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Abstract –  

MSME stands for Micro, Small, and Medium Enterprises. These enterprises are involved in the 

production and procession of products. This definition of MSME was provided by the Micro, 

Small, and Medium Enterprises Development (MSMED) Act, 2006. But in 2018, few amendments 

were made in the Act and MSMEs were classified as one of the important sectors as far as the 

Indian economy is concerned as there are around 6.3 crores MSMEs in India as per the annual 

report of 2019. The new amended act defines MSMEs as manufacturing and service providing 

enterprises on the basis of their annual turnovers. MSMEs have lower turnover compared to Multi-

National Companies that is why they fall under the category micro, small and medium enterprises. 

There can be few changes in the business environment that can affect such enterprises negatively 

such as the current COVID-19 pandemic situation. The total contribution towards the GDP (gross 

domestic product) by MSMEs in India is around 29% as per October 2021 data. MSMEs plays a 

quite huge role as per the level of contribution it gives to the GDP. Especially in the past 2 decades, 

the growth in the MSMEs has been very high and increasing. In April 2020, the COVID-19 

situation, 70% of the businesses under MSME were disturbed and the disturbances remained until 

August 2020. After that the MSMEs adapted the virtual methodologies but still around 40% of 

businesses remained disturbed till March 2021. But the MSMEs sector did rise again. To aid the 

MSMEs during the pandemic to regain the financial power the Government of India began E-

Market Place so that there is an increase in share of the MSMEs in the Government procurements. 

Every sector in this pandemic period had made efficient use of the virtual mode of transactions 

and to conduct their every day activities. Be it the workers of the IT industry working from home, 

and many other sectors adapting to the virtual mode of conducting their routine business 

transactions making it easier to contact people from across the globe while sitting at home. A 

digitally activated market ecosystem has the potential to reduce costs, improve work efficiency, 

foster product development, and improve worker safety. Collaboration with research institutions, 

tech start-ups, and existing foreign players may prove to be an effective business strategy for 

MSMEs looking to develop a low-cost manufacturing base and enter the Indian market.  
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Introduction –  

The Micro, Small, and Medium Enterprises (MSMEs) sector contributes significantly to the 

country's socio-economic development. In India, the sector has grown in importance due to its 

contribution to the country's Gross Domestic Product (GDP) and exports. The sector has also made 

significant contributions to the development of entrepreneurship in India, particularly in semi-

urban and rural areas. According to the provisions of the Micro, Small, and Medium Enterprises 

Development (MSMED) Act of 2006, MSMEs are divided into two categories: Manufacturing 

Enterprises and Service Enterprises. The following table shows the existing and revised investment 

limit and turnover of the Micro, Small, and Medium Enterprises:  

Existing MSME Classification 

Criteria: Investment in Plant and Machinery 

Classification  Micro (Rs.) Small (Rs.) Medium (Rs.) 

Manufacturing Less than 25 lakhs Less than 5 Crores Less than 10 Crores 

Services Less than 10 Lakhs Less than 2 Crores Less than 5 Crores 

Revised MSME Classification 

Criteria: Investment and Annual Turnover 

Classification  Micro (Rs.) Small (Rs.) Medium (Rs.) 

Investment  Turnover Investment Turnover Investment  Turnover 

Manufacturing 

And Services  

Less than 1 

Crore 

Less 

than 5 

Crores 

Less than 

10 Crores 

Less 

than 50 

Crores 

Less than 

20 Crores 

Less 

than 100 

Crores 

 

MSMEs work to improve the lives of workers and skilled laborers such as craftsman, artisans, 

smiths, etc. They assist them by providing employment, loans, and other services. MSMEs 

encourage the growth of entrepreneurship as well as skill development by establishing specialized 

training centres. They advocate for the advancement of developmental technology, the 

development of infrastructure, and the overall modernization of the sector. MSMEs are well-

known for providing reasonable assistance to improve access to both domestic and export markets. 
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They also provide cutting-edge testing facilities and high-quality certification services. Amidst the 

pandemic, though there was a decrease in the productivity of the MSMEs sector, it eventually 

grabbed the opportunities provided by the Government of India.  

The MSMEs began as the Small Industries Development Organization in 1954. The contribution 

from the micro, small, and medium enterprises was considered as very significant for the growth 

of the economy as it included the skilled labors and it also protected them. MMSEs in India 

produces around 45% in terms of manufacturing output, 40% of the total exports are from the 

MSMEs, and the employment rate is quite high in this sector as it employs 70 million people over 

25 million units of the enterprises all over India.  

Significance of Micro, Small, and Medium Enterprises –  

In a country like India where the availability of labor is larger than the availability of capital, the 

need for micro, small, and medium enterprises is significant. India holding a heavy population of 

young people and a many of them graduating around 1.2 million every year. The MSME sector is 

the sector that welcomes the newly graduated fresh talent thus heling to increase the employment 

rate and employment opportunities.  

Especially during the current pandemic situation, many office workers had to lose their jobs. Many 

start up were also opened by young graduated whose placements were affected due to pandemic. 

This does not imply that the micro, small, and medium enterprises were not affected. They were 

affected too, and there were many migrant workers who were stranded across the entire country. 

Not only startups, but multiple micro, small, and medium enterprises started collaborating with 

research institutions such as the IIT and IIM, they also started hiring young graduates by providing 

them the opportunities of work from home so that they can increase the productivity. 

The following graph shows the average number of employees per unit under the service sector in 

MSMEs in 2019-2020: 
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Micro, Small, and Medium Enterprises are India's most important driver, accounting for 8% of the 

country's GDP. Given MSME's contribution to manufacturing, exports, and employment, other 

sectors benefit from it as well. Multi-National Companies are now purchasing semi-finished and 

auxiliary products from small businesses, such as automobile companies purchasing clutches and 

brakes, or digital device manufacturers purchasing softwares and some are even outsourcing the 

softwares as well. It is well known that after the New Economic Policy of 1991, India has become 

an outsourcing hub due to cheap and skilled labor availability, so Multi-National Companies are 

using this pandemic to the fullest and also aiding the MSMEs to over with the crisis. Not only 

during the pandemic but even before that outsourcing to smaller businesses was practiced but it 

has increased during the pandemic because of the demand. It aids in the creation of a link between 

MSME and large corporations.  

For several years, the Ministry of Micro, Small, and Medium Enterprises has prioritized inclusive 

growth. Poverty and deprivation, on the other hand, are a barrier to India's development. 

Furthermore, it includes marginalized sections of society, which is a major challenge for the 

Ministry of MSME. While in large-scale organizations, one of the most difficult challenges is 

retaining human resources through an effective human resource management professional 

manager. However, when it comes to MSME, the labor requirement is lower, and it does not 

require a highly skilled laborer. As a result, the owner's indirect expenses are also minimal.  
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Basically, a small business starts with limited resources that are under the control of the owner. 

From that point on, decision making becomes easy and efficient. On the other hand, a large 

corporation requires specialists for every department because of its complex organizational 

structure. Also, small scale businesses do not require external management, they allot their own 

employees.  

MSMEs during Pandemic – 

95% of the companies across the globe are micro, small, and medium enterprises where around 

60% of the employment is because of such enterprises. 35% of the GDP of the developing 

countries are contributed by MSMEs. Many MSMEs rely on international trade to support their 

operations, either because they export their products through direct or indirect channels, or because 

they rely on imported inputs to manufacture the products they sell domestically, or because of 

business process outsourcing.  

MSMEs are among those facing the most severe economic challenges as a result of COVID-19. 

MSMEs, for example, are over-represented in economic sectors that have been disproportionately 

affected by COVID-19's massive shocks to demand and supply. Furthermore, due to their small 

size, MSMEs have less resilience and flexibility in dealing with the costs that these shocks entail, 

making it more difficult for them to survive the crisis than larger firms. 

