 

Maqtabs supported under Sarva Shiksha Abhiyan and National Child Labour Project (NCLP) Schools run by Ministry of 

Labour. The primary objective of the scheme is to provide hot cooked meal to children of primary and upper primary classes.

With other objectives of improving nutritional status of children, encouraging poor children, belonging to 

disadvantaged sections, to attend school more regularly and help them concentrate on classroom activities, thereby 

increasing the enrollment, retention and attendance rates. According to the government, it is the world’s largest school 

feeding programme, reaching out to about 120, 000, 000 children in over 1, 265, 000 schools and Education Guarantee 

Scheme (EGS) centers across the country. However the investigator wanted to find out the response towards MDM in south 

Delhi.

Objectives of The Study

To study the concept of mid day meal in primary school.

To study the steps taken by government to implement the mid day meal scheme.

Methedology of The Study

The present study followed the descriptive survey type research conducted in Delhi schools.

Sample

The sample consisted of 10 teachers and 20 students from each of five different government school of south Delhi. Random 

sampling was used to collect data. Total sample size was 100 students and 50 teachers

Tool Used

Two Questionnaires prepared for teachers and students.

Analysis of The Data

The data will be analyzed qualitatively and quantitatively; statistical procedures have been simple graph & percentage etc. 

information obtained on above tools was tabulated separately to analyze and interpret.

Major Findings of The Data

• In these 30% students were from general category, 50% students were of SC/BC/OBC category, and 20% were from 

other category at government school.

• In this all 100% students got mid day meal daily.

• 90% students at government school are liked MDM and 10% students did not like meal.

• 70% government school students were satisfied and 30% students were not satisfied with quantity.

Suggestion For Further Research

On the basis of this study following suggestions may be considered for the further studies:

• Present study is conducted on implementation of mid day meal in government school whereas further study should 

conducted on health and hygiene of food.

• Researcher can take large samples for his/her studies and conduct on the quality of food.
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CONCLUSION

This paper examines a particular Mid-Day Meal program in India, evaluating its impact on school enrollment rates using a 

propensity score matching estimation method. Not only did the Mid-Day Meal program have a significant, positive effect on 

overall enrollment rates, but the effect was also more pronounced for those with the least educated parents and lowest 

economic status. In a world in which pre-determined household characteristics affect a child’s educational access and 

success at birth, transfer programs such as the Mid-Day Meal program can have a large, positive effect. This impact is 

particularly salient for the lowest income groups, providing increased educational opportunity by making it affordable.

As usual, far more research must be conducted in this area. While these results are positive and significant in India, the 

external validity must be tested through evaluations of other school feeding programs in a wider range of regions. 

Additionally, follow-up surveys should be conducted to measure the long-term gains for program recipients, as exhibited by 

their overall educational attainment, adult income levels, and even the educational attainment of their future children.

Education plays an integral role in increasing economic growth in developing countries, while improving overall 

standard of living. Thus, policy initiatives that provide access to primary school education for children in the lowest socio-

economic levels are crucial for economic success. While primary school education may not yet be universal by 2015, 

continued research will make progress towards this goal, paving the way for future generations to receive equal 28 

educational opportunities and ultimately lift themselves out of an otherwise persistent poverty trap.
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“Let us be the ones who say we do not accept that a child dies every three seconds simply because he does 

not have the drugs you and I have. Let us be the ones to say we are not satisfied that your place of birth 

determines your right for life. Let us be outraged, let us be loud, let us be bold.”

– Brad Pitt

It is not difficult to understand how children who have suffered from malnutrition or starvation need food 

and plenty of cares in their bodies are to recover so they can go on to lead normal lives. If, however, the 

starvation is severe enough, the damage will be permanent and they will suffer physical impairments for the 

rest of their lives. Likewise, children who are deprived of emotional nurturing require care and love if their 

sense of security and self-confidence is to be restored. However, if love is minimal and abuse high, the 

damage will be permanent and the children will suffer emotional impairments for the rest of their live”

–  Mark Z. Danielewski

CHILDREN who witness violence in the society often believe that they are to blame, live in a constant state of fear and are 15 

times more likely to be victims of child abuse. Close observation during an interaction can alert providers to the need for 

further investigation and intervention, such as the physical, behavioural, emotional, and social areas of life, and can aid in 

early intervention and assistance for child victims.

PHYSICAL SYMPTOMS

The physical effects of domestic violence on children, different than the effects of direct abuse, can start when they are fetus 

in their mother’s womb, can result in low infant birth weights, premature birth, excessive bleeding, and fetal death, due to 

the mother’s physical trauma and emotional stress. Increased maternal stress during the times of abuse, especially when 

combined with smoking and drug abuse, can also lead to premature deliveries and low weight babies. Infant children who 

are present in the home where domestic violence occurs often fall victim to being “caught in the crossfire.” They may suffer 

physical injuries from unintentional trauma as their parent is battered.

Physical effects of witnessing domestic violence in older children are less evident than behavioral and emotional 

effects.

BEHAVIOURAL SYMPTOMS

Children exposed to domestic violence are likely to develop behavioural problems, such as regressing, exhibiting out of 

control behavior, and imitating behaviours. Children may think that violence is an acceptable behavior of intimate 
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relationships and become either the abused or the abuser. Some warning signs are bed-wetting, nightmares, distrust of 

adults, acting tough, having problems becoming attached to other people and isolating themselves from their close friends 

and family. Another behavioral response to domestic violence may be that the child may lie in order to avoid confrontation 

and excessive attention getting
[6]

Adolescents are in jeopardy of academic failure, school drop-out, and substance abuse.

