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Regulatory Framework of Higher Education in India

India has a multiple-system of governing Higher Education in the
country, working under the Ministry of Human Resource
Development (MHRD), Government of India. Higher Education
universities are governed by the University Grants Commission
(UGC), while Technical and Professional education institutions
ara governed by All India Council for Technical Education
(AICTE). Medical education is governed by Medical Council of
India (MCI), Pharmaceutical education by Pharmacy Council of
India (PCI), Mursing education by Nursing Council of India (NCI)
and Teachers education by National Council for Teachers
Education (NCTE). Mast of these governing councils are located
in New Delhi, with the exception of NCl and NCTE in Bhopal, thus
making it difficult to effectively regulate over 33,000 colleges
spread all over India.

Quality of Higher Education

Quality of a university or academic institution is essentially about
the manner in which it conducts its education process using its
physical and wirtual infrastructure, as determined through
accreditation. A National Accreditation process not only enables
the universities' and academic Institutions' focus on their
Mission, Objectives and Cora Competencies, it also enables them
to improve their process of teaching-learning, research,
gxtension and evan consulting.

A step ahead, an International Accreditation process compares
the national institution at an international level and exerts
pressure on the national Institution to develop global processes,
rubrics, learning outcomes and $0 on, which might result into the
university or institution getting batter ranking in the country and
world-wide. For example, Accraditation Council for Business
Schools & Programs (ACBSP)-USA, Association to Advance
Collegiate Schools of Business (AACSB-USA), and Association
of MBAs (AMBA-UK) are some of the International Accreditation
Councils for Management (MBA, PGDM) programs. There are a
few others too.

India has currently only two Accreditation Councils set up by
Government. National Assessment & Accreditation Council
(NAAC), Bangalore, set up by UGC, and the National Board for
Accreditation (NBA), New Delhl, setup by the AICTE.

While MAAC awards grades to institutions (universities and
colleges) through a set process of accreditation, NBA gives
grades to individual programs of studies conducled by the
institutions of technical education in India offering courses in the
areas of Engineering & Technology, Pharmacy, Management,
Gomputer Application, and Performing Arts.

Although NAAC and MNBA are doing commendable Job of
accrediting universities and higher education institutions

respectively in India, the current rules and processes do not
sufficiently encourage our Institutions to go for accreditation.
Lack of willpower, limited teaching staff and resources, and
higher cost of accreditation are other reasons. Yet, we hear the
whispers of sycophancy and/or corruplion In the approval of
private colleges as well as their accreditation process
somewhere sometime.

Conseguently, hardly 1/10th of the universities and academic
institutions are accredited in India.

The scenario may be similar in most developing countries and
comparable in some developed nations, albeitin varying degrees.

Conclusion

Under the circumstances, there is a huge scope for strengthening
the existing Accreditation Councils, as well as sefting up new
Accreditation Councils to cater to different needs of educational
institutions in the country. There is also a need to ‘Go Global', or
set up International Accreditation Councils in India to accredit not
only Indian but also foreign or Global universities and educational
institutions with Indian System of Education tailored to suit
modern, Global education that helps universities and institutions
come to India, and develop Global Citizéns in India as also their
own nations, such that these Global Citizens of New World are
Educated, Ethical and Entrepreneurial in their thoughts, words
and actions. Such young men and women cooperate,
collaborate, co-invent and co-create new products, services and
opportunities to serve 7 billion people, unheard of today.

Then, | shall be satisfied that the new world order is evolving in
21" century that should work well for at least the current 3*
millennium.
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contemporary era, each and every process, be it admission,
enrolmant, mark-sheet or feedback, every aspect has an impact
on the quality of education imparted. Therefore, Educational
Management has emerged as the comprehensive philosophy of
gnsuring quality in every process in arder to render quality an all-
pervasive phenomenan. Previously, anyone and everyone with a
handful of common sense and resourcefulness was fit to run an
educational institution but today there are specialized training
programs to train the individual aspiring to undertake Educational
Management. In sync with this, even institutions today expect
that the person stepping into the role of managing the
prganization should possess proven skills and expertise of
Educational Management.

The management model for higher-education institutions must
take account of their function as observers and consciousness-
raisers. Institutions must place their intellectual resources and
independence of thought at the service of harmonious and
sustainable human development. Their observer function
consists in drawing attention in their own particular environment
and in the external environment to situations- with their different
gconomic, cultural, sacial, political, scientific, technological and
ethical components- in which the ‘trug’ and the ‘just’ are being
flouted. Their consciousness-raising function consists in
anticipating the consequences of such situations, predicting the
main trends affecting the future of society and imagining which
scenarios are most likely to help to improve development. "Higher
education must strengthen its capacity to perform a critical
analysis, to anticipate and to have a prospective vision. It must do
50 in order to prepare alternate development proposals and face
the emerging problems of a reality undergoing a process of
continuous and rapid transformation, in a long term horizon'.

The way-forward

What is increasingly needed by higher-education institutions is
therefore a maodel for forward management: there is a need for
forward management of tasks in the face of an ever more rapidly
changing world; for forward managerment of training structures in
order to meet the compelling requirements of life-long education
and the necessity for a more reglonal and international vision; for
forward management of research structures in the light of the
necessity for more interdisciplinary research in networked
teams; for forward management of entry and departure flows
with an eye to more relevant and higher-quality training; for
forward management of financial, material and human resources
in order to carry out tasks and respond to trends in a better way;
far forward management of sub-cultures inside and outside the
institution so as to create an innovatlon-oriented culture serving
the construction of harmanious and sustainable human
development. ®

The term Governance indicates the formal and informal
mechanism which may allow higher education institution to make
decisions and take appropriate action and it also includes external
governors which refer to relations between individual institution
and their regulatory authority. Internal governors mean authority
within the particular institution. The major aspects of governors
includes academic freedom, financial soundness, transparent
selection procedure, clarity about the accountability, periodical
lesting of standards and participative personal management
system.

Higher education institutions inevitably reflect the societies in
which they operate. When a country suffers from deep rifts, these
will be present on the campus. Undemocratic countries are
uniikely to encourage shared governance in higher education. A
society in which corruption is prevalent cannot expect ts higher
education institutions to be untainted. In other words, external
factors easily overwhelm institutional efforts to promote change
and are, of course, especially difficult to change. For many of the
countrigs in the developing world, political leaders at the start of
independence exhibited little understanding and sometimes little
sympathy for the needs of university education. However, after
independence and still today, most problems faced by developing
courntries were believed to reguire some degree of government
guidance and supervision. Higher education was no exception,
leading to policymakers, with little sympathy to its needs,
managing it in the same way they managed roads, the army, or
customs. The failure to recognize the importance of taking the
long-term view undermined the higher education sector's
performance and |nhibited the development of governance
traditions. The proliferation of new institutions in most develaping
countries has now diluted whatever useful traditions existed and
also created shortages of qualified personnel.

Educational Management and performance

The reason why Educational Management is assuming such a
centrality is that the quality of education and excellence of an
institution can be translated Into reality only through expert
educational management. It is particularly annoying to see when
an institution has everything-teachers, infrastructure, funds and
students and yet it is faring badly in terms of the professionalism
in the teachers and the staff, the maintenance of infrastructure
and student quality. It is this dichotomy thal requires being
resolved by way of ensuring effective educational management.
As against this, itis heartaning to see that institutions with scarce
resources have produced astonishing results through the
exdraordinary educational management.

In the knowledge base economy universities justify their
expenditure of public money by claiming It as a national
investment. Bul al the same time any kind of investment implies a
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rate of return to be measured and reported. Although university is
a non-profit organization, yet its contribution may be measured.
Several intangible contributions fike values and attitudes are not
directly measurable. Bul indirect measures, like productivity,
crime rates, and peace may be used. In case of technical
gducation, valug-added to income generating capacity of
students may be used. Rank may be assigned at national and
plobal level on the basis of its contribution to knowledge via
research.

Higher education is facing increasingly formidable challenges. It
will have to demonstrate great imagination, creativity, intelligence
and determination in its management and financing. It must also
develop suitable capability in the planning and analysis of policies
and strategies, based on partnership between higher-education
institutions, government and national planning and co-ordination
bodies. The main purpose of management must be to act as an
instrument for improving the relevance and quality of institutions
and systems. While higher-education institutions must develop
an entrepraneurial culture, they are still not busingsses and they
cannot operate on the same basis as businessas. The criteria of
business effectiveness is mainly economic or, more precisely,
financial. The criteria of universal higher education is ditferent;
human and financial resources have an essentially social, and
therefors external, purpose. Universality must therefors be
governed by criteria of social relevance, service quality and
equity, thus vindicating the principle that, while institutional and
financial diversification is necessary, public support for higher
gducation remains essential. Whilst retaining responsible and
accountable autonomy, higher-education institutions cannot
operate in a vacuum and shut themselves up in an ivory tower;
they are closely linked to local, national, regional and international
institutions required to determing development policies. They
must defend policies which focus on forms of sustainable human
development which are of general benefit."

Conclusion

Far a country like India, it is indeed a paradigm shift from scarce
resources to sufficient resources and infrastructure in
pducational institutions. But the paradigm shift in quality is yet to
take place. It would be unfortunate if we fail to utilize this
opportunity of transformation of education and continue to lag
behind in key areas of quality In education. Today, there is no
other distinction left. There is and will be only one distinction that
will separate average institutions from extraordinary-educational
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management, Those institutions that will be managed excellently
will be rendered world class and those that will not be managed
equally well will remain in the previous century. The hallowed
ideal of the quality of education will remain elusive if we do not
recognize the significance of educational management and
dedicate ourselves to imparting the centrality it deserves.

Education is the building of the powers of the human mind and
&pirit. It is formation or, as | would prefer to view it, the evoking of
knowledge and will, and of the power to use knowledge,
character, culture - that as least if no more. There are three things
which have to be laken into accountin a true and living education:
the man, the individual in his commonness and in his uniqueness,;
the nation or people; and universal humanity. It follows that alone
will be a true and living education which helps to bring to full
advantage, makes ready for the full purpose and scope of human
life all that is in the individual man, and which at the same time
helps him to enter inta his right relation with the life, mind and soul
of humanity of which he himself is a unit and his peaple or nation
aliving, a separate, and yetinseparable members,’
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gducation fulfiliing their right to education. Table 1 shows the
three year average profit of 10 companies that are going to be
potential top 10 CSR spenders inthe FY 2013-14.

Table 1: Potential top 10 C3R spenders in the

FY 2013-14 in rupees crores
Profit 3 Year . CSR spend during
Average Profit FY2013-14

ONGC 20,271.49 405.43
Reliance Inds 18,853.89 37T.08
State Bank of India 971262 194.25
NTPC 901817 180.36
TCS 8,054.83 161.10
Bharti Airel 762437 152.49
I0CL 7.206.88 144.14
Infosys 6,905.33 138.11
Tata Steel 6,202.97 124.06
BHEL 578727 115.75
uﬂ:ﬁnﬁﬁh 99,637.82 1992.77

Source: BS Research Bureau
Present CSRinitiatives of companies in India

Even before mandate of GSR activities the big companies have
been knawn for their GSR activities in education of children that
dra as under:

1. Presently, a huge sum on primary education s spent under
CSR activities by Reliance Industries that has 9 schools with
13,251 students. It also supports Gujarat government's initiated
Kanya Kelvani that cater to the need of girl child education.

2. Consumer goods major Hindustan Unilever (HUL) tied up with
the Tata Group retail arm Star Bazaar to promote education
among the underprivileged children. Five percent of the sales
proceeds from consumer will be donated to the Smile Foundation
which work in the area of education for the underprivileged
children.

3. Aditya Birla group of companies contribute towards creating
madel villages by providing education to girls, and scholarship to
girl child.

4. Under PPP model GSFC alongwith Government of Gujarat

runs Akshya Patra scheme to cater to the needs of over 1.3
million children daily in government run schools, a freshly
prepared, nutritious mid-day meal.

Conclusion

Right ta education that has roots in our history and princely state
of Baroda was ong of the pioneer in this direction. The issue is as
old as it is contemporary. Right to education though became a
part of the legislation inthe year 20009 the focus already started in
the year 2002 in the form of constitutional amendment that made
education as a fundamental right by eighty sixth amendment.
The government had developed many PPP models as education
being one of them. These initiatives started in the form of
corporate governance disclosures under ethical praclices/
corporate social responsibility. The government's determination
to bring in legistation on corporate social responsibility was the
cause to start the voluntary guidelines on corporate social
responsibility In the year 2009. This prepared India Inc. to have
the next phase of CSR activities and that will become possible
after the nod of Rajya Sabha during the budget session on the
already passed Companies Bill, 2012 by the LokSabha. This
piece of legislation will mandate companies to spend 2% of the
net profit of previous three years on CSR activities. However,
Indian companies have been spending huge money on education
but now this will be channelized formally.

Annexure |

135. (1) Every company having net worth of rupees five hundred
crore or more, orturnover of rupees one thousand crore or more
or a net profit of rupeas five crore or moreduring any financial year
shall constitute a Corporate Social Responsibility Committee of
theBoard consisting of three or more directars, out of which at
least one director shall be anindependent director.

(2) The Board's report under sub-section (3) of section 134 shall
disclose thecomposition of the Corporate Social Responsibility
Commitiee,

(3) The Corporate Social Responsibllity Committee shall,

{a} Formulate and recommend to the Board, a Corporate Social
ResponsibilityPolicy which shall indicate the activities to be
undertaken by the company asspecified in Schedule VII;

{b) Recommend the amount of expenditure to be incurred on the
activities referredtoin clause (a); and

(c) Monitor the Corporate Social Responsibility Policy of the
campany from timeta time.

(4) The Board of every company referred to in sub-section (1)
shall,

(a) After taking into account the recommendations made by the
Corporate  SocialResponsibility Committee, approve the
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Corporate Social Responsibility Policy for thecompany and
disclose contents of such Policy in its report and also place it
on thecompany's website, if any, in such manner as may be
prascribed; and

(b) Ensure that the activities as are included in Corporate Sacial
ResponsibilityPolicy of the company are undertaken by the
company.

(5) The Board of every company referred to in sub-section (1),
shall ensure that thecompany spends, in every financial year, at
least two per cent. of the average net profits ofthe company made
during the three immediately preceding financial years, in
pursuance ofits Corporate Soclal Responsibility Policy:

Provided that the company shall give preference to the local area
and areas around itwhere it operates, for spending the amount
earmarked for Corporate Social Responsibilityactivities:

Pravided further that if the company fails to spend such amount,
the Board shall, in itsraport made under clause (o) of sub-section
(3) of section 134, specify the reasons for notspending the
amount.

Explanation—For the purposes of this section “average net
profit” shall be calculated

in accordance with the provisions of section 198.

Annexure Il
SCHEDULE VI
(See sections 135)

Activities which may be included by companies in their Corporate
SocialResponsibility Policies

Activities relating to:—

() Eradicating extreme hunger and poverty,

(i) Promotion of education;

(lii)Promating gender equality and empowering women,
(iv)Reducing child mortlity and improving maternal health;

(v) Combating human immunodeficiency virus, acquired immune
deficiencysyndrome, malaria and other diseases;

(vi)Ensuring environmental sustainability;
(vii)Employment enhancing vocational skills;
(viil)Social business projects;

(ix)Gontribution to the Prime Minister's National Relief Fund or any
otherfund set up by the Central Government or the State
Governments forsocio-econamic development and relief and
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funds for the welfare of the ScheduledCastes, the Scheduled
Tribes, other backward classes, minorities and women; and

{x) Such other matters as may be prescribed.
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gnvironment. Portfolio investment flows into India turned
negative (outflow of USS 12 billion) during 2008-09 mainly due
to the heightened risk aversion of foreign investors, emanating
from the global financial mettdown.

Ever since foreign portfolio investors were allowed lo invest in
Indian financial markets In Sepltember 1992, there have been
extensive deliberations on the impact of such flows. It is said that
portfolio flows from Flls inject global liguidity into the capital
markets, raise the price-to-earnings ratios, thereby reducing the
cosl of capital. This, in trn, leads to further Issues of equity
capital and stimulates investment growth in the hosl economy,
apart from bringing in best international corporate governance
practices. Yet, Flls have been targets of criticism due to
characteristics such as return chasing behavior, herd mentality,
hot money flows, short-term speculative gains and their
influence on domestic policy-making.