Due of their prevalence in the economic sectors most affected by demand shocks caused by the 

pandemic, MSMEs are disproportionately affected by the COVID-19 pandemic. These industries 

include lodging and food services, cultural and creative industries, and wholesale and retail 

services. MSMEs export more than large firms in these sectors, according to data from the 

Organization for Economic Cooperation and Development (OCED). Partial or full quarantine 

measures, as well as disruptions to international modes of transportation, will undoubtedly result 

in a significant loss of demand and revenue in these areas for both domestic and trade activities. 

In the International Labor Organization Score Report released on May 2020, it was reported that 

over 75% of Small and Medium Enterprises have experienced a reduction in their revenues in 2019 

and 2020. In many enterprises the revenue has become very low to even sustain the procurement 

of materials for manufacturing purposes. It has also been reported than 9 out of 10 businesses are 

had experienced a shortage in cash inflow. Since there was reduction in cash inflow, the labor was 
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also reduced leaving many laborers unemployed. The pandemic affected the international 

transactions of MSMEs quite a lot. 

MSMEs in India are largely unorganized, the majority of their transactions are conducted in cash 

and are not properly recorded in accounting books. Because of the lack of accurate transaction 

data, these businesses do not receive the required credit score and find it difficult to obtain business 

loans from the formal sector. MSMEs' business volumes remain low in most cases, and thus 

transaction costs remain high, both in offline and online modes of payment. This has a significant 

impact on the company's profit margins in the medium to long run. 

Most banks, especially during the pandemic considered MSMEs as risky clients in the absence of 

a high credit score or collateral. This issue is exacerbated when the client is a start-up. Even if 

banks are persuaded to make loans, interest rates will remain higher than usual. Depending on the 

size of the business, cash flow pattern, and vendor engagements, different MSMEs have different 

financial requirements. All of this necessitates tailor-made services and products. MSMEs are 

found to be more vulnerable to cybercrime and phishing when they lack adequate awareness and 

knowledge about handling digital banking and transaction activities. 

There were few of the enterprises that had very less cash reserves to sustain their businesses. Even 

the demand and supply of different factors were affected. The pandemic did affect the financial 

markets as well halting the cash inflow of MSMEs. The following pie chart diagram shows the 

danger related to Cash Reserves of Small and Medium Enterprises faced in India due to pandemic, 

a June 2020 report:  
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Growth Amidst Pandemic –  

The government of India brought in many policies to protect the interests and other aspects of the 

Micro, Small, and Medium Enterprises. In July 2021, the Government of India had made 

announcement for the retail and wholesale trades to be included under MSMEs for the purpose of 

strengthening the sector and for boosting the economic growth. The Lok Sabha had passed a bill 

in the same month in favour of the MSMEs for making payment processes faster by making 

amendments – Factoring Regulations (Amendment).  

With growing recognition of organic products, the Khadi and Village Industries Commission 

registered trademarks in Mexico, Bhutan, and United Arab Emirates. This trademark registration 

has led to global recognition of Khadi products by expansion of Khadi trade at international levels.  

The MSME Prerana programme has been launched by Shri Nitin Gadkari (Minister for Road, 

Transport and Highways and Micro, Small, and Medium Enterprises) in Maharashtra in June 2021. 

MSME Prerana programme’s objective is development of financial and managerial capabilities of 

all the entrepreneurs involved in micro, small, and medium sized businesses. The initiative has 

been taken by the Indian Bank and have subsequently launched the Business Mentoring 

programme. Through this programme financial support has been provided to 20 lakh MSMEs 

along with credit exposure of INR 70 thousand crores.  
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To ease the registration processes for micro, small, and medium enterprises Shri Nitin Gadkari 

announced simplification and lessened the number of documents required for registration, 

restricting it to only PAN and Aadhar Cards. To initiate investment in MSMEs the government of 

India allocated a budget of more than INR 15 thousand crores for financial year 2022 in 

comparison to the financial year 2021 that was INR 7,572 crores. The government of India has 

also made provisions for collateral-free automated loans for businesses under MSMEs. To 

encourage beginner entrepreneurs the government recognized more than 50 thousand Start-ups 

under the ‘Start-up India’ initiative that created employment opportunities of more than 5 lakh 

different types of jobs.  

Indian Bank decided to collaborate with the Society for Innovation and Entrepreneurship (SINE), 

IIT Bombay, to provide credit support to MSMEs and start-ups in August 2021. Amazon India 

announced plans to expand its existing nine fulfilment centres and open 11 new ones in July 2021. 

This expansion strategy has generated both direct and indirect job opportunities in India, as well 

as strengthen Amazon's position in the country. Also, Amazon India launched Digital Kendra in 

Surat in July 2021, its first brick-and-mortar resource centre to help 'kiranas' and small businesses 

go digital. 

The Federation of Indian Export Organizations (FIEO) signed a memorandum of understanding 

(MoU) with Aramex India, a logistics services provider, in July 2021 to support MSME exporters 

in India. Google Pay and Flexiloans announced their collaboration in July 2021 to enable small 

business online loans and this becomes one of the platforms to take advantage of the online 

resources and payment facilities to the MSMEs.  

Overall, the most negatively affected sector was the micro, small, and medium enterprises in India, 

but later on due to varied government initiatives, programmes, and start-up programmes, the 

MSME sector is back in track.  

 

 

 

Conclusion –  

The Ministry of MSME operates a number of schemes that provide credit and financial assistance, 

skill development training, infrastructure development, marketing assistance, technological and 

quality upgrades, and other services to MSMEs across the country.  
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The Indian government intends to double the Indian economy to $5 trillion in five years. To 

accomplish this goal, career opportunities for the young population have been created, and MSMEs 

have the potential to serve as a key job creator. As a result, the government has begun to promote 

MSMEs in order to create new jobs in the sector. To accomplish these objectives, the public 

authority ought to put resources into giving more back-end administrations to further develop 

execution of the MSME area as it supplies labour and products to large modern ventures. 

Absence of innovation-based creation exercises and low interest in Research and development 

exercises are bottlenecks blocking the area to become equipped. Internationally accessible 

innovation could be sponsored by the public authority with the goal that the item nature of MSME 

players can be further developed utilizing the current assets. This likewise needs the support of 

scholastic establishments through giving innovative work (Research and development) 

administrations for item advancement. 
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International Logistic Supply Chain And Management 

By Megha Madhu 

                                          INTRODUCTION 

A freight forwarder, forwarder, or forwarding agent, is a person or company 
that organizes shipments for individuals or corporations to get goods from the 
manufacturer or producer to a market, customer or final point of distribution. 
Forwarders contract with a carrier or often multiple carriers to move the goods. 

 

A forwarder does not move the goods but acts as an expert in the logistics network. 
The carriers  can  use  a  variety  of  shipping   modes,   including ships, airplanes, 
trucks, and railroads, and often use multiple modes for a single shipment. For 
example, the freight forwarder may arrange to have cargo moved from a plant to 
an airport by truck, flown to the destination city and then moved from the airport 
to a customer's building  by another truck. 

 

 
International freight forwarders typically handle international shipments and have 
additional expertise in preparing and processing customs documentation and  
performing activities pertaining to international shipments. 

Information typically reviewed by a freight forwarder  includes  the commercial  
invoice, shipper's export declaration, bill of lading and other documents required 
by the carrier or country of export, import, and/or transhipment. 

 

The FIATA shorthand description of the freight forwarder as the "Architect of 
Transport" illustrates the commercial position of the forwarder relative to its client. 
In Europe, some forwarders specialize in "niche" areas such as rail-freight, and 
collection and deliveries around a large port. 

 

In commerce, a supply chain is a system of organizations, people, activities, 
information, and resources involved in supplying a product or service to a 
consumer. Supply chain activities involve the transformation of natural resources, 
raw materials, and components into a finished product that is delivered to the end 
customer. In sophisticated supply chain systems, used products may re-enter the 
supply chain at any point where residual value is recyclable
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One of the earliest freight forwarders was Thomas Meadows and Company 

Limited, England, established in 1836. Trade developed between Europe and 

North America, creating additional demand. The first international freight 

forwarders were innkeepers in London who held and re-forwarded the personal 

effects of their hotel guests. 