SOCIAL SYMPTOM

Children exposed to domestic violence frequently do not have the foundation of safety and security that is normally 

provided by the family. The children experience desensitization to aggressive behaviour, poor anger management and 
[2]

problem solving skills, and learn to engage in exploitative relationships.

[2]
• Symptoms include isolation from friends and relatives in an effort to stay close to siblings and victimized parent.

• The adolescent may display these symptoms by joining a gang or becoming involved in dating relationships that mimic 
[2]

the learned behavior.

Children exposed to domestic violence require a safe nurturing environment and the space and respect to progress at 

their own pace. The caretaker should provide reassurance and an increase sense of security by providing explanations and 

comfort for the things that worry the children, like l

In 1996, the World Health Assembly declared violence a major public health issue. To follow up on this resolution, on 

Oct 3 this year, WHO released the first World Report on Violence and Health. The report analyses different types of violence 

including child abuse and neglect, youth violence, intimate partner violence, sexual violence, elder abuse, self-directed 

violence, and collective violence. For all these types of violence, the report explores the magnitude of the health and social 

effects, the risk and protective factors, and the types of prevention efforts that have been initiated. The launch of the report 

will be followed by a 1-year Global Campaign on Violence Prevention, focusing on implementation of the 

recommendations. This article summarises some of the main points of the world report.

There is continuing debate on the extent of the effects of media violence on children and young people, and how to 

investigate these effects. The aim of this review is to consider the research evidence from a public-health perspective.

MEDIA VIOLENCE: FACT AND FICTION

Urban India witnesses intermittent public outbursts around the impact of TV violence on children. This construction of 

children as copycats and passive victims of media violence displaces any complicated analysis of how they actually engage 

with television. Urban India of the late-20th century and early-21st centuries has witnessed intermittent public outbursts 

around the impact of TV violence on audiences, particularly children. “Commonly expressed opinions such as these fail to 

address the intricacies of spectatorial positioning and issues of affect, desires, and apprehensions. Instead they concentrate 

almost entirely on ‘negative effects’, repeatedly recalling ‘direct impact’ and ‘copycat’ theories. Two highly publicised 

documents, the Media Advocacy Group (MAG) report titled People’s Perceptions: Obscenity and Violence on the Small 

Screen (1994); and the Unicef-Delhi report Killing Screen: Violence on Television and its Impact on Children (1999) carry 

the fallacies of effects-studies that have now been substantively challenged by serious research. Methodologically elusive, 

both studies indict a wide range of screen activities as ‘acts of violence’ and assume that exposure must necessarily result in 

violent or aggressive behaviour. Certain shifts between the studies are noteworthy. The MAG report was concerned about 

the impact of violence on both adults, particularly ‘lower income group males’ and children, while the other report 

concentrated exclusively on children.

Similar arguments are made in the Centre for Advocacy and Research (CFAR) ‘findings’ of a ‘Five City Study’ titled 

Media Violence and its Impact on Children (2001). All three reports dispense with any literature review or description of the 

methodologies used. Instead, the report lists a series of observations that are not backed by any evidence. For instance, the 

CFAR study states that ‘Recent tragic events in the USA have only emphasised the nexus between reel and real violence’, 

without providing any details about the veracity of such a claim. Similarly, the report goes on to state that “there is enough 

scientific evidence based on scientific research in the West to indicate a linkage between media violence and impact on 

children” or that “since 1998, there is a growing body of data in India, which has, to some extent quantified the concerns and 

raised qualitative concerns”.
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The study proceeds to elicit responses from countries as culturally diverse as Angola, Argentina, Brazil, Canada, Costa 

Rica, Croatia, Egypt, Fiji, Germany, India, Japan, Mauritius, the Netherlands, Peru, Philippines, Qatar, South Africa, Spain, 

Tajikistan, Togo, Trinidad and Tobago, and Ukraine. Predictably, the conclusion pronounces that “Media violence is 

universal”.

Children represent the most vulnerable TV audience segment, given their youth and inexperience... findings indicate 

that media influences every aspect of children’s lives...Their hopes and aspirations for the future, their attitudes to 

relationships - familial, parental, romantic, sexual, etc, are all inextricably linked with what they see, hear and learn from TV.

The UNESCO study, while prioritising the influence of the media over every other experience in everyday life, also 

targets some people to be more vulnerable to ‘negative effects’ than others. The study states, for instance, that “one-third of 

the children in our sample live in a high aggression environment or problematic neighbourhood

Morley’s study reiterates that the “television zombies” of the effects model of audience analysis are always “other 

people”. Graham Murdoch (1997) suggests that “the dominant effects of tradition have proved so resilient partly because it 

chimes with a deeply rooted formation of social fear which presents the vulnerable, suggestible, and dangerous as living 

outside the stockade of maturity and reasonableness that the ‘rest of us’ take for granted. ‘They’ are the ‘others’, the ones 

‘we’ must shield or protect ourselves against.”

CONCERNS ABOUT MEDIA INFLUENCE ON TEENAGERS

It’s normal to be worried about the influence of media on our child.

Media influence on teenagers can be deliberate – for example, media advertising is often directed at children and 

teenagers. This means that children and teenagers are increasingly conscious of brands and images. You’re not alone if your 

child has pestered you to buy the next ‘in’ thing!

Media influence can also be more indirect. An example of this might be the increasing sexualisation of content in 

advertising, magazines, television shows and music videos. These media products often show women with unrealistic body 

types and ‘sexy’ appearances. O ther kinds of media feature violent imagery and coarse language – for example, video games 

and song lyrics.

These indirect media influences can suggest to teenagers that these are ‘normal’ ways to look and behave.

But being exposed to media influence, images and messages doesn’t automatically mean your child is at risk. 

Teenagers don’t just take on board everything the media – or anybody else – tells them. They can be savvy consumers of 

media messages.
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