Review of the literature

Several research studies on Fll flows to EMEs aver the world have
highlighted that financial market infrastructure such as the market
size, market liquidity, trading costs, extent of Information
dissemination etc., legal mechanisms relating to property rights
gtc., harmonization of corporateé governance, accounting, listing
and other rules with those followed in developed markets, and
strengthening of securities markets' enforcement are important
determinants of foreign portiolio investments into emaerging
markets. In this context, some of the research works done in this
area are discussed here.

Dr Rajeev K Shukla, Dr Ajit Upadhyaya & Samiksha Jain have
covered foreign investments in form of equity from April 2005 to
March 2010 and the impact of stock market of the Fll's is
investigated using correlation analysis. The analysis resulted in
finding out that In the Indian stock market Flls have a
disproportionately high level of influgnce on the market
sentiments and price trends.

Dr. Syed Tabassum Sultana & Prof. 3 Pardhasaradhi (July 2012)
made an attempt to study the relationship and impact of FDI & Fll
on Indian stock market using statistical measures correlation
coefficient and multi regression. Sensex and Nifty were
considered as the representative of stock market as they are the
most popular Indlan stock market indices. Based on 11 years
data starting from 2001 to 2011, it was found that the flow of FDI
& FIl was moving in tandem with Sensex and Nifty. The study
concludes that flow of FDIs and Flls in India detarmines the trend
of Indian stock market.

Srikanth, M., & Kishore, B. (March 2012) have examined the
causes and effects of FIl net flows into Indian financial markets
with the support of empirical data for the period April
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2003-March 2011, L.e., a time span of eight years, covering the
period before, during and after the eruption of the global financial
crisis. The results revealed that there was bi-directional causality
between net Fll Inflows and the BSE Sensex— which mutually
reinforced each other. Net Fll inflows resulted in the accumulation
of foreign exchange reservas, thereby enhancing India’s image in
international financial markets. Interest rates in India propelled
Flls to invest further on account of the pasitive interest rate
differential. The study also found that growth in the Index of
Industrial Production improved market sentiment and increased
net Fll flows into India.

Vohra, PS., & Sehgal, P, (June 2011) have analysed the trends
and patterns of foreign investment, |.e. Fareign Direct Investmant
(FDI), Foreign Institutional Investment (FII), Foreign Portfolio
Investment (FPI) and Global Depository Receipts / American
Depositary Receipts during the period 1990 to 2007, The results
showed that India has proved itself as the Investment attractive
country especially In the service sector, since 1991 foreign
money started to come through the various ways whether
Foreign Direct Investment, Fareign Portfolio Investment, External
Commercial Borrowing and others. All these investments
assisted the Indian Economic Growth but only the internal growth
not in the external. The Foreign Investment is emphasizing more
on the service sector, which provides very less employment
opportunity; but Government of India should focus upon the
industrial as well as agricultural sector also, which provides
ample amount of employment opportunity...was suggested by
the authors.

Dr. Gupta, A. (April 2011) examined the relationship between
Indian stock market and Flls investment in India and finds that
bath, Indian stock market and Flls influence each other; however,
their timing of Influence is different. The period of study
considered was from 1992 to 2010. The results showed that
there has been growing presence of Flls in Indian stock market
evidenced by increase in their net cumulative investments bul
increased volatility associated with Flls investments resulting in
severe price fluctuations, can't beignored.

Research methodology and procedures

This section discusses the methods and procedures followed in
finding out if there s any significant relationship between Foreign
Institutional Investments and Indian Stock Market and assessing
the Impact of the Flls on the same. The study carried out Is
analytical and empirical In nature in which it explores the
relationship between the Inflows of FIl and their impact on Indian
Stock Market. In this research the Gross Sales and Gross
Purchases data have been used to find the relation with the stated
indices. The prasent study has covered foreign investments in
form of equity as well as in debl. The time period is limited from
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Relationship between FIl Investments and Sensitivity indices
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To analyze the relationship between Fll Investments and sensitivity indices i.e. BSE Sensex, Midcap and Smalicap, the Fil Investments
are split up into Fll Equity Investments and Fll Debt Investments. Each of these compangnts are again split up into Gross Purchases and

Gross Sales,

The correlation tests conducted on these variables to check the relation between the FIl Investments and the respective indices along

with the analysis and interpretation of the same is given below.
Relation of FIl Equily Investment and the Sensitivity indices

To determing the relation between Fll Equity Investmenl and the sensitivity indices, correlation tests have been performed over the Fll
Equity Gross Purchases, Fll Equity Gross Sales, BSE Sensex, Midcap and Smallcap indices. The null and alternative hypothesis are

developed as follows,
H,,: There is no carrelation between the Fll Equity Investments and Sensitivity indices of India.

H,.: There s a significant correlation between the Fil Equity Investments and Sensitivity indices of India.

For proving these hypothesis, H1 is further divided into H1.1 &H, ., which are as given below.

H, ... There is a significant relationship between the FIl Equity Gross Purchases and Sensitivity indices of India.

H, ..: There s a significant relationship between the Fll Equity Gross Sales and Sensitivity indices of India.

The results of the correlation tests performed on the above stated factors along with the interpretations of the same are given below.

Correlations

Table 2: Correlations between Fll Equity and Sensitivity indices.

Fll Equity Gross Fll Equity BEE Sensex BSE Mid Cap BSE Small Cap
Purchases Gross Sales Cinse Close Close
Fil Equity Pearson 1 903*= JB2** J08** W
Gross Correlation
Purchases Sig. (2-tailed) 000 .000 000 .000
N ) ) a4 a4 g4
FIl Equity Pearson 0g>+ i BE2** BET** B3+
Gross Sales Caorrelation
Sig. (2-tailed) .00 .0oo .0a0 000
] B4 B4 a4 a4 84
BSE Sensex Pearson JB2** BEZ** 1 g24x 849w
Closa Correlation
Sig.(2-tailed) 000 000 000 000
N i) g4 a4 a4 g4
BSE MidCap Pearson ThB** BE6T** 024+ 1 g7g*=
Close Correlation
Sig.(2-tailed) 000 000 000 000
N B4 B4 84 a4 g4
BSE SmallCap Pearson J2TH* B3t 849+ A7gr 1
Close Caorrelation
Sig. (2-tailed) 000 000 000 000
N B4 B4 a4 a4 a4

*=_Correlation is significant at the 0.07 level (2-tailed).

From the resulls in Table 2, ane can observe that the P-values of the test between Fll Equity Gross Purchases with each of the three
Sensitivity indices, namely BSE Sensex, Midcap and Smallcap are .000 which is less than 0.05. So, we reject the null hypothesis in the
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From the results in Table 3, one can observe that the P-values of
the test between Fll Debt Gross Purchases with each of the three
Sensitivity indices, namely BSE Sensex and Midcap are less than
0.05. 5o, we reject the null hypothesis in the favour of allernate
hypothesis in this case. Since the P-values of the test between Fll
Debt Gross Purchases with Smallcap is more than 0.05, we fail to
reject the null hypothesis in the favour of alternate hypothesis in
this case. This shows that there is a significant relation between
the Fil Debt Gross Purchases and the Sensitivity indices BSE
Sensex and Midcap only. The degree of carrelation between the
Fil Debt Gross Purchases and each of the three Sensitivity
indices, namely BSE Sensex and Mideap are given In the table
with the label of ‘Pearson Correlation’.

From the results one can observe that the P-values of the test
between FIl Debt Gross Sales with each of the three Sensitivity
indices, namely BSE Sensex and Midcap are less than 0.05. So,
we reject the null hypothesis in the favour of alternate hypothesis.
Since the P-values of the test between Fil Debt Gross Sales with
Smalleap is maore than 0.05, we fail to reject the null hypothesis in
the favor of alternate hypothesis. This shows that there is a
significant relation between the Fil Debt Gross Sales and the
Sensitivity indices BSE Sensex and Midcap only. The degree of
correlation between the Fll Debt Gross Sales and each of the three
Sensitivity indices, namely BSE Sensex and Mideap are given in
the table with the label of 'Pearson Correlation’,

Thus we can conclude that there i5 a significant relationship
between Fll Debt Investments and the Sensitivity indices, namely
BSE Sensex and Midcap. The same can be verified using the
interpretation given by SPSS,

Regression equation for Sensitivity indices with respect to Fll
Investments

In statistics, regression analysis includes many techniques for
modeling and analyzing several variables, when the focus is on
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the relationship between a dependent variable and one or more
independent variables. More specifically, regression analysis
helps one understand how the typical value of the dependent
variable changes when any one of the independent variables Is
varied, while the other independent variables are held fixed. Most
commanly, regression analysis estimates the conditional
expectation of the dependent variable given the Independent
variable- that is, the average value of the dependent variable when
the independent variables are held fixed. Less commaonly, the
focus Is on a quantile, or other location parameter of the
conditional distribution of the dependent variable given the
independent variables. In all cases, the estimation target is a
function of the independent variables called the regression
function. In regression analysis, it is also of Interest 1o
characterize the variation of the dependent variable around the
regression function, which can be described by a probability
distribution.

Regression equation of BSE Sensex with respect o Fll

From the results of the correlation tests we obtained, we found
out that the BSE Sensex Is related 1o FIl Equity Gross Purchases,
Fll Equity Gross Sales. Fll Debt Gross Purchases and Fll Debt
Gross Sales. Based on these results, a regression equation
estimating the closing value of the BSE Sensex for each month is
generated, This equation considers FIl Equity Gross Purchases,
FIl Equity Gross Sales, Fll Debt Gross Purchases and Fll Debt
Gross Sales as Iindependent variables. The results of the tests
along with the analysis of the same are given below.

Table 4: Model Summary of the Regression Test

Model R |R Square Adiusted B | Std. Error of the
Square Estimate
1 881" JA76 TG4 1855.47019

a. Predictors: (Constant), Fil Debt Gross Sales, Fil Equity Gross
Sales, Fil Equity Gross Purchases, FIl Debt Gross Purchases

Table 5: ANOVA analysis of the regression equation

Model Sum of Squares df Mean Square F Sig.
Regression 940662719.376 4 | 235166679.844 | G6B.307 oo
1 Residual 271978801.721 79 3442769.642
Total 1212641521.097 83

a. Dependent Variable: BSE Sensex Close

b. Predictors: {Constant), Fil Debt Gross Sales, Fll Equity Gross Sales, Fil Equity Gross Purchases,

Fll Debt Gross Purchases
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1

Fll Debt Gross Purchases

FIl Debt Gross Sales

010
-.026

026
033

63
A27

383
781

703
A37

a. Dependent Variable: BSE MidCap Close

From the above results, the regression equation of the estimated Midcap index value based on FIl Equity Gross Purchases, Fll Equity
Gross Sales, Fll Debt Gross Purchases and Fll Debt Gross Sales is given as:

Midcap index = 2706.832+ .062 (Fll Equity Gross Purchases) + -.008 (FIl Equity Gross Sales) + .010 {Fll Debt Gross Purchases) +
-.026 (Fll Debt Gross Sales)

This regression equation successfully explaing 62.6% of the total variations and thus is considered as of Just acceptable level
regression equation.

Regression equation of Smallcap index with respect to Fll

From the results of the correlation tests, we found out that the Smallcap index is related to only FIl Equity Gross Purchases and Fll Equity
Gross Sales, but notto Fil Debt Gross Purchases and FIl Debt Gross Sales. Based on these results, a regression equation estimating the
closing value of the Smallcap index for each month is generated. This equation considers FIl Equity Gross Purchases and Fll Equity
Gross Sales asindependent variables. The results of the tests along with the analysis of the same are given below,

Table 10: Model Summary of the regression test

Model | R |RSquare| AdiustedR | Std. Errorof the
Square Estimate
1 J29 532 520 1351.61579

a. Predictors: (Constant), Fll Equity Gross Sales, FIl Equity Gross Purchases

Table 11: ANOVA analysis of the regression equation

Madel Sum of Squares df Mean Sauare F Sig.
Regression 168198041 327 2 84089020.663 46.035 Lo
1 Residual 147976085.533 81 1826865253
Total 6174126850 83
a. Dependent Vanable: BSE SmallCap Close
b. Predictors: (Constant), FIl Equity Gross Sales, FIl Equity Gross Purchases
Table 12: Coefficient values of the regression equation
; s Standardized
Model Unstandardized Coefficiants Cosfficients t Sig.
B Std. Error Beta
{Constant) 3476.151 411.150 B.455 0on
1 Fll Equity Gross Purchases 081 7 851 4817 000
Fll Equity Gross Sales -014 018 -137 -775 A40

a. Depandent Varabla: BSE SmaliCap Close

From the above results, the regression equation of the estimated Smallcap index value based on Fll Equity Gross Purchases and Fll
Equity Gross Sales is given as:

Smallcap index = 3476.151+ 081 (Fll Equity Gross Purchases) + -.014 (Fil Equity Gross Sales)
This regression equation successfully explains 53.2% of the total variations and thus cannot be relied upon always for the estimation.
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Conclusion and findings

The research work done in finding out the relation between Fl
Investments and the Sensitivity indices of India, resulted in some
key findings which are given below:

= Total Fll investments were consistently increasing through out
the period exceplin the financial year 2008-09 when there was
amajor global economic recession.

» There Is a significant relationship between Fll Equity
Investments and the three Sensitivity indices, namely BSE
Sensex, Midcap and Smallcap.

* There s a significant relationship between Fll Debt Investments
and the Sensitivity indices, namely BSE Sensex and Midcap.

Limitations of the sludy

Althaugh the study has been done with utmost diligence, taking
every possible aspect into consideration, lack of adequate time
forced the authors to consider the other variables which affect the
Indian Stock Market. The limitations of this study are:

» [nclusion of NSE India indices in the analysis would have
yielded even more detailed analysis of impact of Foreign
Institutional Investors on Indian Stock Market.

» The other forms of Foreign Investment, like Foreign Direct
Investment, if included in the study would have helped in
gstablishing more accurate results regarding the relationship
between Forgign Investment and Indian Stock Market.

» The period of study, which is from April 2005 to March 2012,
could be extended to include all the years from the time when
economic liberalization policy was brought in India, Le. from
1991-92, for better results.
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industrial companies, the majority of contributions focuses on
the valuation of industrial companies and do not account for
bank-specific issues. Copeland et al. (2000), authors of the
standard work on valuation, devote just a single chapter to bank
valuation, while Stewart (1990) and Young and O'Byrne (2000),
who set the standard In value-based management, do not
discuss the specifics of value-based management for banks at
all. Overall, coverage of bank-related valuation Issues is sporadic,

Uyernura, Kantor and Pettit (1996) from Stern Stewart & Co
present findings on the relationship betwean EVA and MVA with
100 bank holding companies. They calculate regressions to 5
performance measures including EPS, Met Income, ROE, ROA
and EVA. According to their study the correlations between these
performance measures and MVA are: EVA 40%, ROA 13%, ROE
10%, Net income 8% and EPS 6%, The data is from the ten-year
period 1986 through 1995,

Kimball (1998) reviewed the use of economic profit to evaluate
performance, to price transactions, and to reward managers. The
research described in detail one performance measurement and
incentive system and then went on to discuss the shortcomings
of performance metrics founded on economic profit, which may
distort banks' investment and operating decision-making.
Kimball (1998) concluded that banks need to recognize the
ambiguities of such calculations and be prepared to create and
apply multiple specialized performance measures. Popa et al.
(2009) elaims that EVA can be an important tool that bankers can
use 1o measure and improve the financial performance of their
bank. They emphasize the advantages of EVA by comparing to
other performance indicators.

Van Horne and Helwig (1966) researched the determinants of
market value of small bank stock and suggested that dividends
pay-out ratio is the only significant determinant of the market
valug of small bank stocks. Mukherjee and Dukes (1989) re-
gxamined the findings of Van Horne and Helwig (1966) and
argued based on their multiple regression analysis, that dividend
pay-out ratio, growth rate of expected dividend and market
participants' perception of a firm's risk are the relevant
determinants of a firm's market value. Mukherjee and Dukes
(1989) build on the research of Van Horne and Heiwig (1966),
however, unlike Van Horne and Heiwig (1966) chi-sure analysis,
Mukherjee and dukes (1989) employed multiple regression
technique. The theoretical framewark for both the Van Horne and
Heiwig (1966) and Mukherjea and Dukes (1989) researches Is
the Gordon dividend growth model populardy known as the
Gordon Model. Employing proxy variables for pay-oul ratio,
growth rate, expected dividend and firm's cost of equity or risk
perception, Mukherjee and Dukes regressed the end of year P/E
(price to earnings) ratio of 77 banks on proxy variables for cash
flows, growth and risk. Their data sample ranged from 1978-

1981, One weakness to the Mukherjee and Dukes (1989)
research is the limited sample size employed for their regression.
This is likely to have introduced misspecifications errors in their
model and thus biased their estimated coefficients. Damodaran
(2006) argued that all valuation models/methods leads to
equivalent values provided their underlying assumptions are
consistent. And that while each valuation method has its
limitations, thelr applicability depends on the factors affecting a
firm. Verma (2000) examines an appropriate way of evaluating
bank's performance and also find out which Indian banks have
been able to create shareholders wealth since 1996-1997 to
2000-2001 with the help of EVA and MVA (Market Value Added)
which tell what the institution is doing with investor's hard earned
money. BCG study (2008) found that for the five year period
between 2002 and 2007, the total shareholder return (TSR) for
public sector banks was 42% and more than half, or 22% was
contributed by the change in valuation multiples. On the other
hand the TSR for the same period for private sector banks was
B7% and more than two thirds of It, or 40% was contributed by
fundamental value l.e. asset growth and profitability
improvement.