The original function of the forwarder was to arrange for carriage by contracting 
with various carriers. Forwarder responsibilities included advice on 

documentation and customs requirements in the country of destination. His 
correspondent agent overseas looked after his customers' goods and kept him 
informed about matters that would affect the movement of goods. 

In modern times, the forwarder accepts the same responsibilities. It operates either 
as a domestic carrier or otherwise with a corresponding agent overseas or with his 
own branch-office. In a single transaction, the forwarder may be acting as a carrier 
(principal) or as an agent for his customer or both. 

A freight forwarder is liable to make the hassle-free movement of cargos and 

goods. An expert freight forwarder makes shipping around the globe easy, safe 

and timely. They do all the essential works like documentation for shipping, 

customs clearance, negotiation with the shipping companies, booking spaces for 

cargos, arranging carriers for goods, filing insurance claims, deciding the multiple 

freight services for each client by choosing the best combination for sending the 

goods to the destination country. 

Before few years, there was a lack of awareness about the role of freight 

forwarding companies in the global freight shipping industry. With the growing 

difficulties in the intermodal transportation system, the role of freight forwarder 

becomes more crucial in the industry. 

 

COMPANY PROFILE 
 
I worked at the post of Customer Service Management Trainee at CEVA Logistics. 

I have learned how to move the international cargo by Ocean and got guidelines 

from the company related to logistics. 

It was a great experience, working with that company and in future I would also 

connect with them for more experience. 
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ABOUT THE ORGANISATION 

 

 

CEVA Logistics is a global logistics and supply chain company in both freight 

management and contract logistics with US$7 Billion in revenues. Its head office 

is in Baar, Switzerland and it was founded in 2007, as a merger of TNT Logistics 

and EGL Eagle Global Logistics. In early May 2018 CEVA had over 56,000 

employees working in 17 regional clusters operating from 160 countries. CEVA 

Logistics was acquired by CMA CGM Group, a French container transportation 

and shipping company. After the takeover, CMA CGM Group held 97.89% of the 

outstanding shares and voting rights   of CEVA upon settlement of the tendered 

CEVA shares, with plans to delist CEVA from the Zurich Stock Exchanges. 

 

LITRATURE REVIEW 

CEVA have organized our business to meet the specific challenges of different 

industry sectors. Our specialist teams apply their genuine expertise in the market 

to provide the most appropriate solutions for the business. We learn the Ocean 

Export International Freight Forwarding and how to open the job once a shipment 

receive, learned how to book the container for move the cargo  by ocean, also 

learnt the  rules and regulations  of the custom requirements in separate country 

like Brazil, US, Europe and Middle  East. The study can further be extended to 

compare the supply chain solutions and management with specific to various 

businesses. 

Supply chains integrate several areas and so several  actors  with  divergent  
interests.  The main challenge  is  conciliate  all  the  expectations  and  provide  
the  appropriated  level  of service  and  quality  for  the  customers. (2007)  states  
that  SCM’s  practices  involve  a  set  of  activities  undertaken  by organization  
to  promote  effective  management  of  their  supply  chain. Tutunc and Kucukusta 
(2008) go beyond  that  and  states  that  SCM  lead  to  changes  in  the  structure  
of  the organization  by  integrating  internal  functions  and  linking  these  with  
the  external  operation of  suppliers,  customers  and  others  stakeholders  of  the  
supply  chain.   The study  presents  that  there  is  an  extensive  range  of  practices  
to  be  explored.  Since the practices about  forecasting,  inventory,  collaboration,  
development  of  warehouses,  hub,  site factories  and  besides  that  there  is  not  
a  recent  research  treating  all  those  dimensions  of management. 
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RESEARCH METHODOLOGY 

 

 Introduction 

This research concentrates on collecting and thereby analysing the collected data systems 

to re solve problems that are selected by the researcher. In a way, this research has got 
wider meanings. For some people reading books or surfing the internet for information is 

research. As a matter of fact these activities are just some part of the entire job. Basic 
research structures are related to the sense of collecting authentic and original data and in 

the same way analysing these data thoroughly as well methodically to derive the result 
that lay underneath. 

 

The process of study adopted by this research illustrated here. Factors like, research 
objective, research plan, methodology of research, compilation of data, assessment of data 
and quality standards are focused in the entire process. 

 
 Stages of Research 

 

The four main stages followed in a research are: 

 
Problem-it is the first stage that decides the topic. There are five steps in it. This are- 

Topic selection, Problem Definition, Literature Review, Hypothesis Formation and 
Methodology. 

 
Data Collection-it is the second stage and decides the research methods followed by the 
techniques for collecting information. It has got three steps: Definition of Sample, 
Sampling and Data Collection. 

 
Data Analysis- this is the third stage where the collected data are analysed, in order to 
find a solution to the problem. It has got two steps: Organisation of Information and 
Analysis of results. 

 
Action- it is the final stage and is the stage where the derived result, information and 
findings are utilized. It is inclusive of Report writing, Distributing Information and 
Accomplishing result into action. 

 

 Research Design 

 

The research design adopted for this particular study has got systematic formulation. The 
entire process comprises of research objective, methodology of research, research plan, 
data compilation, data assessment and assessing quality standards. “Research design is 
the plan, structure and strategy of investigation conceived so as to obtain answer to 
research question and to control variance.” – BY KERLINGER 

 
According to Yin (2003), research has got three distinct classes. These are – 

Exploratory 
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OBJECTIVE TO STUDY 

 
To analyse the effective communication strategy through freight forwarding and to study the 

effectiveness of international supply chain solutions and management. Also, to learn broad 

service portfolio in Air, Ocean, Ground and Contract Logistics. To learn how to move the 

international cargo by Air and Ocean. 

The purpose of this paper is to create a better understanding of what Supply Chain 

Management (SCM) is how it has evolved and the factors that have influenced its evolution. 

Through examining the literature, this paper will highlight the evolution history of SCM and 

the factors that have affected it. According to this paper, the evolution history of SCM can 

be segmented into four stages: 1) the pre SCM stage, 2) the creation stage, 3) the integration 

stage and 4) the globalisation stage. In the last part of the paper will be discussed the factors 

that have affected the evolution process of SCM. Some of these factors are: the firms focus 

on cost reduction; increased global competition; the firm focus on increase efficiency and 

performance; consolidation of trade liberalisation policies and the globalisation movement; 

increasing retail concentration-centralisation and power; and increased companies focus on 

customer satisfaction. 

 

LIMITATION TO STUDY 

 

1. Entrustment Issues 

No matter how great the reputation is of a freight forwarding company, you can never be fully 

sure. You are entrusting goods worth thousands of dollars to strangers hoping that they will 

deliver it to a destination at the designated time. Despite the company sending hundreds of 

shipments before, it is human nature to worry – you may fear chances of accidents occurring 

while your shipment is at sea and are likely to stay tensed until your shipment reaches your 

customer’s dock. 

2. Data deficiency issues 

Miscommunication may occur between the owner of the shipment and the forwarder due to 
multiple reasons. If there are any gaps in data provided by the owner to the freight company, 
it will affect the shipment. 

Data deficiencies are a major cause of delay in ocean shipments. Some of the common 
examples of data deficiency are the loss of information due to translation between languages 

Descriptive 

Explanatory 

The motive of the research is to make a selection among these three classes. The 

selection will be done on the basis of the element of suitability for the study. 
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or during the journey. These deficiencies can also delay the journey by weeks at times, which 
could severely damage your reputation with your customers. Although  a reputable 
forwarding company will deal with these issues effectively so they do not cause any major 
problems, a mismanaged freight company can put your relationships with your customers at 
risk. 
 

3. Unfair pricing 

Although it is a risky approach, you can have direct control over your cost if you do all the 
freight forwarding and documentation yourself. While using a freight forwarder,  you can 
never be sure about the mark-up they are adding to your costs.Many unethical forwarders 
cheat by charging you a higher price compared to the deal you could have gotten if you 
directly contacted the local transporters yourself. For example, a trucking company may 
charge you $2,000 to deliver a shipment but an unethical freight forwarder will offer to do it 
for $3,000, while wrongly stating that the trucking company is charging $4,000 for the same 
service. 

4. Product loss 

Whether you want to accept this or not, product loss is a very real problem and a huge risk 
when using freight services. Despite all of the modern technologies we have today, no one 
can predict the behaviour of mother nature accurately so there is always a risk   of damaged 
goods or an entire shipment going missing over the sea. 
 
 

CONCLUSION 

 
The main focus of the organisation is to provide good service in both freight management 
and contract logistics. 
 
The experience with CEVA Logistics has been phenomenal because they have been 
supportive since the beginning. 
 
We have grown to become a premium service provider of International Logistics Service 
to the students. 
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Comparative Study Of Customer Satisfaction In Fast Food 

A Comparative Study Of Haldirams V/s Bikanerwala Restaurants 

 

By Jatin Kumar 

INTRODUCTION 

INDIAN FOOD INDUSTRY 

India is the world's second largest producer of food next to China, and has the potential of being 

the biggest with the food and agricultural sector. The total food production in India is likely to 

double in the next ten years and there is an opportunity for large investments in food and food 

processing technologies, skills and equipment, especially in areas of Canning, Dairy and Food 

Processing, Specialty Processing, Packaging, Frozen Food/Refrigeration and Thermo Processing. 

Fruits & Vegetables, Milk & Milk Products, Packaged/Convenience Foods, Soft Drinks and Grains 

are important sub-sectors of the food processing industry. Health food and health food supplements 

are another rapidly rising segment of this industry which is gaining vast popularity amongst the 

health conscious.  

India is one of the world’s major food producers but accounts for less than 1.5 per cent of 

international food trade. This indicates vast scope for both investors and exporters. Food exports 

in 1998 stood at US $5.8 billion whereas the world total was US $438 billion. The Indian food 

industries sales turnover is Rs.140,000crore (1crore = 10 million) annually as at the start of year 

2000. The industry has the highest number of plants approved by the US Food and Drug 

Administration (FDA) outside the USA. 

India's food processing sector consumer product groups like confectionery, Soya-based products, 

mineral water, and high protein foods etc. We cover an exhaustive database of an array of 

suppliers, manufacturers, exporters and importers widely dealing in sectors like the -Food Industry, 

Dairy processing, Indian beverage industry etc. 
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The most promising sub-sectors include - Soft-drink bottling, Confectionery manufacture. Grain-

milling and grain-based products, beverages, Milk processing, Tomato paste, Fast-food, Ready-

to-eat breakfast cereals, Food additives, flavors etc. 

Geographical varieties 

1) Northern 

North Indian food is distinguished by the proportionally high use of dairy products; milk, using 

the "tawa" (griddle) for baking flat breads like roti and paratha, and kulcha. Other breads like puri 

and bhatoora, which are deep fried in oil, are also common. The [samosa] is a popular North Indian 

snack, and now commonly found in other parts of India, 

2) Eastern 

Traditional food of Assam, Bengal and Orissa delicately spiced. General ingredients used in 

Assamese, Bengali, and Oriya curries are mustard seeds, cumin seeds, nigella, green chillies, 

cumin paste and the spice mix panchphoron or panchphutana. Mustard paste, curd, nuts, poppy 

seed paste and cashew paste are preferably cooked in mustard oil. 

3) Southern                                            

Idlis with coconut chutney, a well-known dish from southern India. 

South Indian food is distinguished by a greater emphasis on rice as the staple grain, the ubiquity 

of sambar and rasam (a dish in liquid form prepared with herbs and/or spices, tamarind paste, 

turmeric and/or tomato and/or dhaal, also called chaaru/saaru and rasam), a variety of pickles, and 

the liberal use of coconut and particularly coconut oil and curry leaves. 

4) Western            

Ragada in a panipuri, a popular snack from Mumbai. 

Western Indian cuisine has three major regions: Gujarati, Maharashtrian and Goan. Maharashtrian 

cuisine has mainly two sections defined by the geographical sections. The coastal regions, 

geographically similar to Goa depend more on rice, coconut, and fish. The hilly regions of the 

Western Ghats and Deccan plateau regions use groundnut in place of coconut and depend more on 

jowar (sorghum) and bajra (millet) as staples..Maharashtrian fast food includes one of the most 

popular dishes called PavBhaji. 
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COMAPANY PROFILE 

 

Haldirams is one of the largest food & snack manufacturers & retail outlet in India. The various 

food products offered by Haldirams include namkeens, papads, sweets, drinks, banana chips, halke 

fluke, takatak, frozen curries, frozen paratha, frozen rice, frozen thali, frozen snacks and canned 

sweets. It is also in the business of restaurants and fine dining, but 80% of revenue is generated by 

packaged products business. The company also has an online presence where customers can place 

their orders and avail various special products offered by Haldirams which include custom sweet 

boxes, specialised festive products and custom tokni. The website also offers services like placing 

bulk orders and fatafat delivery (quick delivery). Haldirams product strategy as a part of its 

marketing mix comes in packages of various sizes to satisfy the different requirements of 

customers. They also give a lot of importance on attractive packaging with attractive colours to 

encourage impulse buying among customers. The package also comes filled with nitrogen to 

increase the shelf life of products. Haldirams focuses greatly on delivering quality products. The 

whole manufacturing process is in-house and stringent quality checks are done by the founder 

family members themselves. There is uniformity in quality and authenticity in taste which makes 

Haldirams a tremendous success in Indian snacks market. 

Haldirams owns three manufacturing facilities- Haldirams Manufacturing in Delhi, 

HaldiramsBhujiawala in Kolkata and Haldirams Foods in Nagpur. The Haldirams Snacks and 

Ethnic Foods in Delhi had earnings of Rs.2, 000+ crores from the northern region. Haldirams also 

has restaurants at Nagpur and in Delhi. The three restaurant formats under which they operate are 

— casual dining, quick service restaurants (QSR) and kiosks. There are more than 40 restaurants 

in Delhi and Delhi NCR alone and all of them are hugely successful. The company is planning to 

expand in the south India using a franchise-based model. Haldirams has a strong network for 

distribution of its products in India and abroad. The network is well defined and structured- 

finished goods from the manufacturing units are passed on to distributors via Carrying and 

Forwarding agents, which in turn ship the products to retailers. 
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LITRATURE REVIEW 

Comparative analysis of two companies means to understand the products, system, markets, 

customers, strengths, weaknesses, etc. of those companies. In this the two major companies dealing 

in Indian sweets and snacks are being compared i.e., Haldirams and Bikanervala. Both the 

companies offer almost same variety of products and have same target market. They both have 

restaurants in Delhi and NCR and also export their packed products outside India also.  

Haldirams and Bikanervala are each other’s major competitors. This comparative analysis is being 
done to analyze the competitive market existing between the two companies. This is also done to 

find the preference of customers and the product knowledge they about the companies. The 

consumption habits of people are also being analyzed. By this comparative analysis Haldirams 

will get to know its strengths, weaknesses, opportunities, threats, etc. and will also get to know the 

steps by which it can increase its market share and become the market leader. 

The comparative analysis is being done on various bases- people’s preference in terms of Indian 
sweets and Indian snacks, product range, product quality, prices, taste, cleanliness and hygiene, 

ambience, advertising and promotion, etc. All these parameters will help to find out which of the 

two is better in which area which helps in analyzing which areas should be worked upon so as to 

increase its number of customers. 