Statement of the Research Problem

This study focuses on measuring shareholder value creation
through Market Value Added (MVA) and Created Shareholder
Walue (CSV) as the measures of shareholder value creation in the
context of Indian banks. As discussed in the literature review,
majority of the past studies revolved around EVA. This study thus
dims at analyzing the performance of Indian banks through the
methods of value based measures like MVA and CSV.

Objectives of the study
The specific objectives of the study are:

1. To undertake measurement of shareholder value creation by
Indian banks through the methods of Market Value Added and
Created shareholder Value during the study period.

2. To undertake comparative study of shareholder value creation
by Indian public and private sector banks.

3. To undertake comparative analysis of shareholder value
creation amongst the selected Indian banks.

4. To statistically examine the variation in the Market Value
Added and Created Shareholder Value figures of public sector
banks and private sector banks.

5. To statistically compare MVA and CSV between public and
private sector banks.

6. To statically examing the relationship between market value
added and value drivers like ROCE, RONW, NOPAT, EPS,
Interest spread ate
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year or five years can be more significant than the absolute level
of MVA. Thus, to Increase the spread between invested capital
and market value should be the primary objective of any company
concerned about its shareholder's welfare (Stewart, 1991).
Moreover, as the definitive measure of wealth creation and as the
ultimate goal in the wealth creation game; MVA could be used to
directly compare the performance of companies in different
industries or even countries (Ehrbar, 1998). For instance, MVA
could be used to compare say, a bank and a super market or atoy
manufacturer and a food processor or a steel maker and a
software company. Without a doubt, the one with the higher MVA
created more wealth for its shargholders.

In this study, MVA has been chosen simply because it is a
measure of value creation that reflects the cumulative wealth and
as such is expected to reflect both tangible and intangible value. It
Is superior to simple market value as performance measure
because it removes capital employed in the firm away from the
cumulative value created to demonstrate how well management
has utilized its resources

[B] Statistical analysis by Mean, S.D. and C.V.

For the purpose of seclor wise comparison and overall
comparison of sample banks, the statistical measures like mean,
standard deviation and coefficient of variations will be used.

[C] Regression Analysis

Regression analysis will be used to examing the relationship
between MVA and other performance measures like ROCE,
RONW, PAT and EPS. It will help in identifying the key value driver
which affects the shareholder value creation measured |n terms
of market value added. Following models will be used to test the
hypotheses to establish the relationship between MVA and these
valug drivers.

Model 1: MVA,= B.+B,ROC., +e,
Model 2: MVA = B,+B,RONW, +&,

Model 3: MVA,= B,+B, NOPAT,+e,
Model 4: MVA = B.+B EPS, +¢,

Model 5: MVA,= B+, Interest spread +e,

Model 6: MVA,= B.+ B'ROCE+ B.RONW+ B,NOPAT + B.EPS.+
B.Interest spread,

The dependent variable in the above models is the Market Value
added (MVWA) for the firm | and period t. The independent or
explanatory variables are: return on capital employed (ROCE),
return on net worth (RONW), net operating profit after tax
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{NOPAT) , earnings per share (EPS) and interest spread.
Limitations of the Study
Following are the limitations noticed in the study:

= [t will be restricted to the financial data of 21 Indian banks
which are listad on the National Stock Exchange.

» The study will be restricted to public and private sector banks
operating in India. It thus does not consider foreign banks,
regional rural banks and cooperative banks working in India

o The data of listed sample banks for only 10 years fram 2000-
01 to 2009-10 will be considered for the study. Therefore the
results will be restricted only to the banking sector for the
selected period.

= Only those banks will be selected in the sample for which data
for the study period was available this might be resulting in
sample bias.

o [twillfocus on public sector and private sector banks listed on
Mational Stock Exchange only and therefore does not
represent unlisted banks or banks listed on other stock
exchanges.

» There are many techniques of measuring value creation but
anly two methods are used for the study.

Findings and scope for further study

The study identified the research gap which could be further
explored by conducting an empirical study. Literature review
suggested that majority of the research studies have been done
by using economic value added as measure of shargholder value
creation. Extensive empirical study covering methods like market
valug added and created shareholder value have not been
undertaken so far In the context of shareholder value creation in
Indian banks. This study thus aims at filling that gap by
suggesting the research design and methodology which could be
followed to further investigate the research gap empirically. Thus
the empirical study could be undertaken as per the research
design developed in this paper to empirically investigate the
shareholder value creation in Indian banks.

Conclusion

The paper presented a roadmap for conducting an empirical
study to measure and analyze shareholder value creation. The
basic objective of the paper was to present the research design
and methodology which could be followed while conducting an
empirical study.
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satisfied customer happens to be loyal and a dissatisfied
customer switches to another vendor. Customer satisfaction can
act as a connection between customer participation and loyaity.
Brands which make its consumers happy/satisfied/
demonstrative get rapid larger attitudinal commitment and
behavioral {purchase) loyalty. Likewise, customer satisfaction
madiate consumer learning from past experience and enlightens
main post purchase behaviors, which Include word of mouth,
complaining, product usage and repurchase intention and
suggested that repurchase Intention and post purchase
complaint are significantly influenced by web customer
satisfaction. Some authors identify satisfaction as how the
customeris overall satisfied by provider's services. |t reveals how
the service quality is being perceived. Satisfaction does not imply
necassary Loyalty, but generally affects it. Singh (2006) defined
‘satisfaction' as “a person's feeling of pleasure or disappointment
resulting from comparing a product's perceived performance (or
putcome) In relation to his or her expectations”, Satisfaction
shows what is the approach of customers towards provider of
services, or a moving reaction towards distinction flanked by
what customers foresee and what they abtain, regarding the
accomplishment of a few requirements, ambition or wish. A
study dong by Pire (2008) showed that for customer satisfaction,
there is an overall consensus about their influence on customer
loyalty; however, the proposed effect is sometimes empirically
supported and other times the effect is not found. According to
Hallowell (1996) satisfaction of customers, their loyalty and
productivity are intedinked. He presented it in the form of this
model: satisfactory customers move into the calegory of loyal
customers and that eventually leads towards profitability. Another
study suggests that customer satisfaction and loyalty are
positively related to each other. Itis also suggested that customer
preservation rate, market share and profits can be improved
through boosting up the satisfaction lavel of customers (Ponirin,
Scott, & Heidt, 2009).

b) Trust: Trust has become significant antecedents of customer
loyalty. Trust can be the source to construct confidence amongst
patrons. Furthermare, trust is vital and intended for edifice and
maintaining long-standing associations. Trust not only can
gnvisage the worth of the service but it also can reverse the
Insecurity concerned in purchasing any service or product. Trust
Is crucial for construction and maintaining long-term
associations. Ramsey and Sohi (1997) also came up with the
conclusions that were found consistent with the above findings.
Trust for a brand leads towards loyalty of customers as trust
creates trade associations that are extremely appreciated. Brand
trust has direct relationship with purchase intention as well as
attitudinal loyalty. It is also suggested that loyalty is achieved
through trust (Luarn & Lin, 2003). Trust creates an important
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relationship between loyalty and commitment. They also
suggested two results of trust, which are loyalty and
commitment. According to other researchers, trust identifies
how the customer relies on the provider reliability. It concerns the
provider ability, perceived by the customer, to assure a reliable
service In respect of the contractual rules. Trustis linked with the
provider's capability to resolve problems with the smaller
possible uneasiness for the customer as well. Another study
done by Pirc observed trust as having a positive impact towards
loyalty of customer (Pirc, 2008).

¢) Corporate Reputation: Walsh and Beatly (2007, p. 129) defing
customer-based reputation (CBR) as “the customer's overall
gvaluation of a firm based on his or her reactions to the firm's
goods, services, communication activities, interactions with the
firm andfor its representatives or constiuencies (such as
employees, management, or other customers) and/or known
corporate activities." Companles having good reputation easily
build trust and commitment among their customers and this
commitment plays the role of a mediator between identification of
customers and their behavioral intentions (Keh & Xie, 2009).
Some rasearchers prove that the favorable corporate reputation
and image has positive and direct influence on its customers in
raturn increasing their loyalty towards firm. Such image and good
reputation of the company vyield financial benefits for the
company (Bartikowski & Walsh, 2011). Tsai and Yang (2010)
describe these three proportions of corporate reputation “l.e.
citizenship, credibility and imape (both product and service) are
all positively related to organizational attractiveness.” Customer
loyalty increases if perception of customer about corporate
image and corporate repulation is good and favorable, and
customer loyalty is also affected by the extrinsic factors like
contact personnel and the physical environment whare services
are being delivered.

d) Customer Loyalty: Customer's preference of choosing one
brand over other one for an exacting need is described as
customer loyalty (Chirico & Presti, 2008). Loyally not only
describes the behavioral dimensions of repetitive customers but
dlso the behavior of provider (Pirc, 2008). Layalty of customers
is Investigated with customer satisfaction (Ponirin, Scott, &
Heidt, 2009), trust (Rosemary & Sohi, 1997), corporate image
and with corporate reputation. In the study of Walsh and Beatly
(2007), they further provided evidence for the importance of the
reputation of firms to get customer loyalty and financial benefits
as well. Corporate devotion is significantly affected via the
reputation of the firm within the corporale sector. Bartikowski and
Walsh (2011) proved that the favarable corporate reputation has
positive and direct influgnce on its customers In return increasing
their loyalty towards firm.
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Quality Function Deployment was deployed to relate the consumer's voice and technical descriptors for guality improvements in this
non-alcoholic beverage brand. The results revealed that, the major consumer expectations were quality, benefits offered and packaging
of this firm's beverage products.

Scale development: To measure variables of interest: customer satisfaction, Trust, and Company Reputation on a five-paint Likert
scale was used in which 1=strongly disagree and 5=strongly agree. The variables adopted from different researchers by selecting
different numbers of items, reliability of these variables reported in the pravious researches is also mentioned In Table 1.

Table 1: Results of Reliability Analysis

Variable Adopted from Number of items Reported reliability
Customer Satisfaction Lee, Lee, and Feick (2001) 3 0.77
Trust Morgan &Huntt {1994) 5 0.86
Company Reputation Long-Tolbert {2000 5 0.81
Customer Loyally Narayandas (1996) 5 .88

Data Collection : Data was collected from the respondents through self-administered questionnaire with minimal interface in non-
contrived work settings by considering individuals as unit of analysis. Data was collected by selecting age group (20-25, 26-35, 46-55,
55 & above) and gender (male, female) as nominal scale. All the respondents are employees working in various sectors/industries and
educated-retail-outlets sales personnel,

Data analysis technigue : To analyze the data, regression analysis was run on SPS5.17.00. The correfation was also run to see the
intensity of relationship between variables.

Results and discussion

The data oblained for this research paper was tested against SPSS 17.0 for Windows Evaluation Version. Goodness of data was
analyzed by doing the reliability analysis. The answers of the questions given by respondents through questionnaires were checked for
their raliability. Interval scale was used for collection of data from respondents. These scales ranged from the interval of strongly agree
and proceeded to strongly disagree. The digit 5 stood for strongly agree, 4 indicated agree, 3 indicated neutral, 2 stood for disagree
while 1 was meant for showing strong disagree state of respondents. SPSS 17.0 did reliability of Varlables Rellability analysis of every
variable separately for Windows. The Cronbach's alpha of every variable is shown in the fallowing table:

Table 2: Reliability {alpha) of variables

VARIABLE CRONBACH'S ALPHA
Customer lovalty 0.664
Customer Satisfaction 0.700
Trust 0.633
Corporate Reputation 0.727

Gustomer loyalty, customer satisfaction, trust, and corporate reputation were checked for reliability and all were accepted. The
reliability of all variables was also good as exhibited in Table 2. The acceptability of customer loyalty and trust was less as compared to
others,

Table 3: Descriptive Statistics

VARIABLES MEAN STD. DEVIATION VARIANCE
Customer Satisfaction 3.9800 0.72308 0.5623
Trust 3.7609 0.46523 0.216
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puts mare attention towards satisfying customers through
different processes and actions then they could achigve long-
term customer loyalty. Secondly, the results also showed that
trust has a significant positive influence on customer loyalty,
which was consistent with the previous research resulls and
came to a belief that trust is essential far building and maintaining
long-term relationships with the customers. Ramsey and Sohi
(1997) also found similar resulls and concluded that customer
loyalty is attainable if companies build trust of their customers.
Thirdly, the results also demaonstrated thal corporate reputation is
of great importance when improving or building customer loyalty.
Favorable reputation will attract more customers and will result in
customer satisfaction and loyalty, which in the end will be highly
profitable for the organizations, not only in the form of profitability
but also for customer retention. These results were consistent
with the results of Nouyen and Leblanc (2001), customer loyalty
increases if perception of customer about corporate image and
corporate reputation is good and favorable, Therefore,
companies should also pay attention towards building and
maintaining reputation.

Gonclusion and recommendations

The driving purpose behind pursuing this research study was to
determing the relationship of customer satisfaction, trust, and
corporate reputation with customer loyalty. Customer loyalty was
chosen as the dependent variable and the impact of above-
mantioned independent variables was checked by questionnaire.
Through the analysis, the researcher came to know that there was
79.0% relationship of customer loyalty with all of the independent
variables, which implies that the null hypaothasis for this research
study was accepted and alternative hypothesis rejected.
Independent variables are positively and significantly linked with
the dependent variable, which shows that customer loyaity can
be achieved by improving customer trust, satisfaction and
reputation of the firm. More inclination of firms towards building
customer trust through different processes, achieving customer
satisfaction by delivering superior products and services and
building and maintaining reputation through diverse practices will
gscort towards customer loyalty.

Limitations and future research

As is the case with most research, the present study also has
some limitations. This study has an issue of generalizability as
data is only collected through Coca Cola products of India. No
comparison Is made with the other major players. This study is
done without any moderating or mediating variable that can ater
the refationship. Future research should attempt to replicate this
study in any other cantext. Future research can also include other
important moderating or mediating variables that contribute lo
the well-being and growth of firms by retaining more customers

SMIV's CKSV Institute of Management, Vadodara, India

or by enhancing customer loyalty.
Practical and managerial implications

The role of the satisfaction, trust and reputation of firm have been
increasing simultaneously in order to attract and retain
customers, itis incredibly necessary for the sales executives and
brand managers to understand the customers' needs and make
them satisfied as much as possible by working on mentioned
independent variables in the HOCBPL; as a result of this,
customers will stick with the organization on long term basis. Iif it
s done systematically with managerial insights, then it can retain
its customers and it will be a win-win situation for organization
and customers as well,
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actions is replaced with an irrational moment of self gratification.
Impulse items appeal to the emational side of consumers. Some
items bought on impulse are not considerad functional or
necessary inthe consumers' lives.

Literature Review
Impulsive Buying

Dennis W. Rook, Stephen J. Hoch (1985), has investigated on
Consuming Impulses. He has focused on psychological model of
consumer impulse buying episodes. They have distinguish
impulsive buying and wnplanned buying by following five
elements: 1) a sudden and spontaneocus desire to act; 2) a state of
psychological disequilibrium; 3) the onset of psychological
conflict and struggle; 4) a reduction in cognitive evaluation; 5)
lack of regard for the consequences of impulse buying. They have
developed scale for measuring impulsive buying.

Dennis W. Rook (1987) has conducted research on the Buying
Impulse and tried to differentiate impulsive buying and unplanned
buying and defined what is impulsive buying. He has defined
Impulsive buying in the following way: 'Impulse buying occurs
when a consumer experiences a sudden, often powerful and
persistent urge to buy some-thing immediately. The impulse to
buy is hedonically complex and may stimulate emotional
conflict.!