Haldiram provides a good range of products to its customer base.However namkeen is the main 

focus area for the group. Similarly ,Haldiram‟s maintains its position effectively in a market by 
having its full variety of Snacks and Sweets. Namkeens The company has unchanged techniques 

for more than hundred years. Sweets Haldiram's sweets are traditionally made. Sweets are known 

for their range.‟Delicious sweets are favourites among people in India and world across.  
Haldirams sweets are packed and are safe for about 12 months. Syrups Haldiram's sherbets are 

best example of its diversify and it is present everywhere. PRODUCT RANGE :- Haldiram has 

successfully completed the journey of being a small entrepreneur to the India's largest selling brand 

name in Sweets and Namkeens (savory). The entity is known for its variety of mouth watering 

food products such as Sweets, Namkeens, Pickles, Syrups, and Biscuits in the world. The prime 

focus of the company is to serve sweets and savories directly to customer 
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RESEARCH METHODOLOGY 

Research refers to the systematic investigation into and study of materials and sources in order to 

establish facts and reach new conclusions. Research comprises "creative work undertaken on a 

systematic basis to increase the stock of knowledge, including knowledge of humans, culture and 

society, and the use of this stock of knowledge to devise new applications." It is used to establish 

or confirm facts, reaffirm the results of previous work, solve new or existing problems, support 

theorems, or develop new theories. In the broadest sense of the word, the definition of research 

includes any gathering of data, information, and facts for the advancement of knowledge. It is a 

process of steps used to collect and analyze information to increase our understanding of a topic 

or issue". It consists of three steps: pose a question, collect data to answer the question, and present 

an answer to the question. 

The process used to collect information and data for the purpose of making business decisions is 

called as Research Methodology. The methodology may include publication research, interviews, 

surveys and other research techniques, and could include both present and historical information. 

The purpose of Methodology is to describe the purpose involved in the Research Work. This 

includes the overall Research Design, the data collection method. Research Methodology refers to 

the various sequential steps to be adopted by a Researcher in studying a problem with certain object 

or objective in view. 

Research Design 

A research design is the set of methods and procedures used in collecting and analyzing measures 

of the variables specified in the research problem research. The design of a study defines the study 

type (descriptive, correlational, semi-experimental, experimental, review, meta-analytic) and sub-

type (e.g., descriptive-longitudinal case study), research problem, hypotheses, independent and 

dependent variables, experimental design, and, if applicable, data collection methods and a 

statistical analysis plan. Research design is the framework that has been created to find answers to 

research questions. There are many ways to classify research designs, but sometimes the 

distinction is artificial and other times different designs are combined. Nonetheless, the list below 

offers a number of useful distinctions between possible research designs. A research design is an 

arrangement of conditions or collections. 

 Descriptive (e.g., case-study, naturalistic observation, survey) 

 Correlational (e.g., case-control study, observational study) 

 Semi-experimental (e.g., field experiment, quasi-experiment) 

 Experimental (experiment with random assignment) 

 Review (literature review, systematic review) 

 

The type of research is exploratory research design.  
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In this research various secondary sources of data are studied, individual surveys are being 

conducted and then the collected data is analyzed. The individuals who were being surveyed were 

the people who had practical experience of the area to be researched. 

 

Data Collection 

Data collection is the process of gathering and measuring information on variables of interest, in 

an established systematic fashion that enables one to answer stated research questions, test 

hypotheses, and evaluate outcomes. A formal data collection process is necessary as it ensures that 

the data gathered are both defined and accurate and that subsequent decisions based on arguments 

embodied in the findings are valid. The process provides both a baseline from which to measure 

and in certain cases an indication of what to improve. 

 

Methods of Data Collection  

There are two types of data collection methods namely primary data collection and secondary data 

collection. 

Primary data 

Primary Data is the data which is originally collected by an investigator or agency for the first time 

for specific purpose. The source from which the primary data is collected is called the primary 

source. Such data is original in character as it is collected for the first time. 

Secondary data 

The data which is not directly collected but rather obtained from the published or unpublished 

sources is known as Secondary Data. It is also known as Second Hand Data. These are not original 

data since the enumerators or investigators themselves do not collect these data. They simply make 

use of the data collected by the others. 

 

Common sources of secondary data include: 

 Census 

 Large surveys 

 Internet 

 Journals 

 Books  

 Newspapers  
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 Organizational records 

 

The secondary data for this study are already available in the company’s literature and Website 
and Internet. 

 

Thus the data is collected through both primary as well as secondary sources. 

 

OBJECTIVE OF STUDY 

 To understand major points of difference between 2 restaurants i.e.,, Haldiram and 

Bikanerwala, in context of products & services  

 

 To know customer perception of product &service quality at Haldiram and Bikanerwala 

 

 To find out customer perception about brand value satisfaction with respect to the two 

brands 

 

 To identify the probable area of improvement in the Haldiram’s and Bikaner. 

 

LIMITATION TO STUDY 

 The sample size may not adequately represent the total market as it is very less as compared 

to the total market size. 

 

 Scarcity of time and informational resources. 

 

 Resources were not keen to respond properly. 

 

 This study has not been conducted over an extended period of time, it does not consider 

any change due to changes in the sudden needs of the customer because of some seasonal 

change or any kind of festivals. 
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RECOMMENDATION AND CONCLUSION 

In this research it has been found that as compared to Bikanervala, Haldirams has a strong brand 

image in front of its customers and people like their food and sweets over Bikanervala but there is 

a very close competition between the two Haldirams is ahead of Bikanervala by just few percents 

only. So if Bikanervala works towards improving its brand image and product quality it can easily 

capture Haldirams customers. 

Haldirams should take steps to maintain its position in the market- 

 Haldirams should continue to maintain its quality standards as people like them for there 

high quality products. 

 Haldirams should keep its prices according to their customers affordability  

 It should introduce new products from time to time so that its product range gets wider than 

its competitors.  

 Haldirams management should keep a strong check on its cleanliness staff and should see 

that the hygiene is maintained at the outlets. 

 Haldirams should focus more on advertising and promotion so that the target market gets 

to know about its latest offerings, seasonal products, festive offers, etc.  

 Haldirams should also open more outlets in Delhi near main markets so that people could 

reach there outlets easily and there customers will increase and they can also start free 

home delivery services in areas nearby there outlets. 
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Customer Satisfaction Towards The Product And Services of Axis Bank 

By Akshay Pratap Singh 

 

Consumer banking plays an important role in banks’ profitability. Although the growing economy 
and further improvements in the level of household income have created many opportunities for 

consumer banking, there is also increasingly strong competition amongst the  

financial institutions due to the liberalization and globalization of the banking industry. In order to 

remain competitive, banks have to take steps to introduce new consumer banking products and 

services that will make banking more convenient and accessible to the public. 

“A consumer is the most important visitor in business premise /service institution”.  

“He is not dependent on the businessman or person rendering services we are dependent on him” 

 “A customer is a person who brings us his wants .it is our job handles them profitably to him and 

ourselves”. Customer satisfaction is a business term which is used to capture the idea of 

measuring how satisfied an enterprise’s customers are with the organization’s efforts in a market 
place. The organization provides products (goods and/or services) of some kind to its customers 

through the mechanism of a marketplace. . The products that organization provides are subject to 

competition whether by similar product6s or by substitution products. The reason an organization 

is interested in the satisfaction of its customers is because customers purchase the organization’s 
products. The organization is interested in retaining its existing customers and increasing the 

number of its customers.  

 

Axis Bank was the first of the new private banks to have begun operations in 1994, 

after the Government of India allowed new private banks to be  established.  AXIS,  

the  largest mutual fund in India, Life Insurance Corporation of India (LIC) and 

General Insurance Corporation Ltd. and its four subsidiaries viz. Promoted the 

Bank jointly National Insurance 

Company Ltd., The New India Assurance Company, The Oriental Insurance 

Corporation and United Insurance Company Ltd. The Bank today is capitalized to 

http://www.ssrn.com/
http://www.zaubacorp.com/
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the extent of Rs. 230.88 Crore with the public holding (other than promoters) at 

45.63%. 

 
The Bank's Registered Office is at Ahmadabad and its Central Office is 

located at Mumbai. Presently the Bank has a very wide network of more than 200 

branch offices and Extension Counters. The Bank has a network of over 2010 ATMs 

providing 24hrs a day banking convenience to its customers. This is one of the 

largest ATM networks in the country. The Bank has strengths in both retail and 

corporate banking and is committed to adopting the best industry practices 

internationally in order to achieve excellence 

Axis Bank was the first of the new private banks to have begun operations in 1994, after the 

Government of India allowed new private banks to be  established.  AXIS,  the  largest 

mutual fund in India, Life Insurance Corporation of India (LIC) and General Insurance 

Corporation Ltd. and its four subsidiaries viz. Promoted the Bank jointly National 

Insurance 

Company Ltd., The New India Assurance Company, The Oriental Insurance Corporation 

and United Insurance Company Ltd. The Bank today is capitalized to the extent of Rs. 

230.88 Crore with the public holding (other than promoters) at 45.63%. 

 
The Bank's Registered Office is at Ahmadabad and its Central Office is located at 

Mumbai. Presently the Bank has a very wide network of more than 200 branch offices and 

Extension Counters. The Bank has a network of over 2010 ATMs providing 24hrs a day 

banking convenience to its customers. This is one of the largest ATM networks in the 

country. The Bank has strengths in both retail and corporate banking and is committed to 

adopting the best industry practices internationally in order to achieve excellence 
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COMPANY PROFILE 

 

 

Axis Bank was the first of the new private banks to have begun operations in 1994, after the 

Government of India allowed new private banks to be  established  AXIS ,  the. largest 

mutual fund in India, Life Insurance Corporation of India (LIC) and General Insurance 

Corporation Ltd. and its four subsidiaries viz. Promoted the Bank jointly National 

Insurance 

AXIS BANK 

 
 

Type Public(BSE:532215) 
 
 

Industry Banking Financial services 
 
 

Key people Adarsh Kishore (Chairman) 

Shikha Sharma (MD&CEO) 
 
 

Net income ▲ 1,812.93 crore (US$411.54 million)(2009) 

Employees 13,389 (2010) 

Website Axisbank.com 
 
 

 
INTRODUCTION TO AXIS BANK 

 

AXIS bank completed the 5th year of its operation at the end of March 99.The bank witnessed good 

growth in its business and profit and also came out with a public issue of its quality for the 1st time 

during the year, which evoked excellent retail response. The bank made significant progress during 

the year in line with its committed business target’s, despite difficult market condition the bank 

spread over different states, there by enlarging its client based substantially. 

 
The bank continue to introduce new products, upgrade the technology support system to 

improve operational efficiencies and strengthen its human resource based on the whole, 2002-2003 

has been a productive years for the bank in terms of both growth and consolidation of business as 

well as strengthening of its infrastructure. 

 
The bank ended the year 2002-2003 conducting business in 80 cities and towns, with 

192branches and extension counters and 822 ATMs. The AXIS bank will spread out across the 

country with operation in 23 states and 1 union territory. 

 
ABOUT US 
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Company Ltd., The New India Assurance Company, The Oriental Insurance Corporation 

and United Insurance Company Ltd. The Bank today is capitalized to the extent of Rs. 

230.88 Crore with the public holding (other than promoters) at 45.63%. 

 
The Bank's Registered Office is at Ahmadabad and its Central Office is located at 

Mumbai. Presently the Bank has a very wide network of more than 200 branch offices and 

Extension Counters. The Bank has a network of over 2010 ATMs providing 24hrs a day 

banking convenience to its customers. This is one of the largest ATM networks in the 

country. The Bank has strengths in both retail and corporate banking and is committed to 

adopting the best industry practices internationally in order to achieve excellence 

 

 

LITRATURE REVIEW 

Hallowell Roger (1996) described in his research that banks should target service to only 

those persons who need the most. With the adoption of this strategy customers will be 

retained for longer periods. Consumer satisfaction is one of the essential outcomes to 

market activity (Spreng et al.1996).In todays highly ready for action banking industry, 

consumer satisfaction is considered as the concentrate of success (Siddiqi, 2011). Singh, 

Research Article Volume 9 Issue No.4 International Journal of Engineering Science and 

Computing, April 2019 21167 http://ijesc.org/ J., & Kaur, G. (2011) research suggested 

that customer satisfaction is the outcome of seven determinants namely social 

responsibility, employee responsiveness, appearance of tangibles, competence, and 

reliability services innovation, positive word-of-mouth. 

According to their study customer satisfaction if influenced by social responsibility, 

positive word of- mouth, and reliability. they also founded that relationship marketing is 

the important tool which can significantly increase the customer satisfaction. Other 

factors like employee behaviour, their friendliness, politeness, cooperation, promptness, 

efficiency, knowledge level, trustworthiness, and appearance also play an important role 

in satisfying the customer. 

 

 

RESEARCH METHODOLOGY 

Research Methods: 
 

 

A research method refer to the behaviour and instruments used in selecting and constructing 
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research techniques. Research methods may be understood that which method or technique 

that are used for conduction of research. 

Research Methodology: 

Research methodology is a way to systematically solve the research problem. It may be 

understood as a science of study in how research is done scientifically. In it we study the 

various steps that are generally adopted by a researcher in studying his research problem 

 

along with the logic behind them. It is necessary for the researcher to know not only the 

research methods/techniques but also methodology. Researcher need to know which method 

/techniques, are relevant and which are not, and what would they mean and indicate it and 

why. 

 

Research Design: 
 

 

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 economic in procedure. 

 
Regarding this project, exploratory research design is applied. Here, exploratory research 

designs concern with describing the performance of the business loan. The design helps in 

understand the characteristics in a given situation, think systematically about aspects in a 

given situation, offer idea for probe and research helps to make certain simple decision. 

 

Sampling Method: 
 

Sampling method indicates how the sample units are selected. There are various types of 

sample designs which can be covered under the two board groups random or probability or 

non- random sample. 

SOURCE OF DATA: 
 

Data is collected in two types: 
 

1) Primary data 
2) Secondary  data 

 

              Primary data: 

 

The primary data are those data, which are collected afresh and for the first time. And 
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happen to be original in character. The primary data to be collected for the study are- 

 Questionnaire – A set of questionnaire is prepared for the cause of 

collecting different information related to the pre-determined objectives. The 

questionnaire prepared is in two forms & targeted towards the doctors and 

chemists differently. The format of questionnaire is structured and non-

disguised. 

 Direct Personal Interview – Under this method of collecting data there is 

face-to-face context with the person from whom the information is obtained. 

The data collected are from the respective selected doctors and chemists 

visited regularly. The pattern used is Structured and Indirect Interview. 

 

Secondary data: 
Secondary data means data that are already available i.e., they refer the data, which have 

already been collected and analyzed by someone else. When the researcher utilizes 

secondary data, then he has to look into various sources from where he can obtain them, IN 

this case he is certainly not confronted with the problems that are usually associated with 

the collection of original data. Secondary data may either be published data or unpublished 

data. Usually published data are available in: 

 Books, magazines and newspapers. 

 Data provided by the company. 

 Internet. 
 

OBJECTIVE TO STUDY 

 
  To study on customer satisfaction. 
 To study on products they delivered to the customers and how are the services, while 

delivering the product and maintaining the customers. 
 To analysis with competitor’s bank by comparing with product and services 

provided to the customers. 

 To study on maintenance of products and services effective manner by this 

customer will be satisfied..  

 It helps to find out the leading service provides in present. 

 It show the various for selecting a particular service 
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LIMITATION TO THE STUDY 

 The details of technical specification of competitors are not complete. 

 The sales report includes only north India. 

 The customers were reluctant to give their time to trainees. 

 The information provided by the respondents is spontaneous and they may not be 
consistent. 

 

RECOMMENDATION 

 From the brief study about the project the suggestion to renew the service of 

net banking is to update the methods & techniques with proper guidance. 

 

 To give proper attention towards the customer’s problems. 
 

 To enhance speed in accessing the transactional activity. Because it play a 

vital role in acquiring the customers. 

 

 It was suggested that the management should functioning of the service. 
 

 Another important suggestion is that for the management to

make brand advertisements regarding the products & services. 

 

 To arrange some training programs for the customers regarding the products 

& services and can taught about the usage. 

 

 The organization should retain the existing performance and should increase 

if possible to do so. 

 

                These are all the suggestions for the study on the customer           satisfaction towards 

the products and services of axis bank 

 

CONCLUSION 

 

The study was started so as to know whether the customers are satisfied with products and 

services of axis bank. 
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The project has been done on the customer’s satisfaction towards the products and services. 