Gender

Helga Dittmar , Jane Beattie b, Susanne Friese (1995) has
Investigated on gender identity and material symbols: Objects
and decision considerations in impulse purchases they have
presented a new model of impulse buying, based on a social
constructionist theory, which addresses some of the short-
comings of previous models from economics, consumer
behaviour and psychology. Thus gender, as a major social
categary, should influence both the products bought impulsively
and the buying considerations used.

Study suggested that men tend to impulsively buy instrumeantal
and leisure items projecting Independence and activity, while
women tend to buy symbolic and self-expressive goods
concerned with appearance and emational aspects of self.

Michael Wood (1998) found that gender and impulsive buying
were weekly related.

Angela Hausman (2000) has used Multiple correlation and
ANOVA analysis to check hypothesis from correlation analysis
and found that Impulse buying tralt did not correlate with any of
the demographic variables like age, sex marital status,
gmployment type.

Age
Muhammad Ali Tirmizi, Kashif-Ur-Rehman,M and Igbal Saif in

their study said, it's true that young people more often get
attracted to products displayed on store shelves and has greater
tendency of impulse buying behaviour but results of this paper
showed no association of impulse buying in higher income group
of young people having prevalent impulse buying tendencies.

Bellenger, Robertson & Hirshman (1978) have found a
relationship between age and impulsive buying. Impulsive buying
tendency is high between the ages 18 to 39, and then it declines
thereafter. An inverse relationship was found between age and
impulsive buying. It was also found that the relationship is non
monotanic.

Wood (1598) also said that tendency for Impulsive Buying Is high
between age 1810 39 and at a lower level therealter,

Income

Kollat and Willet (1967) reported that Incomes do not have any
influgnce on rate of unplanned purchase. Cobb and Hoyer (1986)
said that shopping lifestyle is defined as the behaviour exhibited
by purchaser with regard to the series of personal responses and
opinions about purchase of the products. They found that
shopping life style and impulse buying behaviour were closely
related but only inthe case of impulse buyers.

Background music

Millman (1982 and 86), shoppers in the first study spent more
time and money in a slow music tempo retall environment and
Morth and Hargreaves (1998) studied that music is capable of
gvoking complex affective and behavioural responses in
CONSUMmars.

Mattila A S, Wirtz J (2001) have done research on ‘Cangruency of
scent and music as a driver of in-store evaluations and
behaviour. they found that Music may impact on both how long
consumers spend in a shop and also on how much they buy. A
study suggests that customers in a slow music condition took
more time to eat their meals compared to those in the fast-music
condition.

Proximity

Researcher found relation with proximity and impulsive buying .
Hoch & Lowenstein, (1991) Miskel, & Ayduk, (2004) and
Mishcel & Ebbesen (1970) found that Proximity is also a factor
that facilitates impulsive actions.

Rook (1987) , Rook & Hoch (1985) studied that Consumers have
indicated that by just looking at the items in stores or catalogues
can stimulate desires for the purchase of goods Vioh & Faber
(2007) said that physical proximity also stimulate sensary inputs
such as (1) touching goods in store (2) tasting free sample of
foods, which also affect desire.
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= |like to shop for novelty of it.
= Shopping satisfies my sense of curiosities.
+ |goshoppingto be entertained and other such few questions.

To check the reliability, Chronbach alpha test was performed and
we found the alpha value = 0.83%9 which shows a good internal
reliability.

Impact of music on impulsive buying was measured using scale
developed by Mattila and Writz (1997). Responses on all items
are given using five -point Likert scales and items were coded 1
for strongly agree and 5 for strongly disagree. To find the
reliability of this scale Cronbach alpha was performed and
{a=0.810) showed good internal reliability.

Peers

Impact of peers on impulsive buying was measured by asking
following guestions:

« [tend to purchase without any plan when | go for shopping
with family members/friends.

Responses on all tems were given using five-point Likert scale
and items were coded 1 for strongly agree and 5 for strongly
disagree. For checking the reliability of this scale Cronbach alpha
was performed and (a= 0.756) depicted good internal reliability.

Time

Impact of availability of ime on impulsive buying was measured
by asking the following question:

» | tend to purchase products without any plan when | go for
shopping with family members/friends.

Responses on all items were given using five-point Likert scale
and items were coded 1 for strongly agree and 5 for strongly
disagree. For reliability of this scale, Cronbach alpha was
performed and (a= .778) showed good internal reliability.

Analysis and Interpretation

Above 40 22

Marital Status
Married 48
Unmarried B4

Household Income

< 25000 B2
25000-50000 4
50000-75000 26
Total 132

Table 2: Products Purchased Impulsively

Products Percentage
Bags 6.00%
Jewellery 4.30%
Vegeotables 4 60%
Foad 15.50%
Cosmetics 9.20%
Electronic ltems 3.60%
Chocolates 14.70%
Footwear 9.50%
Accessaries 4.60%
Books/CDs B6.60%
Appareis 10.90%
Beverages B.70%
Detergent 1.90%

Table 1: Demographic Study for Impulsive Buying

1 Gender
Male ad
Female 48
2 Age
Below 20 10
20-30 86
31-40 14

38

Table 2 showed that, food (15.50%), chocolates (14.70%),
apparels (10.90%) were purchased mare impulsively than other
products; while products like detergent (1.90%), accessories
(4.60%), Electronic ltems (3.60%), Jewellery (4.30%) were
purchased less impulsively.

Table 3: In-store factors affect on impulsive buying

behaviour
Factors Mean
Price 1.8267
Promotional ofter 258
I store display 3.84
Behavior of Staff 41867
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Scope of The Study

Keeping in view the availability of time, finance and ability of the
researcher, the study is restricted to the geographical area of
Rajkot City. The Users of RTGS Services of Public Sector Banks,
Private Seclor Banks & co-operative Banks in Rajkot City are the
main source of Primary Data.

Objectives of The Study
1. Toexamine the existing operations of RTGS Services.

2. To examine the customer's level of awareness & usage of
RTGS Services.

3. Toanalyze the factor reasonable for utilizing RTGS Services.

4. To identify gaps, if any and develop appropriate strategies for
using RTGS.

5. To make suggestion for improvement or change in the RTGS
services of banks.

Significance of Research

This study gives a clear picture of RTGS Services of Banks related
to the custormers. It draws an attention towards the problems
faced by the customers for services and suggestions made by
them. It may help the bank to improve operational efficiency. The
study gives an idea of customer satisfaction and RTGS Services
of banks.

Hypothesis

H.: There is no significant difference between Service sector and

business sector users in relation to Inconvenience during
operation of RTGS.

H,: There is significant difference between Service sector and
business sector users in relation to Inconvenience during
operation of ATGS.

Sample design

The population of the study consists of all types of bank's account
holders using RTGS Services in the Rajkot City. They all may be
different in Occupation viz. employee of Government sector,
Private sector; Businessman, self-employed, Professional,
Students, retired etc. are considered. Questionnaires were
distributed among 130 respondents randomly out of them 105
respondents have returned it Out of them 100 questionnaire were
found fully filled up with adequate information, which was
considered for the present study.

Data collection

The study is based mainly on primary data. The primary data is
collected with the help of questionnaire from the cuslomers of
RTGS Saervices to evaluate ‘Inconvenience during operation of
RTGS services'. For this, purpose a questionnaire is used by the
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researcher regarding parameters and problems as well as
suggestion from the customer's point of view.

Data analysis

Data analysis is an important part of research work to test the
hypothesis. First of all researcher hag processed the collected
primary data through questionnaires. Further the processed dala
has been analyzed by statistical tools and techniques. The tools
and technigues used by researcher for data analysis are as under.

» Simple Percentage

Averages

Likert Scale

Wilcoxon's Matched — Pairs Test
Sandler's A - Test

Scales are developed by utilizing the item analysis approach.
Wherein a particular item Is evaluated on the basis of how well it
discriminates between those persons whaose total score is high
and those whose total score is low. Those items or statements
that best meet this sort of discrimination test are included in the
final instrument.

In Likert scale, the respondent was asked to respond to each of
the statements and items of several degrees, usually 5 degrees of
agreemant.

The duly filled in questionnaires were edited by the researcher
and in accordance with the requirements of the objectives and
hypothesis table was prepared. For hypothesis testing,
Wilcoxon's Matched- Pairs Test and Sandler's A -Test was used
as non-parametric tests at 5% level of significance.

The researcher made an effort to know the Inconvenience during
operation of ATGS services from the RTGS users. Different
responses of reasons are given in Tables 110 7. Inthis connection
T majorinconveniencies ware

{1) Unskilled employees

(2) Lack of training & guidance

{3) Out of order problems

(4) Crime & Cheating

(5) Lack of knowledge

{6) No detail information of service
{7) No customize service.

The detalls of responses in Tables 1 to 7 have been further
processed & analyzed in Table 8.
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Table 1: Responses of the RTGS Users towards Various Reasons for Inconvenience
during Operation of RTGS on a 5 Point Scale — Unskilled Employees

Level of agreement &

seaee o No of Respondents Total Score of the Responses
Service Business Total Service Business Total
Strongly agree (5) .00 1.00 7.00 30.00 5.00 35.00
Agree (4) 19.00 20.00 39.00 76.00 80.00 156.00
Undecided (3) 12.00 5.00 17.00 36.00 15.00 51.00
Disagree (2) 25.00 8.00 33.00 50.00 16.00 66.00
Strongly disagree (1) 3.00 1.00 4.00 3.00 1.00 4.00
Total 65.00 35.00 100.00 195.00 117.00 312.00

iSource: Computed From (uestionnaires)

Table 2: Responses of the RTGS Users lowards Various Reasons lor Inconvenience
during Operation of ATGS on a 5 Point Scale — Lack of Training & Guidance

Level of Mo of Respondents Total Score of the Responses
agreement &

score point Service Business Total Service Business Total
Strongly agree (5) 4.00 0.00 4.00 20.00 0.00 20,00
Agree (4) 25.00 20.00 45.00 100.00 80.00 180.00
Undecided (3) 22.00 9.00 31.00 66.00 27.00 83.00
Disagrea (2) 12.00 6.00 18.00 24.00 12.00 36.00
Strongly disagree (1) 3.00 0.00 3.00 3.00 0.00 3.00
Total 66.00 35.00 101.00 213.00 118.00 332.00

(Source: Computed From Questionnaires)

Tahle 3: Responses of the RTGS Users towards Various Reasons for Inconvenience
duting Operation of RTGS on a 5 Point Scale — Out of order Problem

Level of No of Respondents Total Score of the Responses
agreement &

score point Service Business Total Service Business Total
Strongly agree (5) 13.00 12.00 25.00 £5.00 £0.00 125,00
Agree (4) 26.00 13.00 a0.00 104.00 52.00 156.00
Undecided (3) 18.00 8.00 26.00 54.00 24.00 78.00
Disaaree (2) 6.00 2.00 g.00 12.00 4.00 16.00
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Strongly disagrae (1) 2.00 0.00 2.00 2.00 0.00 2.00
Total 65.00 35.00 100.00 237.00 140.00 377.00
(Source: Computed From (uesficandires)
Table 4: Responses of the RTGS Users towards Various Reasons for Inconvenience
during Operation of RTGS on a 5 Point Scale — Crime & Cheating Problem
Level of Mo of Respondents Total Score of the Responses
agreement &
score point Service Business Total Service Business Total
Strongly agree (5) 7.00 3.00 10.00 35.00 15.00 50.00
Agree (4) 20.00 12.00 32.00 80.00 48.00 128.00
Undecided (3) 20.00 8.00 28.00 60.00 24.00 84.00
Disagree (2) 15.00 11.00 26.00 30.00 22.00 52.00
Strongly disagree (1) 3.00 1.00 4.00 3.00 1.00 4.00
Total 65.00 35.00 100.00 208.00 110.00 318.00
(source: Computed From Questionnaires)
Table 5: Responses of the RTGS Users lowards Various Reasons for Inconvenience
during Operation of ATGS on a 5 Poinl Scale — Lack of Knowledge
Level of Mo of Respondents Total Score of the Responses
agreement &
score point Service Business Total Service Business Total
Strangly agree (5) 6.00 5.00 11.00 30.00 25.00 55.00
Agreg (4) 22.00 13.00 35.00 BA.00 52.00 140.00
Undecided (d) 15.00 11.00 26.00 45.00 33.00 78.00
Disagrea (2) 19.00 6.00 25.00 38.00 12.00 50.00
Strongly disagree (1) 3.00 0.00 3.00 3.00 0.00 3.00
Total 65.00 35.00 100.00 204.00 122.00 326.00
(Source: Compuled Fram Oueshomnaines)
Table 6: Responses of the RTGS Users towards Various Reasons for Inconvenience
during Operation of RTGS on a 5 Point Scale — No detailed Information of services
Level of Mo of Respondents Total Score of the Responses
agreement &
score point Service Business Total Service Business Total
Strongly agree (5) 7.00 2.00 8.00 35.00 10.00 45.00
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Agree (4) 25.00 18.00 43.00 100.00 72.00 172.00
Undecided (3) 15.00 B.00 21.00 45.00 18.00 53.00
Disagree (2) 158.00 8.00 23.00 30.00 16.00 46.00
Strangly disagree (1) 3.00 1.00 4.00 3.00 1.00 4.00
Total 65.00 35.00 100.00 213.00 117.00 330.00

(Source: Computed From CQuestiomnaines)

Table 7: Responses of the ATGS Users towards Various Reasons for Inconvenience
during Operation of RTGS on a 5 Point Scale — No Customized Service based on income & status

Level of Mo of Respondents Total Score of the Responses
agreement &

score point Service Business Total Service Business Total
Strongly agree (3} 6.00 4.00 10,00 30.00 20.00 50.00
Agree (4) 24.00 14.00 38.00 06.00 56.00 152.00
Undecided (3) 19.00 a.00 28.00 57.00 27.00 84.00
Disagree (2) 13.00 5.00 18.00 26.00 10.00 36.00
Strangly disagree (1) 3.00 3.00 6.00 3.00 3.00 6.00
Total 65.00 35.00 100.00 212.00 116.00 328.00

(Source: Computed From Ouestiomnaines)

Table 8: Average Score and Ditferences Therein Regarding Inconvenience during Operation of RTGS

Ranks of
Average Scores i y
Serial no of g Dmr_a;zt:}as D2 Ditterences
Reasons Service Business All ] X -
(P1) (P2)
1 3.00 3.34 312 0.34 0.1156 5
2 3.23 3.40 3.32 017 0.0289 i
3 365 4.00 377 -0.35 0.1225 6.5
4q 3.20 3.14 3.18 0.06 0.0036 2.5
5 3.14 1.49 .26 0.35 0.1225 6.5
] 3.28 3.34 3.30 -0.06 0.0036 25
7 3.26 3.31 3.28 -0.05 0.0025 1
Overall
average, Total 3.25 3.43 3.32 -1.26 0.3992 25 25.5

fsource: Computed From Cuestionnaines)
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consumer carg and daily use products from shopping malls.
However their preference o shopping malls does not let them
allow discourage small retailers, They continue to buy from small
retailer; they spend equally on buying from kiranas. They go to
small retailers due to their long standing relations with them, the
home delivery services that the small retailers offer and because
they find shopping less time consuming while shopping with
small retailers as compared to malls, They have concluded small
retailers are still relevant despite emerging shopping malls, all
that is required from them is lo continue providing value added
service, bank on relationship marketing .

Deepika Jhamb & Ravi Kiran (2012) highlighted that young
consumers and high tax payers prefer malls and specialty stores
for shopping purposes. On the other hand, older consumers and
no tax payers have different preferences for shopping from the
gmerging retall formats as they prefer convenience store,
discount stores and department stores.

Abell's business definition model's Applicability on Retail
Formats

Abell's (1980) business definition framework proposes that a
business can be defined by using three dimensions:

1. Customer Groups (who we're going to serve),

2. Customer needs (what customer need we're attempting to
meet), and

3. Technology or distinclive competencies (how we're going
to meet that need)
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Figure 3: Abell's Three dimensional business definition
model

What is being

Who is being

Technologies

(Source: Abell's Three dimensional business definition modal
Iittp:/heww servicetrack ewKAS S viewobject. php Pobject=70537=
Ttmgfpldnibu?a69my3vodbup)

This approach strongly stresses understanding customers and
not an industry and its products or services, Based on these three
dimensions, Abell' competitive strategy classification scheme
proposed that a business could be defined by its competitive
scope (broad or narrow) and by the extent of competitive
differentiation of its product/service offerings.

Table 1: Comparative analysis of Traditional Vs Retail Mega Malls, using Abell's Model

Traditional Retail Stores

Retail Mega Malls

1. Daity buyers

1. Mostly week- end buyers

(Customer Neads) 2. long working hours

Who is Being
Satisfied 2. Low guantity buyers 2. Bulk quanfity buyers
(Gustomer groups) 3. Nearby buyers 3. Distant buyers
1. Shopping as an experience
i Bt 2. whale family coverage
What is Beind | 4 Home delivery, without or with minimal charges. RN
Satisfied 3. Safe and hygienic shopping.

4. Large product assortments

b. Large brand coverage

How are the
Customer needs | 3. Personalized attenfion on consumers,
being satisfied | 4. Offering discounts to the consumers.
(Technologies)

urgent need.

1. Maintaining personal relationships with consumers.
2. Family oriented. (Recognition of family members)

5. Dffering goods on credit to support consumer's

1. Use of IT {bar Code, Computerized bill, Payment by
Credit & Debit Card)

2. Providing good ambience for shopping.

3. Good Parking facilities for consumers

4. Ease of billing

5. Multiple brands and assortments under one roof for
better selection.

iSource: Author's contrbution)

Sankaipa : Journal of Management & Research « Yolume 3 o |ssue 2 & July - December 2013 51



SMIV's CKSV Institute of Management, Vadodara, India

The Roadmap Ahead...... Traditional
Organized'

Retailing is Getting

To meet the challenges of organized retailing that is luring
customers away from the unorganized sector, the unorganized
sector is getting organized. Though the consumer's preference
has been diverted towards malls, local kirana stores was
supposed to suffer badly but existence of modern retail have not
affected small business; in fact due to its existence they have
become more customer-oriented & organized. They have a
specific customer base from a long time and the new customers
have been added on everyday basis. They salisfy and maintain
the customars offering discounts and mouth watering rates in
varied products. Initlally it was touah but now they are able to
satisfy all the needs of the customer, In fact they are over
providing the augmented products.

Accarding to a new study published in Economic Times, Indian
consumars are still visiting local kirana stores, while they lovea the
shopping experience of malls. Besides, the bulk shopping that
they do at these modern retail stores, thera are the daily top-ups
to do at the local groceries (Kirana Stores) and the perishables
that have to be bought daily. For Kiranas the proximity s the major
advantage. Kiranas leads the organized retailer due to their reach
in the market. In order to increase the reach in the market the
kiranas have evolved to cater to different segments of the market
and they are making enough profits which is why they continue to
be inthe business.

Whao will Win the small v/s Mall Battle?

A study by Technopak Advisors suggests that Kiranas will not be
beaten dawn by fancy supermarkats. As Indian's are becoming
addicted to shopping and the retail environment, both traditional
and modern outlets will benefit and are expected to grow by 42%
in the next five years. Most of the Kirana stores have survived. But
growth has been very slow for them and no new kirana stores are
opening up in neighbourhood where big retailers have opened
shop. Kiranas and organised retail will co-gxist.

Recommendation

= Survival of fittest & fastest is the mantra of today's business
game. To compete in this business era, the ratailer must focus on
the customer's buying experignce. To manage a customers
experience, retailers should understand whal “customer
gxperience” actually means. Customer Experience Management
Is a strategy that focuses the operations and processes of a
business around the needs of the individual customer It
represents a strategy that results in a win-win value exchange
between the retailer and its customers, irrespective of their size...
a small or mall.

« For maintaining the core competency of their business, the

small retailers should continue concentrating on the personalized
attention.

Conclusion
From the above conceptual paper it can be concluded that the

# Single shop-owners and small retailers are becoming
increasingly aware of customers needs, and varied
requirements. They try to provide their best of deals to the
customers, with thelr own resources and face competition from
the malls.

» Both the malls and Kirana stores can play simuttangously In
India; so small retailers do not need to gat afraid dua to the malls.
Small retailers should adopt possible characteristics of malls
along with maintaining their care competence.

Big retall chaing won't kill small shops. Small is beautiful. Malls
are all very good for ong-day shopping, but the Kirana stores for
the odd quantities in life...will always be in demand!
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The nation of Quality of Work Life, popularly abbreviated as QWL,
seems to be standing at the confluence of two separate streams
of thought, 1.e., ensuring humanization of the work place without
compromising productivity and profitability. So, QWL seems to
be a balancing approach — trying to gain a balance between the
needs of the employees and the needs of the organization. While
many other approaches to resolving productivity crisis are uni-
dimansional in nature; QWL seems to be taking care of both — the
employees' interest as well as the organizational interest (Martell
& Tyson, 1983). Martell & Kunselman (1984) goes a step further
by emphasizing that organizations need to unlock the potential of
their human resources by taking due care of the factors that
constrain  their commitment. OQWL, being a measure of
favorableness of an employee's work life, seems to be a measure
to accomplish this.

There Is a growing recognition of QWL as a "multidiscipline™
construct (Pettman, Newton & Leckie, 1980), and there is no
general consensus regarding its meaning (Ledford & Lawler,
1983).

In general, QWL can be understood as a generic term for a range
oftechniques and processes that are designed to give employees
greater discretion and control over their work. The basic idea
behind any QWL initiative is that greater participation and
involvernent in decision making by employees will lead to
improvements in satisfaction, motivation and commitment.

The present research study has utilized two conceptual
perspectives of QWL —one s of Carlson (1978) and the other is of
J. Richard &.J. Loy, as follows:

As per the opinion of Carlson (1978), QWL can be studied and
analyzed In any of the following three ways:

e asamovement;
 asasetof organizational interventions, and
 asatype of working life felt by employees.

This study utilizes the third perspective of QWL, that is, studying
and analyzing QWL as a type of working life felt by employees of
GSRTC. So, here, the main focus Is on finding out what
constitutes a QWL experience among the employees of GSRTC,
and what is the availability of various QWL attributes at their work
place. This is measured by relying on the fact quoted by J.
Richard & J. Loy in the book “Human Resource Development —
Conceptand Practices” by Gupta & Gupta (2008) that QWL refers
to the degree to which members of a work organization are able to
satisfy their impartant personal needs through their experiences
in the arganization.

Review of literature
Plethora of literature is available for QWL as many researchers
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across the globe have studied and analyzed this concept amang
employees of different industries and reported valuable findings.
But, since this research Is targeted to the QWL of employees of
GSRTC - one of the State Transport Undertaking (STU); the
essence of researches conducted in Transport Industry in
peneral, and the STUs in particular is only presented here.

Cansidering the fact that out of the drivers, conductors and
mechanics, the drivers need to be virtually on their toes — active
and alert all the time during the duty hours, several researches
have focused on the physical and psychological health of the bus
driver, as it is a critical factor in the driving performance. Any
problem in this can lead to undesirable conseguences for the
passengers. It could be due to the lack of driver's decision-
making authority, fatigue, fear of assaull, social isolation, tight
running schedules, vehicle mechanical faults, reduced rest
breaks, poor cabin comfort, continually rotating shift patterns,
adverse weather conditions, traffic congestion, the sedentary
natura of the job, noxious air from other vehicles, pressures of
ensuring safety of passengers, and demanding passengers
(Duffy & McGoldrick, 1990; Evans & Carrére, 1991; Bovenzi &
Sadini, 1992; Kompier & di Martino, 1995; Evans & Johansson,
1998; Carty, M., et al, 1999, Hennessy, Wiesenthal & Kohn,
2000; Matthews, 2001).

In the empirical study of Naik (2006), reviewing the performance
appraisal system in Andhra Pradesh State Road Transport
Carporation (APSRTC), it was found that performance appraisal
reporis are used as a threatening tool and not a development tool,
and the personnel policies adopted in the corporation are not very
conducive to employee development. The ratings are based on
their personal relationship with the iImmediate superiors. The
rating yardsticks are not clearly defined and this gives ample
room for subjectivity in rating. The study reveals that a very
important HR mechanism like performance appraisal has;
contrary to its philosophy, adversely affected the morale and
motivation level of the employees; and thereby lowering their
awL.

smallwood (2006) indicated that work-life issues are key
determinants for the drivers in the transportation industry.
Ravichandran & Surya Prasad (2007) in their study entitled
“Reviving Gujarat State Road Transport Corporation (GSRTC): An
Agenda for Action” examined in detail the reasons related to the
declining operational and financial performance of GSATC. While
trying to diagnose the problem, the researchers found that the
non-participative employees and thelr indifferent and detached
view to the operating and financial health of GSRTC is a major
concern. Hence, the stakeholders' contribution in the proposed
revival plan has been emphasized. The researchers have
specifically pointed out that the changes at the governmeant and
the management level in GSRTC for revival should be supported
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by appropriate responses of GSRTC employees. Keeping this in
the background, a set of initiatives at the employee level that
would contribute to the revival of GSRTC was presented:

= The employees need to prepare themselves to be outstanding
professionals, Their attitude, approach, and action should be
driven and influenced by professional considerations rather than
inherited bias within or outside the organization.

» Preparing for change would be an important mindset that the
GSRTC employees would need in the near future. This change
may be in adopting technology, developing new skills, adopting a
sat of new performance measures, professional orientation to
work, and innovating way of conducting business. etc.

* GSATC employees should learn to keep pace with the
gnvironment (market, social, and competition), in terms of their
day-to-day working life schedule, pricing and customer focus,
guality of services, flexible working hours, and variable
compensation, ete.

» Employees may have to reposition their role as change agents
for achieving the social abjective of providing safe, convenient,
and affordable transport to the general public of Gujarat.

e Employees should develop a reorientation to their
occupation, viz., an occupation based on Government grants and
subsidy to an employment by contributing to an organization with
social objectives.

In a nutshell, tha whole proposed revival plan emphasizes an
Increasing/improving the job involvement of these employees, so
that they really care for their work/job and serve the customers
(passengers) in the best possible way. And the best way to foster
their job involvement is to provide them the expected QWL.

The study of Ramanayya, Nagadevara & Ray (2007), consisting
of drivers, conductars and cleaners from Kerala State Road
Transport Gorporation (KSRTC), concluded that the working
gnvironment, compensation package and future prospects would
make a significant difference in thelr motivation levels and
consequently the quality of service renderad to the passengers,

The pioneering study of Dhar (2008) assessed the Quality of
Work Life of bus-drivers of Municipal Corporation of Pune; by
focusing on four main themes: (a) Work demands and Quality of
Work Life, (b) Coping strategies to reduce stress, (c)
Organizational initiatives to reduce stress and (d) Humour, team
work and work-life balance. It was reported that the quality of
their life at work was mainly hampered due to time pressures,
deteriorating condition of the buses and increasing pollution.
Other types of stressors relate to their professional relationship,
temporary nature of their job, lack of recognition and
appreciation. It was also found that team working increased QWL
& consequently quality of service also.

Some of the recommendations of this pioneering study for
improving the QWL of the drivers are mentioned as under:

* There is a need to provide an opportunity for staff to interact
socially with other members both formally as well as informally;
and for this get together parties and related activities should be
arranged.

» There Is a need o train bus drivers to enhance stress coping
strategies.

» Employee Assistance Programmes (EAPs) should be
provided to manage their personal problems and to assist drivers
to ensure good psychological health.

s Health promotion on-site - educating drivers of the benefits of
a healthy Iifestyle would also be justified; motivating drivers to
engage in regular physical exercise, adopt a healthy and balanced
diet, and reduce tobacco and alcohol intake. Need for free and
regular medical check-up of the drivers to keap them fit was also
advocated.

» Realistic Job Previews (RJPs) to potential employees
outlining positive and negative job related Infarmation should be
given during recruitment; so that individuals can form more
accurate expectation from their jobs.

» Fixed work schedules should be implemented to minimize
fatigue and also to establish regular meal times discouraging
meal skipping, which would further lessen fatigue.

o There is also a need to recruit more drivers to relieve existing
drivers from working for extended hours.

Sludies of Rao and Chandra Mohan {2008), and Rao and
Venugopal (2009) focused on identifying the perceptual factors
in Quality of Work Life of Indian Employees with 332 employees
predominantly from Financial Sector and Transport Business.
Lending a big support to Saklani's (2004) findings, four main
factors were derived namely Favorable work environment,
Persanal growth and autonomy, Rewarding nature of the job, and
Stimulating opportunities and co-workers; as important for better
QWL at work place. While this study helps us to have an insight
into the major factors of importance for QWL among the Indian
employees, to what extent these findings will be applicable o the
frontline staff of a State Government owned and run State
Transport Undertaking (STU) like GSRTC: is to be determined.

The empirical study of Saklani (2010) concluded that the non-
managerial employees in India are more concerned about
satisfying their lower order material needs. The “most important”
OWL factors reported by this class of employees are
predominantly having financial implications. Interestingly, the
present research is also conducted on non-managerial
employees of GSRTC — the Class-l-Operative staff. So, it is
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interesting to see how far these findings are applicable to GSRTC
gmployees.

Research methodology
Research problem statement

The present research study focuses on assessing the importance
and availability of various constituents of Quality of Work Life
among the drivers, conductors, driver-cum-conductors and
mechanic stalf of GSRTC and suggesting measures to improve
the same. Specifically, this study is focused on the following
research question?

“How to ensure better QWL for the Drivers, Conductors,
Driver-cum-Conductors and Mechanic Siaff of GSRTC?"

Sub-guestions of this overarching research query were as
follows:

» What constitutes QWL experlence for the Drivers,
Conductors, Driver-cum-Conductors and Mechanic Staff of
GSRTC?

» How daothe Drivers, Conductors, Driver-cum-Conductors and
Mechanic Staff of GSRTC perceive their work environment in
terms of availability of various constituents of QWL?

« Whether there is any gap between the importance and
existence of various QWL constituents in GSRTC?

Tha Operational Definition of various constructs are as follows:

Herein, "Quality of Work Life” refers to the degree to which
employees are able to satisfy their important personal needs
through their experiences in the organization.

“GSRTC" is the popular abbreviation of the Gujarat State Road
Transport Corporation.

“Employees”: The present research study is undertaken on the
permanent on pay-roll Class-lll-Operative (frontling) staff of
GSRTC — the Drivers, Conductors, Driver-cum-CGonductors and
Mechanics (Workshop & Maintenance staff).

Research objectives

« Tostudy the factors of importance for Quality of Work Life of
employees of GSRTC.

e To study the perceptions of employees regarding the
availability of Quality of Work Life attributes at the work place.

» To find out the gap, if any, between the importance and
availability of various QWL attributes in GSATC.

* To make recommendations to improve the QWL of these
employees of GSRTC.

Research design
This study is undertaken by adopling Descriptive Cross-
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sectional Research Design, as it describes the views/opinions of
GSRTC employees regarding various factors of importance for
their QWL and its availability in GSRTC (Descriptive) at a specific
point of time (Cross Sectional). Initial exploration stage focused
on careful review of relevant literature and in-depth inlerviews
and discussions with the key informants to have inputs for
structuring the contents of the questionnaire by including the
relevant issues.

Data collection

1. Primary Data: Primary Data have been collected from the
Drivars, Conductars, Driver-cum-Conductors and Mechanic staff
of GSRTC through a Structured Pre-coded Interview Schedule;
framed in English as well as in Gujarati. For framing the relevant
iterns/staterments of QWL, the 13 factors identified in the
pioneering work of Saklani (2003) have been taken as a base.
Then, based on the insights from the in-depth interviews and
discussions with the key informants; these 13 factors were given
operational meaning by Identifying the real life practical
indicators. Thus, an effort is made to include only contextual
items relevant to the QWL of the targeted employees of GSRTC.
Finally, before administering it to the respondents, it was pilot
tested with 25 respondents.

2. Secondary Data: Secondary data have been collected from
books, journals, periodicals, and electronic databases. Published
and unpublished documents of the GSRTC have also been used.

Sampling design: By using Convenignce-cum-Quota Sampling
method of Non-Probability Sampling, 400 respondents - Drivers,
Conductors, Driver-cum-Conductors and Mechanics were
selected from 16 depots of GSRTC as shown in Table 1.