The analysis was done based on the information collected in the form of questionnaire from 

the customers of the bank. This has been done in Axis Bank 

 
           The major part of the analysis is based upon the percentage analysis. 
 

After a brief analysis few findings were derived. Based on findings the suggestions and the 

conclusion were made. 

 
Thus the report says that the product and services by the axis bank was very useful and it 

was satisfying the majority of the customers using it. Moreover many people are interested 

in doing transaction with axis bank in the future. The report was very helpful for the bank 

to know how and the suggestions of the customer in the services of axis bank. 
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Study of Customer Satisfaction  

(NESTLE COFFEE) 

Introduction 

The company dates to 1867, when two separate Swiss enterprises were founded that would later 
form the core of Nestlé. In August of that year, Charles A. and George Page, brothers from Lee 
County, IL in the United States, established the Anglo-Swiss Condensed Milk Company in Cham. 
In September, in Vevey, Henri Nestlé developed a milk-based baby food and soon began 
marketing it. In the succeeding decades both enterprises aggressively expanded their businesses 
throughout Europe and the United States. (Henri Nestlé retired in 1875, but the company, under 
new ownership, retained his name as Farine Lactée Henri Nestlé.) In 1877 Anglo-Swiss added 
milk-based baby foods to its products, and in the following year the Nestlé company added 
condensed milk, so that the firms became direct and fierce rivals. 

In 1905, however, the companies merged to become the Nestlé and Anglo-Swiss Condensed Milk 
Company, retaining that name until 1947, when the name Nestlé Alimentana SA was taken as a 
result of the acquisition of Fabrique de Produits Maggi SA (founded 1884) and its holding 
company, Alimentana SA of Kempttal, Switzerland. 

Nestle is one of the largest food companies in the world. It is present in all five continents, has an 
annual turnover of 74.7 billion Swiss Frances. There are 509 factories are running in 83 countries, 
having 231,000 employs. 

COMPANY PROFILE 

Company Name:- Nestle 
 

Business Type:- Food Processing 
 

Product/Services:-Baby food, Coffee, Dairy products, Breakfast cereals, confectionery, 
bottled water, Ice cream. Pet foods 

 
Headquarters:- Vevey, Vaud, Switzerland 

 
Number of Employees:-352,000 People 

 
URL :- http://www.nestle.com 

 
 
 
 

http://en.wikipedia.org/wiki/Cham,_Switzerland
http://www.nestle.com/
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OWNERSHIP AND CAPITAL 
 
Year Established:-1866 

Founder:- Henri Nestle 

Area served:-Worldwide 

Revenue:-CHF 91.43 billion 

Net income:-CHF 10.46 billion 

Total assets:- CHF 137.01 billion 

Total Equity:- CHF 58.40 billion 

Trade as:- SIX: NESN 

 
LITERATURE REVIEW 

The story of nestle begins in 1867, when Henri Nestlé developed a baby formula that saved a 
child's life and marked the beginning of Nestlé's decades-old commitment to nutrition. Henri 
Nestlé, a Swiss pharmacist, begins experimenting with cow's milk, wheat nestle and sugar to 
develop an alternative for infants who cannot be breastfed. His ultimate goal is to help reduce 
infant mortality from malnutrition. Eventually, he develops Farine Lactée Henri Nestlé, which is 
sold under his own coat of arms. This remains Nestlé's distinctive brand even today. After the 
formula saves a child's life, people swiftly recognize its value, and soon Farine Lactée Nestlé is 
available across Europe. Today, Nestlé SA is the world's largest Food and Beverages Company, 
and a global leader in health, nutrition and wellness. Consumers around the world, from village 
squares in Nigeria to the skyscrapers of New York and Chicago, are united by the Nestlé promise 
of quality, taste, nutrition and convenience. Though headquartered in Vevey, Switzerland, we now 
have 487 factories dotted around the globe, employing over 250,000 people in 86 countries. Nestle 
products are available in almost every country, and in 2005 nestle global sales reached $73 
billion. Nestle operations are spread across three global zones covering Europe, the Americas, 
Asia, Oceania and Africa. Recognizing that every region has its special needs, the three zones 
operate locally, but are united by a common vision and priorities. The voices of even the smallest 
local markets are heard at nestle headquarters in Vevey, Switzerland. Nestle immense popularity 
comes from nestle efforts to develop products that give quality and nutritional benefits at low 
prices, even in the most remote regions 
 

RESEARCH METHODOLOGY 

The present study is an exploratory and descriptive type of research study. The study aims to find 

out the factors influencing customers life insurance investment decision and their preferences at 

the time of policy buying decision. In order to conduct this study, questionnaire method was used 

for data collection. 
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SOURCES OF DATA 

The data for the study has been collected from both primary and secondary sources. The primary 

Data has been collected through a well-drafted interview schedule. The secondary data has been 

Collected from IRDA annual reports, insurance journals, magazines and insurance website. 

DATA COLLECTION METHODS 

The data collection method used to obtain the desired information from primary sources has been 

Through direct interview, and questionnaire has been used as an instrument. 

RESEARCH PLAN 

Target population: friends, relatives 

Sampling method: purposive sampling 

Sample size: 50 

STATISTICAL TOOLS AND TECHNIQUES 

For measuring various phenomena and analysing the collected data effectively and efficiently to 

draw sound conclusions, a number of statistical techniques including chi-square, correlation, pie 

charts , graphs , weighted average score have been used for the testing of hypotheses. 

 

OBJECTIVE TO THE STUDY 

This project is based on the comparative study consumer behavior towards Nestle 
Objectives of the study are: 

 The other objective is to know about the customer satisfaction level associated with the 
product and the customer preference level. 

 To increase customer satisfaction and recapture the market share by Fulfilling the customer 
needs. 

 

LIMITATIONS TO THE STUDY 

In attempt to make this project authentic and reliable, every possible aspect of the topic was kept 
in mind. Nevertheless, despite of fact constraints was at play during the formulation of this project. 
The main limitations are as follows: 
1. Due to limitation of time only few people were selected for the study. So, the sample of 

consumers was not enough to generalize the findings ofthe study 
2. The main source of data for the study was primary data with the help of self-administered 

questionnaires. Hence, the chances of unbiased information are less. 
3. People were hesitant to disclose the true facts. 
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4.The chance of biased response can’t be eliminated though all necessary steps weretaken to avoid 
the same. 

RECOMMENDATIONS 

 Nestle must state in writing that it accepts that the international code and the subsequent 
relevant World Health Assembly Resolutions are minimum requirements for every 
country. 

 Nestle must state in writing that it will make required changes to bring its Baby Food 
 Marketing policy and practice into line with International Code and Resolutions. 

 
 

CONCLUSION 

Nestle is facing the problem that is regarding the quality of mill. It is being perceive that infant or 
child belonging to poor family who use low quantity of milk then required in daily use are getting 
effected. It is hard to agree the customer to switch to pack milk because of taste which is 

hurdle for further expansion 
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Study of Customer Satisfaction  

(AMUL) 

 

By Jaya Sharma 

1. INTRODUCTION 

Amul is an Indian dairy cooperative society, based as Anand in the Indian state of Gujarat. Formed 

in 1946, it is a cooperative brand managed by a cooperative body, the Gujarat Co-operative Milk 

Marketing Federation Ltd. (GCMMF), which today is jointly owned by 36 lakh (3.6 million) milk 

producers in Gujarat, and the apex body of 13 District Milk Unions, spread across 13,000 villages 

of Gujarat. Amul spurred India’s White Revolution, which made the country the world’s largest 
producer of milk and products 

AMUL means “priceless” in Sanskrit. The brand name “AMUL” from the Sanskrit “Amoolya,” 
was suggested by a quality control expert in Anand Variants, all meaning “priceless” , are found 
in several Indian languages. Amul products have been in use in millions of homes since 1946. 

Amul Butter, Amul Milk Powder, Amul Ghee, Amulspray, Amul Cheese, Amul Chocolates, Amul 

Shrikhand, Amul Ice cream, Nutramul, Amul Milk and Amulya have made Amul a leading food 

brand in India. (Turnover; Rs. 52.55 billion in 2007-08). Today Amul is a symbol of many things. 