Table 1: No. of respondents in various calegories

" Driver-cum- .
Drivers | Conductors Coindaton: Mechanics | Total
150 150 10 a0 400

Data analysis & interpretation
= Demographic profile of the respondents:

Table 2: Classification of respondents based on
demographic particulars

Demographic Particulars | No. of Respondents (N = 400)
Age Group
21— 30 years 29
31 — 40 years 73
41 — b0 years 207
= Bl years 85
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Education
< 55C 63
S5C 139
[Tl/Diploma a0
HSC 120
Graduate 40
Post Graduate 02
= Post Graduate 3]
Experience
Lip to 5 years 51
610 years 56
11 —15 years 174
16— 20 years 69
= 20 years 50
Designation
Driver 150
Conductor 150
Driver-cum-Conductor 10
Mechanic 90

In terms of Age Profile, GSRTC seems to have a good mix of
young, energetic and aged experienced workforce with the
highest number of respondents — 51.75% belonging to the age
group of 41-50 years, the second highest 21.25% belanging to
the age group of =50 years, followed by 19.75% in the age group
of 31-40 years and 7.25% respondents in the age bracket of 21-
30 years. In Educational Qualifications Segment, the respondents
present a wide variety; wherein 34.75% respondents are SSC
qualified, 30.00% are HSC Qualified, 15.75% have less than S5C
gualification, 10% respondents are Graduates, 7.5% respondents
are IT/Diploma holders, 0.5% are Post Graduates, and
surprisingly, 1.5% of them are having more than Post Graduation
gualification. In terms of Work Experience, |t seems that the
respondants are well experienced ones as 43.5% respondents
have 11-15 years experience, 17.25% have 16-20 years

experience, 14% have 6-10 years experience, 12.75% have less
than 5 years experience, and 12.5% respondents have more than
20 years experience. In and all, the Class-lll employees of GSRTC
presents diversity in terms of their demographic particulars.

 Constituents of QWL among the employees of GSRTC

Based on the frequency analysis of the responses of 400
respondents regarding the factors of importance for their QWL,
Table 3 provides interesting insights into the importance of
various OWL Components for the Class-lll-Operative level
employees of GSRTC. It can be seen that the 4 Top Most
Important QWL Components include Participation in Decision
Making (99.75%), Opportunity for Continued Growth (98.25%),
Reward and Penalty System (90.00%), and Opportunity to Use
and Develop Human Capacity (78.50%). Amazingly, out of these
4 Most Important QWL Components, 3 components are typically
linked to the higher order needs of the employees. This is in sharp
contradiction to the popularly held stereotype about the nature
and mentality of typical Indian employees, particularly the non-
managerial employees at lower levels; that satisfaction of lower
needs is of paramount importance to them. The findings of this
sludy conclusively proves that the employees al lower levels
need nol be thinking In terms of satisfying only their material or
physiological or financial needs all the time. The time has
changed. Even employees at lower levels of the organizational
hierarchy looks for satisfying their higher order needs like Esteemn
(Ego) Meeds, Growth Meeds, and Aclualization Meeds.
Interastingly, these 4 Most Important QWL Components are
‘intrinsic’ in nature, i.e., they are allied to job content' and are
psychological in nature.

This is contrary to the findings of several earlier studies, which
revealed that, in the Indian context, '‘Environmental Factors' like
physical work environment, safety and working conditions; and
‘Relational Factors' such as work group relations, and labour-
management relations; are more important in regard to QWL af
employees. Several researchers reported that in Indian contest,
lower order needs like physiologleal (biological), safety/security
and social needs have stll remained more important in
comparisan to the higher order needs like esteem need and self
actualization need (Singhal, 1975; Mehta, 1978; Kalra & Ghosh,
1984; Saklani, 2010).

Table 3: Importance of 13 QWL components in descending rank order

Preferred by
(N = 400) Priority Rank
13 QWL Components Oider
Number % Score
Participation in Decision Making 399 99.75% 1
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Opportunity for Continued Growth 393 098.25% 2
Reward and Penalty System 360 90.00% 3
Opportunity to Use and Develop Human Capacity 314 78.5% 4
Adequate and Fair Compensation 270 67.50% 5
Equity, Justice and Grievance Handling 219 54.75% ]
Human Relations and Social Aspect of Work Life 201 50.25% 7
Fringe Benefits & Employes Welfare Measures 172 43.00% B
Work Load 168 42 00% 9
Safe and Heaithy Work Environment 136 34.00% 10
Work and Total Life Space 75 18.75% 11
Image of Organization in the Society 53 13.25% 12
Job Security 40 10.00% 13

= Availahbility of QWL among the employees of GSRTC

To have insights regarding the reported availability of the 13 QWL components among the respondents, their opinions were analyzed
using the t-test at 0.05 Significance Level with Test Value 4 (Poor). Table 4 provides statistical evidence about the existing level of QWL
{Overall as well as Component-wise) among the Drivers, Conductors, Driver-cum-Conductors and Mechanic Staff of GSRTC.

The findings from Table 4 reveal that the overall status of QWL in GSRTC, as reported by the Drivers, Conductors, Driver-cum-
Conductors and Mechanics, Is near to the average standard as indicated by the score of 3.02 on a Five-point scale (where 1 =
Excellent, 2 = Good, 3 = Average, 4 = Poor, 5 = Unsatisfactory). Component-wise also, none of the 13 components portrays
excellent QWL. The findings from Table 4 indicate that out of 13 components of OWL, 2 components are near ta the position of 'Good'
QWL, 3 components are above average, 3 components are average, while the remaining 5 components are indicating 'Below Average'
existence of QWL. So, itis far away from the deal position.

Table 4: Existing Level of QWL (Overall as well as Component-wise) in GSRTC

QWL Components T;a: E?]Er S.D. E"nsrt::““ Mean Difference | T-value | z-fai?I.ad]
Adequate and Fair Compensation 3.27 0.96 0.04 -0.72 -14.99 0.000
Fringe Benefits & Employee Welfare Measures 3.43 0.96 0.04 -0.56 -11.59 0.000
Job Security 249 1.08 0.05 -1.50 -27.89 0.000
Safe and Healthy Work Environment 345 1.1 0.056 -0.54 -0.803 0.000
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Work Load 285 0.99 0.04 -1.04 -20.97 0.000
Opporiunity to Use and Develop Human Capacity 2.67 0.85 0.04 -1.32 -31.08 0.000
Opportunity for Confinued Growth 3.06 0.85 0.04 -0.93 -21.92 0.000
Hurman Relations and Social Aspect of Work Lifg 3.03 0.87 0.04 -0.96 -22.24 0.000
Parficipation in Decision Making 3.26 1.18 0.05 -0.73 -12.36 0.000
Reward and Penalty System 2.89 1.10 0.05 -1.10 -19.96 0.000
Equity, Justice and Grievance Handling 3.48 1.08 0.05 -0.51 947 0.000
Work and Total Life Space 3.08 0.91 0.04 -0.90 -19.75 0.000
Image of Organization in the Society 2.38 0.74 0.03 -1.61 -43.62 0.000
Dwerall QWL 3.02 0.68 0.03 -0.98 -28.79 0.000
The 2 components indicating near to ‘Good' existence QWL  GSRTC.

include Job Security (Mean Score 2.49) and Image of
Organization in the Society (Mean Score 2.38). Now, being a
Government Oroanization, Job Securlty is certainly going to be
there and the employeas need not to worry about losing their jobs
on flimsy grounds.

Further, these Class-lll-Operative level employees perceive
GSRTC to be ethically and socially responsible in the mattars of
public interests and therefore, commanding good image In the
sociely. Near to good existence of this component may be due lo
the fact that the employment practices of GSRTC are fair and
without any bias or prejudice towards any section of society
based on caste, creed. age. etc. Further, GSRTC has been
granting various concessions to students, disabled, freedom
fighters, etc., which positions It as a “"Socially Concerned
Organization”. Inaway, GSRTC provides extensive support to the
Institutions involved in the noble cause of education, cullure,
sports, medical, patriotism, etc. Having such societal orientation
appears to be a strong reason for perceiving the near to good
image of GSATC in society. So, being a *Mass Centric
Organization”, itis likely that these employees perceive its near to
good image In the society. Amazingly, this image of organization
in the society has emerged as the highest contribuling
component (Mean Score 2.38) to the exisling state of QWL in

The 3 companents indicating ‘Above Average' existence of QWL
include Work Load (Mean Score 2.95), Opportunity to Use and
Develop Human Capacity (Mean Score 2.67), and Reward and
Penalty System (Mean Score 2.89). Existing only 'Above Average'
state of OWL on Reward and Penalty Administration System
component perhaps is explained by the prevailing cultural miliew
in India, especially in the bureaucratic setup. Rewarding the
flatterers and those with right contacts at the cost of merit,
gfficiency, discipline and good conduct is the order of the day. In
GSRTC, the employees in very high proportion reported that
employees having union contacts, or those who are union office
bearers, are the ones enjoying all the undue favours, at the cost of
meritorious ones. Added to this, contrary to popular
miscanception that GSRTC, being a Governmenl organization, it
must be overstaffed; in reality, GSRTC is an under staffed
organization. The 'real revenue generators' — the Drivers,
Conductors and Mechanic staff are always in shortage in
comparison to the sanctioned and required number of positions.
This coupled with indifference 1o streamling the jobs demanding
attention continuously for longer durations, increases workload
and becomes a major source of stress to employees. This also
impinges on their ability to discharge family and other social
obligations and pursue other life interests and hobbles. This
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certainly leads to increased work load in terms of doing 'double’
duties, working in odd hours, compulsory overtime etc; which is
probably the reason behind lower existence of Work Load
component of QWL in GSRETC. Iranically, the availability of one of
the very crucial component, that is, Opportunity to Use and
Develop Human Capacity (Mean Score 2.67) is also reported
only ‘Above Average'.

The other 3 components indicating 'Average' existence of QWL
include Opportunity for Continued Growth (Mean Score 3.06),
Human Relations and Social Aspects of Work Life (Mean Score
3.03), and Work and Total Life Space (Mean Score 3.09). This
indicates that GSRTC has failed to devise mechanism to enhance
these vital components of QWL having long-term implications on
the health, feelings and emotions of employees; and
consequently on the health of organizations. In the state of lower
gxistence of these components, the working climate at GSRTC is
usually characterized by mutual distrust. Employees do not see
their peers and seniors as a source of Socio-emotional support;
which is considered to be of paramount importance by Mayo
(1960) for improving organizational efficiency and effectiveness.
A working climate filed with suspicion, 'leg puling tendencies',
distrust, etc. ultimately kills the charm associated with one's
working life. Heavy dependence on bureaucratic channels of
communication and status differentials emanating from the
organizational hierarchy add to the problem. Further, excepl the
Mechanic staff. these employees have odd duty hours. So, a vary
vital component of one's QWL, L., Work and Total Life Space
(Mean Score 3.09) is also with 'Average' existence. Even the
existence of Opportunity for Continued Growth Is also reported
‘Average’ only.

The real concern areas are the ‘Below Average' existence of 5
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components of QWL viz. Adequate and Fair Compensation (Mean
Score 3.27), Fringe Benefits and Employee Weltare Measures
(Mean Score 3.43), Safe and Healthy Work Environment (Mean
Score 3.45), Participation in Decision Making (Mean Score
3.26), and Equity, Justice and Grievance Handling (Mean Score
3.48) components.

The lower order need satisfiers and which are very important
components at the lower levels of organizational hierarchy, like
Adequate and Falr Compensation (Mean Score 3.27), Fringe
Benefits and Employee Welfare Measures (Mean Score 3.43),
and Safe and Healthy Work Environment (Mean Score 3.45) are
dlso reported ‘Below Awerage'. Added to this, with ‘Below
Average' — much less than desirable existence of the crucial
component of Equity, Justice and Grievance Handling (Mean
Scorg 3.48); the working culture in GSATC encourages the
culture of unlonism. In absence of such open, non-threatening
mechanism to ventilate out their feelings at the work place or to
express any sort of inequity, injustice or grievance; it is likely that
these lower level employees resort to unions for solving their
issuas.

Ironically, 'Below Average' existence of the Participation in
Decision Making component (Mean Score 3.26) is indicative of
limited nature of the scope these lower level employees have for
influencing decisions affecting their service conditions,
monetary gains and other important aspects of work life.

So, It appear that the Class-li-Operative level employees of
GSRTC are not having 'Good' or appreciable QWL condition.

Table 5 highlights the gap between the importance and existence
of various components of QWL in GSRTC.

Table 5: Gap between Importance and Existence of QWL Components in GSRTC

Preferred by Reported Existence
(N = 400) by (N = 400)
13 QWL Components Difference

Priority Existence

% Scora Rank Order Mean Value Rank Order
Participation in Decision Making 99.75% 1 3.26 g -8
Opporturity for Continuad Growth 98.25% 2 3.06 7 -5
Reward and Penalty Systam 90.00% 3 2.89 q -1
Opportunity to Use and Develop Human Gapacity 78.5% 4 2.67 3 +1
Adeguate and Fair Compensation B7.50% 5 3.27 10 -5
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Equity, Justice and Grievance Handling 54.75% 6 3.48 13 -7
Hurnan Redations and Social Aspect of Work Life 50.25% 7 3.03 B +1
Fringe Benefits & Employes Weltare Measures 43.00% B 343 1 -3
Work Load 42.00% g 295 5 +4
Safe and Heaithy Work Environment 34.00% 10 3.45 12 -2
Work and Total Life Space 18.75% 11 3.09 B +3
Image of Organization in the Society 13.25% 12 2.38 1 +11
Job Security 10.00% 13 2.49 2 +11

Table 5 reveals that the impaortance of seven components out of
thirteen QWL components is more than their existence in GSRTC.
These include Adequate and Fair Compensation (Existence
lagging behind by 5 ranks than Importance), Fringe Benefits and
Employee Welfare Measures (Existence lagging behind by 3
ranks than Importance), Sate and Healthy Wark Environment
(Existence lagging behind by 2 ranks than Importance),
Oppartunity for Continued Growth (Existence lagging behind by 5
ranks than Importance), Participation In Decision Making
(Existence lagging behind by 8 ranks than Importance), Reward
and Penalty System (Existence lagging behind by 1 rank than
Importance), and Eguity, Justice and Grievance Handling
(Existence lagging behind by 7 ranks than Importance).

Out of the above 7 components of QWL, 4 are typically the 'Job
Context' factors, allied to lower order needs of the employees —
they are Adequate and Fair Compensation, Fringe Benefits and
Employee Welfare Measures, Safe and Healthy Work
Environment, and Reward and Penalty System.

On the basis of these findings, it can be contended that in order to
gnhance QWL and motivation of the Drivers, Conductors and
Mechanic staff of GSRTC, the government and the management
of GSRTC must address these four issues having financial
implications. GSRTC may enlarge the scope of various fringe
benefits and welfare schemes available to these employees like
free and subsidized canteen (in real spirit), conveyance, medical,
children education, housing and such other programmes.
Further, being a Government organization, salary should not have
been the problem. But, the gap of 5 ranks in terms of existence
vis-4-vis importance is perhaps due to the delay in implementing
the Bth pay commission guidelines, overdue arrears amount,

much delayed payment of gratuity, PF and such other dues etc.

But, a major concern area is the other 3 components of QWL, the
existence of which is also reported as lagging behind their
importance. These 3 components are Opportunity for Continued
Growth (Existence lagging behind by 5 ranks than Importance),
Participation in Decision Making {Existence lagging behind by 8
ranks than Importance), and Equity, Justice and Grievance
Handling (Existence lagging behind by 7 ranks than Importance).

These 3 componants are typically the ‘Job Content factors, allied
to higher order neads of the employees. Ironical to note is that
these 3 components have emerged as the most relevant
components, as indicated by the magnitude/size of negative gap
between their importance and existence. This clearly means that
the Class-lil-Operative level employees of GSRTC certainly place
high value on the satisfaction of higher order needs as the most
important 3 components are related to their higher order needs.
But, ironically these companents are not dealt with enough care
and concernin GSRTE.

The most relevant component of QWL is found to be Participation
in Decision Making {Existence lagging behind by 8 ranks than
Importance). This particular component is lagging behind its
importance by 8 ranks, which is the highest negative difference.
Further, Participation in Decision Making component is reported
as the 'Most Important QWL Component' by 99.75% Class-lll-
Dperative level (non-managerial) employees of GSRTC; and ithas
been ranked as No. 1. But, its existence is at No. 9 with a mean
score 3.26 (Below Average).

Conclusion
This study reveals that the present status of qualitative aspects of
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work life of Class-lll-operative staff (Drivers, Conductors, Driver-
curm-Conductors and Mechanic) of GSRTC is far away from the
ideal state. Avallability of 7 components out of 13 QWL
components is found lagging behind importance. In STUs like
GSRTC, these lower level employees comprise nearly 87% of
their manpower strength; and their average QWL is a serious
concern. Being the real revenug gengrators — the on & off-the-
road soldiers of GSRTC, they represent single largest cohort,
responsible for glittering bottom line of GSRTC.  The given
recommendations, if implemented in the right spirit, will certainly
help GSRTE to foster better Quality of Work Life (QWL) for these
employees; and thereby improve the overall efficiency and
effectiveness of GSRTC.

Recommendations

GSRTC need to concentrate on the following recommendations
to foster better QWL for their employees:

(1) As it has been found that the Drivers, Conductors, Driver-
cum-Conductors and Mechanics of GSRTC, place greater
importance on their higher order needs; the higher ups of
GSRTC need to acknowledge this promising and positive
finding. With changing times, even these employees' mindset
have undergone a change, and they Increasingly look for
satisfying their higher order needs like Esteem (Ego) needs,
Growth needs, Actualization needs etc. So, gone are the days
when the higher level officials (typically termed as ‘Adfikars
Varg® by these employees) used to talk in rough abusive
language with these employees. They want (o be respected,
to be seen as an important person making meaningful
contribution to the ST Nigam and above all should be treated
with human dignity. 5o, the superior-subordinate
relationships need to be made more harmonious. For this, a
complete transformation of heart, in the real spinit, is required
on the part of the higher cadre employees — the Adhikaris. If
required, they can be trained. If required, they can be given
clear instructions in this regard.

(2) Further, Participation in Decision Making compaonent is found
to be the ‘Most Important QWL Component’ by these
employees. High relevance of this component can also be
gauged from the suggestions in the open-ended section of
the Pre-coded Interview Schedule, wherein most of them
have invariably reported that they know the roads, buses’
conditions, passengers’ mentality, route potential, route
traffic pattern etc.; and therefore, the “Adfikaris " (the higher
level officials — the decision making authorities) should
consult them, involve them, take their opinions/
sugoestion/views before initiating/implementing any new
scheme. They even quoled the on-field implementation
issues associated with GRSTC's new schemes like 'Raise
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your hand and take a ride initiative’, 'Charging same fare in
Express Bus (up to 30 Kms) as that of Local Bus' and many
more, These employees even commented that the higher
level officials keep on Introducing new schemes by sitting in
their AC cabins, withoul consulting us: and that has been the
main reason for the fact that most of these schemes da not
get sounding success. So, it signals the need for fostering
participative management practices even at the lower levels
of the hierarchy. So, participative/ collaborative bodies
should be formed at the Depot level as well as Division level,
but must be in the right spirit, on voluntary basis; through
which these employees can be involved in the decision
making process at various levels.

(3) Efficient administration of a system enforcing discipline
strictly |s probably of high relevance in the context of the
suggestions of most of these employees that in GSRTC, the
disciplinary norms and other regulations are not equally
followed for all. So, such biasness or prejudices in favour of
some people should be strctly removed. Dress Code,
Attendance, Punctuality, Leave Rules and associated
Appravals etc. should be enforced uniformly.

(4) GSRTC may think of initiating 'Quality Circles' on voluntary
basis, on experiment basis at the Depot and Division level.
Successful application of QCs In Transportation Sector has
been reported to generate promising gains like improved
employee relations, coordinal and healthy superior-
subordinate relationships, better working environment,
organizational image building, participative decision making
etc. (Curtis, 1984).

15) Burden of excessive work load in terms of doing double duty,
staying at work beyond stipulated work hours ete. is basically
the result of under staffed manpower position of GSRTEC. So,
systematic Manpower Planning Process must be initiated by
GSRTC to ensura the availability of the right number and right
types of people at the right places to perform the right duties,
and thereby relieving these employees of the unnecessary
burden of additional duties.

(6) The existence of lower order need satisfying QWL
components like Adequate and Fair Compensation, Fringe
Benefits and Employee Welfare Measures, and Safe and
Healthy Work Environment are also found 'Below Average'. If
the management feels that this |s misperception, they must
communicate with the employees and make them
understand how hard GSRTC has been trying to provide them
the best compensation, fringe benefits and welfare measures
as well as the safest working conditions. But, if the situation
is really alarming one, GSRTC must immediately take
appropriate steps to Improve these dimensions. This wil
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certainly reduce the pro-union attitude among the
employees, and consequently the hassles of unions.

(7) Further, 'Below Average' — much less than desirable existence

of the crucial component of Equity, Justice and Grievance
Handling (Mean Score 3.48), indicates that the basic
constitutional rights are not respected in GSRTC. It also
reflects that the GSRTC itself encourages the culture of
unlonism. In absence of such open, non-threatening
mechanism to ventilate out their feelings at the work place or
to express any sort of inequity, injustice or grievance; it is
likely that these lower level employees resort to unions for
solving their issues. Long term and very strong wisible
existence of three powerful unions in GSRTC is certainly
indicative of this. 5o, GSRTC has to establish sound HR
department with a clear mission and vision of doing good to
the employees and taking care of their concerns with open-
non-threatening grievance handling mechanism. If this
component of Equity, Justice and Grievance Handling is not
taken care of, it may lead to severe consequences, as the
employees will ventilate their accumulated Il feelings
somewhere, may be on passengers with odd behaviour, may
be through rash driving, may be by damaging organizational
property, or may be by developing detached/unconcerned
attitude towards GSRTC. So, a clear, concise, unambiguous,
prompt, open and employee friendly grievance handling
system must be initiated at the earliest.

(8) lronically, even though the high felt importance of

Participation in Decision Making component has been
acknowledged by almost all the employees (99.75%), this
companent is found missing with below average availability.
Sa, the higher-ups must device machanisms to involve these
employees in the decision making process. The higher lavel
officials must come out of their Theory-X mentality and
encourage participation of these employees at various levels,
as they can be potential source of excellent suggestions.
Suggestion box scheme can also be Initiated. Prior o that,
thesa employees need to be trained about how to give
constructive suggestions, how to participate etc_; so that
there would be participation in its real sense.

(9) Social get-togethers should be organized to involve the family

members of these employees, as many employees have
indicated complete absence and the high felt need of having
such schemes/initiatives. This will certainly improve the
social relevance of their job environment. This will improve
the sense of belongingness and emotional attachment of
these employees with GSRTC, with their jobs as well as their
co-workers. This was also signalled by George Elton Mayo
(1960), as the outcome of the pioneerng Hawthorne
Experiment, by indicating that the employees should not only

have positive attitude towards their work/job; but also have
positive attitude towards their organization and co-workers.

(10)0pportunity for Continued Growth and Opportunity to Use
and Develop Human Capacities are also found problematic in
case of these employees. So, regular training programmes,
not necessarlly on technical areas. may be organized,
wherein eventually these employees may be invited with their
family members. Even, the superiors should immediately
start career counselling, may not be in formal terms, but at
least informally, at departmental levels; so that the
employees feel a sense of valug-addition. This will further
improve superior-subordinate relationships, as they may
start viewing their superiors as ‘coach-mentor-counselior’
instead of typical ‘judge-evaluator.

(11)Further, performance-linked pay or at least additional
rewards/incentives for superior performance can be initiated.
in absence of such Incentives, these employees have
developed an impersonal detached view. They are not
inclined to achieve benchmark resulls in terms of increased
route income, reduced aceident and breakdown rates, higher
KMPL, higher EPKM, lower CPKM etc. So, appropriate
scheme for rewarding their efforts with monetary incentives
must be initiated. This has been indicated by many
respondents in the open ended section of the data collection
instrument,
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and formal organizational arrangements (Granavetter, 1985).

Research on trust has been characterized by a substantial
diversity in disciplinary background, methodologies, and
definition (Bigley and Pierce, 1998). Among other approaches,
trust has been defined as a general disposition toward others
(Rotter, 1971), a rational decision aboul cooperative behaviour
(Dasgupra, 1988), an affect-based evaluation about another
person (McAllister, 1995), and a characteristic of social systems
(Barber, 1983). Rousseau et al. (1998) argue that the differences
among scholars in the definition and levels of analysis are less
divergent than what may appear at first sight. Based on their
analysis of the trust literature, these authors suggestthat trustis a
‘psychological state comprising the intention to accept
vulnerabllity based upon positive expectations of the intentions or
behaviour of another'. (Rousseau et al. 1998: 395).

In his excellent book The Speed of Trust, Stephen MR Cavey
describes trust in basic terms: 'Simply put, trust means
confidence. The opposite of trust- distrust- is suspicion. When
you trust people, you have confidence in them- in their integrity
and their abllities. When you distrust people, you are suspicious
of them- of their integrity, their agenda, their capabilities, or their
track record. It's that simple'. Trust is a feeling one person has
for another person's capability and refiability supported by their
pastactions.

The Bond of Trust

The Trust is an inherent quality. Trust is the foundation of any
relationship. Skills can be developed, but trustworthiness is a
value, which a persan either has or does not have. Rotter (1971)
claims that an individual's propensity to trust should influence
his/her level of trust in specific others, but mainly when the
trustor has little knowledge about them. Thus, if there is little
contact between trustor and trustee within an organization, the
level of trust can be expected to depend largely on the trustor's
own characteristics and position within the organization.
Similarly, the effect of the individual characteristics and the
prganizational context of the trustee would be expected to be
smaller, since limited contact would make these characteristics
barely observable to the turstor.

In contrast, with greater frequency of communication, the
trustee’s individual characteristics as well as context within the
organization would becorme more visible to the trustor and can be
expected to play greater influence in his/her evaluation of the
trustee's trustworthiness. In this case, the trustor can be
expected to rely more heavily on the larger amount of information
directly available to him/her about the trustee's intentions and
behaviour in their relationship. Thus, when the amount of
communication between them increases, we would anticipate a
transfer in the extent of influence from the trustor's perspective to
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the trustee's individual characteristics and position within the
organizational netwark.

Any competence or skill is valuable only in conjunction with the
basic value of trustworthiness. So a staterment about trust,
therefore, always concerns at least two parties — be they
individuals, groups, organizations, institutions, or entire
societies. The analysis of trust ultimately needs to build on how
individuals trust and are trusted by other sets of individuals. From
pur perspective, this distinction between the trustor (who holds
certain expectations about another party and may or not be
willing to be vulnerable to the actions of the other party) and the
trustee (who is assessed by the trustor) is critical to any analysis
of the antecedents of trust. This attribute is such a basic
requirement that it is never even stated in any job description. A
person might not get hired for just being trustworthy, but (s)he
will certainly get rejected If found untrustwarthy. This is where
the referral system comes in.

Issues of Appointment/ Hiring

Hiring through reference is preferred as there is insight into the
personality and nature of the employee and hence, the
trustworthiness factor is higher |t is also a less expensive
exercise to hire through referrals. Leaders prefer working with
people who they have worked with in the past as the rapport is
established and the level of trust is higher in terms of attitude and
aptitude.

Mo matter what you are doing for your business or where it is
based out of, chances are very good that you are going to have to
hire employees and chances are good that you are going to have
to worry about finding those that you can actually trust. This is an
issue that comes up again and again because often people do not
realize they need to be able to trust their employees much more
than they do and they find themselves with serious issues
regarding trust before they even know it. So, finding employees
that you can trust; is something that you find intricate exercise.
Group makes an important point that 'trusting one's employees is
as crucial as trustworthiness'. The Chinese proverb 'Dont
employ someong you suspect, nor suspect someone you
employ' sums up that 'employes motivation can only be bullt on a
strong base of trust'.

Assurance of Trustworthiness

Research in psychology has shown that individuals have different
propensities to trust others, which results from their early
childhood, their personality, and their experiences through life
(Erikson, 1953; Rotter, 1967; Wrightsman). Are there any means
through which HR can judge a candidate's credibility other than
indispensable instincts and impulses? Are there any methods or
lechnigues to judge the loyalty of candidate? Answers to these
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questions do vary. It is mandatory for HR department, that at the
time of employing the candidates, it is imperative to be very
conscientious and diligent. Initially, before or during the interview
process, the interviewer needs to be careful and pick up on cues if
any. Interviewers can make use of the referances ciled by the
interviewee to get into the behavioural pattern of the prospective
aspirant. It is also a good idea and equally important for the
employer to carry out absolute background verification.
Maintaining and following a thorough employee referral
programme is another mechanism through which we can ensure
whether an employee is trustworthy. These are a few very good
manners through which HR can seek trustworthy employees.

Well thought-out interviewing process and structure by using
techniques like Behavioural Event Interviewing (BEI) bring out
ppportunities to assess and evaluate a range of characteristics
and attributes of an individual. Throughout a BEI, questions are
asked to elicit real-life incidents where the candidate would have
exhibited a certain trait and mannerism. Such questions give the
interviewer the chance to look into the societal mind set of a
person that in turn reveals the psychological makeup of the
personality. This can further be expanded by probing technique
where guestions are asked and issues are raised to get the logic
and belief underlying an action or personality trait. Nonverbal
cues are also of Immense assistance in getting useful picture of a
candidate like suddenly becoming shifty and fidgeting,
NErvousness, uneasiness, apprehension, anxiety and so on are
signs to watch out for. Most companies, as a routing practice,
conduct a background check on potential candidates. HR could
do a lot more by conducting thorough background checks and
verifications from previous employers as they are vital to getting
the right fit. These activities assist In finding the right candidate for
the right place for generating right impact in the organization and
who istrustworthy.

We can infer and quote Robert Shaw who describes three key
elements to create trustin his book Trustin the Balance’.

1.Achieving Results.

In order to receive organizational conviction, the leadership needs
to fulfill its obligations and commitments. Promises and good
intentions are not adequate; trust necessitates proficient feat that
fulfills expectations. | have a friend who is a great example for
this. He lives far enough away from me that it takes an effort to
meet. Every time we talk on the phone, he expresses an intention
to come out and see me. After four plans made and then
postponed, | don't trust him to actually what he says. His track
record is tarnished.

The same is true for organizations: the track record of achieving
results and following through is crucial. Covey gives three ideas
on how to improve results and develop trust through actions.

First, he recommends that the leadership shifts the focus from
‘doing activities' to 'achieving results.! The language people use
should not be *| called the customer but 'l made the sale'. Allow
employees to come up with creative solutions to achieve results.
Whether the results are good or bad or unintended, always take
rasponsibility. Secondly, expect to win. Then the self fulfilling
prophesy will work in your favor. ‘The principle is simply this: We
tend to get what we expect- both from ourselves and from
others. When we expect more, we tend to get more; when we
expect less, we tend to get less". Thirdly, develop the strength and
the stamina to finish strong. Even if something looks like its
heading south, or in a direction you did not intend, stick with it to
the end and see it through.

2. Inteqgrity

The key to integrity is consistent honesty in actions regarding
everything a person or organization does. Integrity is
characteristic, one that inspires trust. Key to integrity is
transparency in communication. A great example of transparent
communication is Howard Publishing. John Howard, Exgcutive
WP describes how he communicates with employees. He keeps
employees Informed right away, as soon as there is a whiff of
something coming down the pipeling employees know about it.
Employees know that they can always come to him with
guestions and get a straight answer.  He encourages different
departments to report to each other at monthly staff meetings.
He also keeps the communication going both ways: collecting
feedback at monthly meeting and having department heads
collected suggestions and ideas from their people.  All of this
communication allows employees the freedom to voice their
ppinions and see their ideas being acted upon. This creates a
strong sense of trust In the organization and allows them 1o
increase their productivity.

3. Demonstrating Concern

Ermployees are not mindless automations. They need to develop
positive relationships with their coworkers and superiors.
Employees must have faith that the people they trust are taking
their best interests to heart, Leaders especially need to express
care and concern for each Individual employee, for the
interdependent work group or department, and for the
organization as awhole. Leadership has a large responsibility to
make sure everyone feels genuinely cared for.

In order to create trust in an organization, all three of these
categories must be developed and cultivated with intentionality
and determination. Let us be clear: creating a culture of trust
does not mean that conflict will not happen.  There will be
conflict, but it will be done in a healthy way that will not tear down
what has been built and it will not become a personal attack.
Healthy trusting environments have conflict and encourage
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different opinions to help develop mare effective ideas. This will
craate higher levels of productivity and do wonderful things for
your company.