Of high- quality products sold at reasonable prices. 

50 years after it was first launched. Amul’s sales figure have jumped from 1000 tonnes a tear in 

19956 to over 25,000 tonnes in 1997. No other brand even come close to it. All because a thumb- 

sized girl climbed on to the hoardings and put a magical spell on a masse. 

AMUL stands for, 

A= Anand 

M= Milk 

U= Union 

L= Limited 

Amul ( Amul milk union ltd.) is a based on four hands, which are coordinated with each other. 

The actual meaning of this symbol is co- ordination of four hands of different people by whom 

this union is at the top position in Asia. 
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2. COMPANY PROFILE 

 
Company Name:- Amul India (Gujarat Co-operative Milk Marketing Federation Ltd.) 

 

Business Type:- Manufacturer 

Infant Milk Food , 

Skimmed Milk Powder, 

(Cheddar,  Mozzarella,Emmental,Gouda), Cheese 

 

Product/Services:- Spreads, Ghee, Condensed Milk, Chocolates, Malted milk food, 

Breadspreads, Fresh milk, UHT Milk, Ice-cream 

 

Address:-  Amul Dairy Road 

 

Number of Employees:- 500-1000 People 

 

URL :- http://www.Amul.com 

 

OWNERSHIP AND CAPITAL 

Year Established:- 1973 

 

Representative/Business Owner:- BM Vyas 

 

Trade and Market:- North America 

South America 

Western Europe 

Eastern Europe 

 

Main Markets:- Eastern Asia 

Southeast Asia 

Mid East 

Africa Ocenia 

 

Total Annual Sales:- Above US$100 Million 

 

Volume 

 

http://www.amul.com/
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Factory Information 

No. Of R&D Staff:- Above 100 People 

 

 

3. LITRATURE REVIEW 

From mid- 1990s AMUL has entered areas not related directly to its core business. Its entry into 

ice cream was regarded as successful due to the large marker share it was able to capture within a 

short period of time- primarily due to the price differential and the Brand name. Amul is one of 

the most successful Indian business firm. It provides various milk products in which its main brand 

product Amul Butter is also present. Amul begins with just little group of milk producing villagers 

and now become largest milk producing cooperative society in India. It had started with two village 

cooperatives with 250 litres milk producing capacity and now it collects daily a 6.5 million 

(average) of milk from a very large number of Indian villages. It has become a hope for poor 

villagers who were exploiting by middlemen before the origin of Amul or Gujarat milk marketing 

federation of Kaira union. They provide milk of better nutrients, better quality products regularly 

and help in meeting the country’s need of daily milk requirements. Some of the articles on Amul 
are as follows:- 

“India report part 5: AMUL, India’s number- one dairy brand” 

Published : April 11, 2006 reference www.milkproduction.com 

 On 14 December 1946 the predecessor of the Gujarat Milk Marketing Federation, better 

known as the AMUL dairy cooperative, was founded in kaira (Gujarat state) 

 The daily milk collection was 247 litres. 

 Anno 2005vthe 2.4 million members/ dairy farmers supplied AMUL daily with 5.9 million 

litres of milk. 

According to Mr. Khanna, an AMUL director ‘ with special assignments’ – as his business 

cards says- the milk supply to his co-operative is increasing all the time. In the 2003-04 

financial year, the milk collection was up to 5.1 million litres per day, a rise of some 15.2%. 

By contrast, the cooperative’s turnover rose by just 1.4% in the financial year 2004-05, 

bringing it to INR 29.22 billion or EUR 584 million. This growth is lower than expected and 

due, believes khanna, to the reduced milk supply in the later months of 2004 and the poor 

increase in the price of basic products in the early months of 2005. 

From what khanna is saying, it is evident that AMUL is a co-operative operation without equal. 

The 2.4 million members/dairy farmers in the state of Gujarat are grouped into 11,615 village 

co-operatives equipped with both testing equipment and a milk cooling tank. Some of the 

unpasteurised milk is sold to the villagers. The rest is transporter by milk tankers twice a day 

to the 12 district Milk Unions in the state. These Milk Unions process the milk by using the 

service of 24 processing companies. The output of dairy products reflects the order submitted 

 

http://www.milkproduction.com/
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by the state’s marketing body, the Gujarat Co-operative Milk Marketing Federation. These 

products are then sold throughout India under the AMUL and Sagar Brand names. 

 

4. RESEARCH METHODOLOGY 
1.1 Research Approach :- 

One had to depend mainly on primary data as first had knowledge was required about market 

position of various brands in the milk, curd and buttermilk market. So our actual study was 

conducted in 3 stages:- 

First we discussed with our guiding officers on the various parameters of the project. We also 

talked informally with some consumers and retailers to have some preliminary idea. 

Next format was prepared based on priori discussion. Separate questionnaire was prepared for 

established and unexplored markets. 

Lastly the final questionnaire was prepared with various modification to the previous 

questionnaire. 

1.2 Sampling Technique :- 

The stratified sampling method was followed. The population of all the towns was not 

homogeneous. There exists people of different occupation. So stratified sampling technique had 

to be applied in order to obtain a representative sample. 

1.3 Sample Size :- 

The sample size varied from town to town for retailers. In Sagarpur, Janakpuri, Vikaspuri, Palam, 

Najafgarh, Mahavir enclave, bharthal the sample size taken was 30. The sample size of retailers 

varied from 7 to 25 according to the size of the market. 

1.4 Data Analysis :- 

The data were analysed separately for each area. The findings resulting of the analysed varied from 

area to area and the recommendations stated accordingly arrived at after thorough analysis and 

recommendation stated accordingly. 

The major purpose of this research was the description of the state if affairs as it exists at 

present. Even though there was no control over the variables. The cause were tried to be 

discovered. The facts or information gathered were analysed to make a critical evaluation of 

the information. 

 

5. OBJECTIVE TO THE STUDY 

 
 To capture the large share of the market. 

 To provide maximum customer satisfaction. 
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 Continue product modification and improvement effort to increase customer benefit and 

reduce cost. 

 To meet the highest international standards of quality. 

 To expand production capacity. 

 The study is very limited as it deals with milk market of Indore city only. 

 The study helps out in having retailers’ view, consumer quality service. 

The project work done will definitely prove to be a helping hand got the firm as well 

 

6. LIMITATION TO STUDY 
 The time for the project was short and it had to be completed on time. 

 Language barrier was also a problem in one or two areas. 

 Retailers were not ready to furnish the detailed information. Some retailers in the villagers 

were hesitant in giving response which could have lead to some sort of biasedness. 

 

7. RECOMMENDATION AND SUGGESTIONS 

 
 Tie-up with local suppliers and farmers to increase the production and local 

procurement of milk. 

 Set-up own self-funded dairy in NCR. 

 Invest in high yielding cows/ buffalos for existing farmers using a Micro finance 

model. 

 Improve Logistics in Transportation by continuing integration with the Railway 

System. 

 Increase distribution network through forward integration by Twin Model approach. 

 

8. CONCLUSION 

My overall experience was very well. I was responsible for visiting areas, prescribed by my 

coordinator and asking various questions from retailers of that particular area. A particular format 

was given by him. I worked for marketing department of the company. 

I could have done my work much better by getting sufficient knowledge about the supply system 

of the company. One of the major problem I faced was lack of information. We were informed 

about several things but most of the people asked me about many additional things about which I 

had no idea, somehow I managed but it could be better if I would have given enough information. 

I have gained more experience in the way that I learnt many things. I learnt how to communicate 

well with people. Even in the village areas too, I used to speak formal language. Apart from this it 

also helped me in gaining confidence. Interacting with a lot of people each and every day and 

asking for their details too, helped me overcome my shyness and fear of public speaking up to a 

large extent. 
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My this experience will help me in future in a good way as I know how an organization works, 

what are the tasks they perform and how do they do it. It will help me in quick learning of any task 

assigned and also I will be ready for any kind of task and whatever they will teach me, I will be 

able to learn and understand quickly. 
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