Epilogue

The issue of trust in the workplace can make or break an
organization's culture. There is nothing more stressful and
damaging than working in a ministry or organization when there is
little to no trust between management and other employees. No
trust means a hostile, toxic work environment where productivity
is severely limited. Mo trust also means an environment where
people are not living up to the standards of Christ-like atlitudes
and Interactions. So above articulated viewpoints would
definitely en-route our way of trust, credence and reliance in
achieving much desired results.
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and helping finance to improve infrastructural facilities for Small
and Medium Enterprises. The Central government with a special
focus on modernization takes an active role in promoting and
advancing the domestic chemical industries.  Also India is
becoming favored destination for global and regional chemical &
pharma majors due to its manufacturing capabilities, availability
of man power and low labour cost.

Growth of small organisations s also influenced by the nature of
the firm, background and resource of the entrepreneur, and the
strategic decisions taken by the entrepreneurs. Entrepreneurs of
the small businesses are the sole strategic decision makers and
their close control supports easy translation of entrepreneurial
vision into action. Their ability, conviction, need and opportunity
are the main determinants of growth. Small business
entrepreneurs have different motives and have different idea and
Inspiration for their growth.

Today, the Chemical industry is leading the change towards
bringing a cleaner, greener, brighter future of the environment.
Many technology or service are accessible for promoting
preenness. |t is too much, that green chemistry is becoming an
industry in itself. Green chemistry will force future growth of the
chemical Industry. Indian chemical industry to promote
sustainable development by investing in green technologies,
adding that the industry must ensure increased adherence to
safety and international health & environmental standards, For
the green chemistry development measures chemical
manufacturing plants are being designed to maximize energy
efficiency, like waste heat from one process is the warm-up for
the feed stock for the next step.

Overview of Indian Pharmaceutical industry

The Pharmaceutical industry in India is the world's third-largest in
terms of volume and stands 14th in terms of value. The demand
for pharmaceutical products in Indiais significant and is driven by
many factors like low drug penetration, rising middle-class &
disposable income, increased government & private spending on
healthcare infrastructure, increasing medical insurance
penetration, changing demographic pattern and rise in chronic
lifestyle-related diseases, adoption of product patents, and
agoressive market penetration driven by the relatively smaller
companies. There are approximately 250 large units and about
8000 Small Scale Units, which form the core of the
pharmaceutical industry In Indla. The Pharmaceutical industry in
India meets more than 70% of the country's demand for bulk
drugs. drug intermediates, pharmaceutical formulations,
chemicals, tablets, capsules, orals and injectables.’

Government initiatives in the public health sector have recorded
some remarkable successes eventually with focus on
investments related to better medical infrastructure, rural health
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facilities etc. 100 per cent FDIis permitted for health and medical
services under the automatic route. Besides, the drugs and
pharmaceuticals sector had attracted Foreign Direct Investment
worth US$ 5.0 billion between April 2000 and November 2011,
Union Budget 2012-13, as expected, is positive for the
pharmaceutical sector.

The government has again increased budgetary allocation for
healthcare spending, which would be an overall positive factor for
the sector. Indian pharmaceutical companies have been investing
on the R&D frant to tap opportunities in the domestic and glabal
markets. To encourage the same, the weighted deduction on R&D
expenditure to 200% (in-house research) was extended for a
further period of five years. R&D sops would continue to be
positive for the sector n total. Due to the lack of proper patent
protection, the Indian market is adverse to the multinational
companies that had dominated the market, and while they
streamed out. For manufacturing drugs at low costs Indian
companies carved a siot in both the Indian and world markets
with their expertise in reverse-gngineering new processes. India
gained its foothold on the global scene with its innovatively
engineered generic drugs and active pharmaceutical ingredients
(API), and it is now seeking to become a major player in
outsourced clinical research as well as contract manufacturing
and research.

Green Technology in Chemical Sector

Green always symbolizes money in any economy. To preach and
practice, the sustainability is a tough anthem. As sustainable
solutions, R&D efforts are now being directed towards cost-
effectiveness thereby expecting seamless adoption in the
chemical industry. Maximum use of natural resources, making
more efficient use of energy, minimising discharge of effluents,
reducing renegade emission, release of volatile organic
compounds during storage, handiing & use, reducing carbon
footprint and minimising outflow of greenhouse gases are key
focus areas for sustainable manufacturing.

In the long run, profits in all businesses including chemical
industries are sustainable only when associated with stakeholder
value combined with enlerprise value and those who lollow
unsustainable business practices will ultimately fail. Therefore,
long term benefits of sustainable solutions are being identified
and adopted. All our operations should be focused on achiegving
reduced levels of energy & water consumption, materials, man
power, emissions and pollutants using the state of the arl
technologies with revamp and retrofitin the existing facilities.

Growth strategy in SMEs

The growth strategy in small entrepreneurial organisations is
more favourable. For better performance three propositions like
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strategy, structure and processes along with following
thearetical framework will be important.

Depending upon the entrepreneur's personal ambition and vision
small organisations will grow.” SME leaders within Chemical or
Pharma industries face significant challenges today amid market
valatility and growing competitions. Every year the SME leadars
have to set time aside for an annual planning review to assess the
current growth stage of the company as well as for planning the
next growth stage.”

Rather than allowing crises to dictate events, foresee and be well
prepared for the growth challenges that all companies
experience. Also change the company's course and direction, if,
that is what |s required to meet these challenges. Some of the
strategies which can help SMEs are discussed balow:

* Groom leadership at every level of the company.
Entrepreneurs should ensure that at least once a year,
professional development and upgrading occurs for all
managers.

e To assess the company from a broader perspective,
encourage managers to step back from day-to-day
operations.

* At critical transitions between growth stages, set aside
resources for professional advice.

= Through case studies and advisory groups, learn about best
practices in organizational development.

» Throughout the organization, promote, communicate and
manage changes.

= Promote discussion about the evolution and growth of the
company through open communication lines across all levels
of staff.

s Growth firms also put more emphasis on knowledge sharing
and are more likely to seek knowledge and experience from
outside the business, deriving value from in-house training,
group meetings, ane-to-one guidance and extarnal coursas to
d greater extent.

= Management has to set goals for the organization and by
taking actions and adaptation try to reach the goals. The
unigue capabilities of the strategic leaders to articulate a
strategic plan and communicating the vision throughout the
organization will help to empower organizational members to
realize that vision.

How the unique ability beneficial for firm-environment
relationship can be developed?

The physical resources, organizational capital resources, human
resources, knowledge, skills and capabilities enable a firm's

transformational processes.*

Transformation: Organizational capabilities required to
advantageously convert inputs into outputs. This includes
harnessing innovation and entrepreneurship, promoting
organizational culture and fostering organizational learning.

Dutput-Based: Physical outputs and all knowledge-based,
invisible strategic assets such as corporate reputation or image,
productor service guality and customer loyalty.

Many SMEs in chemical sectors in emerging markets lack the
technological and operational expertise required to fully capitalise
on the growing demand in their markets, By adopting new
technology and investment in more research and development
activity SMEs will grow easily.

Successiul SME leaders identified a number of important
lessons about partnering:

* Building and demanstrating trust are critical to the success of
partnership SMEs.

* Involve employees who have strong capabilities in initiating
and managing partnerships.

s [nside the business bulld strong partnerships. Teams that
bring people together fram across the business are a major
tool for promoting learning and innovation. Also, strengthen
relationships between business functions strong cross-
functional teams.

= The impact of skills shortages is greatest within SMEs and
many firms are using skills as a key strateqy to overcome
these shortages, Current skills shortages are affecting upon
the profitability.

* |n-house training sessions are the most highly important
which will bengfit the SMEs to introduce new skills to existing
workers. In-house training is the key tool in building better
leaders in business for tomarrow.

Development of the next generation of SME leader for their future
survival.’ The key concern for the SMEs is the maturity of future
leaders. Prasent leaders therefore need help for the selection and
identification of potential leaders, the “fast-tracking’ of such
individuals to help them swiftly acquire the necessary skills, and
exposing future leaders to situations where they can acquire the
experience and credibility to be accepted by subordinates.

SMEs have to tackle different levels of requirement: New
generation leaders should be offered support and opportunities
which will help them to respond to current challenges, whilst
future leaders should be given the skills, knowledge and
experience that will help them to develop within the organisation.
Increasad competition developing new markets are the major
apprehensians for small businesses leaders.
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Many SME entreprensurs are 'home-grown', they have
considerable company-based knowledge but limited formal
experience about broader management competencies and it s
this skill, particularly people management, that they would like to
receive further training and support on.

SME leader must be mativated to participate through recognition
and have to use their existing skills and experlence.

Successful business owners identify four key factors behind their
success in building innovative SMEs:

* Provide failure-tolerant leadership

= Establish the right business culture
 Promote teamwork and collaboration

» Access financial and business support

The right leadership and management are required at different
stages in the growth of the business. 'Without good leadership, a
business cannot go far initially, as leaders bring people together
and provide the direction forthe business.'

Importance of Leadership Quality in SMEs

Leadership is really important; SMES need internal leadership
from within the company to drive the direction and to make sure
that things are going in the right direction. Few SMEs actually
know how to deal with the large number of new |deas that
originate from their employees. That's why the challenge |s how
to select and handle the best of them. New Ideas will not prosper
without strong screening mechanisms and access to funding.

A business needs to send clear signals that innovation is valued,
rewarded and critical for its success and growth. How business
leaders provide the time to their people to innovate is one part of
this strategy to reward and support innovators. Providing
opportunities to learn about risks and to learn what can go wrong-
why, and what can be done about it... requires good supervision.
The idea is...that if you don't make some mistakes, you are not
learning inthe busingss.

The leader should provide an opportunity to learn and to develop
special expertise. The employee neads to be supported with
access to advice and possibly additional training. Provide an
opportunity for leaders to share their knowledge and experience
with each other. The business needs to be managed in a way that
promotes openness, sharing and active listening of others' views.
Assisting new or less experlenced business leaders lo learn
specific skills quickly through information sharing goes a long
way.

Successiul succession of CEOs is a crucial goal for these firms;
without the next generation's leadership and direct management,
the firm cannot survive as a family-owned firm. The issue of
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business succession planning will be more important for larger
SMEs than for smaller ones. Succession planning becomes
imperative for SME's because It enables the organization to
identify talented employeas and provide the necessary mentoring
and training to develop them for future higher level and broader
responsibilities and execute them smoothly.

A successtul firm usually takes care of routing accounting needs.
When a business is successful and grows rapidly, management
Is almost always operating with limited resources and one of
those is limited financial management expertise, because owner
doas not have sufficient financial knowledge and training. Most of
the SME Entrepreneurs weakness areas are finance, human
resources, marketing or any area where the current management
does not have the expertise, or the time to deal with the issues.

The solution is to determine what those areas of weakness are
and then to develop a plan for dealing with those challenges. Once
you spend the time to recognize a weakness- as long as itis notin
a core area for the specific business- it often can be
compensated for without a lot of time, eftfort or money or
assigning the responsibility to an existing manager with a
requirement to wateh for the obvious pitfalls, to hiring a person
part-time or a consultant.

Lack of information in the business is an issue...that is, the know-
how of what is working, and what is not working for the
enterprise. Often companies have to measure their results and
when something specific causes afailure (positive or negative) in
results this will help o assign what has caused the success or
problem.”

Implementing a procedure for measuring and tracking the key
performance indicators on a weekly, or monthly, basis is
essential for enabling management to react to similar challenges
and opportunities, The old saying is so true that you cannot
manage whal you do not measure. If nothing else, it often alerts
you to & change from the norm much sooner than waiting until
you otherwise become aware of it. Solutions are easier to find
once awarengss is established.

Importance of Advance Planning in SMEs

Dne of the main problems for SMES is also lack of a planning. For
implementing a planning process, there are three very
fundamental reasons:

1. Advance planning will enable an SME entrepreneur lo often
think all through and implement the steps; this will help to
achleve that plan;

2. Most of the SME Entrepreneurs are spending the maximum
time in dealing with the ‘alligators’ that are snapping at their
rear end and it Is difficull to recognize the steps necessary 1o
achieve the long-term objectives. Therefore, from time 1o
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time, a plan disciplines you to look 'beyond the weeds'; and

3. A plan can often alert SME Entrepreneurs to inconsistencies
that need to be managed like, lack of capital or other resources
necessary to fund the growth projected and planned. Once
recognized, SMEs are in a position to better manage the
limiting factor.

Poor procedures are a regular challenge for any SMEs trying lo
manage with limited resources. For managing, the business
needs to be well designed to reduce the incidence of errors but
most entrepreneurs do not realize the existence and importance
of proceduras. Particularly management time error correction is
often a major waste of ime. Good procedures with a little time
and effort invested up front will usually pay enormous dividends
intime and cost and would lead to sawings on an ongoing basis.

The characteristic distinction of small firm V/s larger firms

The characteristic distinction of small firm /s larger firms are as
follows:"

1. Dueto shortage of cash small firms have to limit their strategic
oplions;
2. Small entreprengurs require business options to provide a

fuick payoff to offset the cash limitations and majority of their
decisions are short-term decisions;

3. Small firms' approach to risk and uncertainty Is not
reasonable;

4. The small entrapreneurs characteristics basically influences
the firm;

5. The small firm is seen as a social entity and often revolves
around personal relationships;

6. Small firms generally operate in a single market, offering a
limited range of products and services therefore they become
over-reliant on a few customers which makes them helpless
to failure..should a key customer/s discontinue doing
business with the small firm;

7. Small firms' decisions are more judgmental because
judgement uswally involves fewer people and are taken much
quicker;

8. Small firms are more responsive to changes in the
markatplace.

9. Small firms are less likely to influence development in the
marketplace but can respond or adjust to changes in the
marketplace much quicker than larger firms.

Many entreprengurs do not take into account their assessment of
alternatives and opportunities. A business is about taking
managed risks and one cannot ensure for or avoid risk in the
business. As soon as SMES have chosen an option, pause to

deliberately think of ways to manage the risk and determing
procedures or steps that can be taken which will reduce the risk
and increase the chances of success. Regular follow-up on an
issue so that it does not get forgotten or having a second
person/consultant's review sometimes helps to reduce the risk of
amistake.

For the SME antreprenaur lack of focus is often a real challenge as
there are constant changes in priorities, issues that need attention
and other fires to be extinguished. It is difficult to say 'no' to a
short-term opportunity. |f so that will distract SME entreprensur
from their long-term goals. Therefore, be clear on the long-term
objectives and the opportunities that will make achievement
gasier. Then assess other opportunities to get those long-term
goals by the extent to which they draw resources away from your
ability.

Firms as they develop pass through different stages. Managers
have to react to changes and crisis that are inherent to the typical
and developmental stages of the companies (sequential and
reactive). Managers must constantly scan their environment for
ppportunities and search for competitive advantage by creation,
acquisition and utilization of unigue firm resources (proactive).
Management capacity can be a barrier to grow, All SMEs are not
visualizad with equal potential for survival or growth. The
potential value of the knowledge imparted to the entrepreneur
also varies from one venture to the other. Individuality, strategy
and the firm structure directly influence the performance of small
organisations. The entrepreneurs should act consclously both
collectively or Individually to further their political, social or
gconomic goals. SME entrepreneur's ambitions are not restricted
1o theirindividual interests but also to the class or social group.

Nirma was started in 1969 with just one man who used to deliver
his product from one house to the other. Today Nirma went on {o
become the largest detergent and the second largest soap
company In India and one of the largest volumes sold in the
world- under a single brand 'NIRMA'. Starting as a one-product,
one-man outfit from a small reom in 1969, Nirma became a very
successful company within a shorl period. The company today
has multi-locational manufacturing facilities, and a large product
portfolio under an umbrella brand — Nirma. The company's
mission to always provide, ‘Better Products, Better Value, Better
Living' contributed a great dealto its success.

Cadila Laboratories was founded in 1952 by Ramanbhai Patel
(1952-2001), formerly a lecturer in the L.M. College of
Pharmacy, and his business partner Shri Indravadan Modi. The
company evolved over the next four decades into one of India's
established pharmaceutical companies. In 1995 the Patel and
Modi families split, with the Modi family's share being moved into
a new company called Cadila Pharmaceuticals Lid. and Cadila
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Healthcare became the Patel family's holding company.

Cadila Healthcare has grown almost 18-fold in 15 years through
smart acquisitions and time-honored management practices.
This strong research and manufacturing base has helped Cadila
capture a sizable share of the market both within India and
globally. Though Cadila Healthcare was basically a
pharmaceutical company at its inception, its management
realised somewhere along the way that consumer health
products, cosmetic items and nutritional products would grow
rapidly over many years into the future. This gave rise to a series
of ‘wellness' products.

Innovation is very important in SME business, Innovation is
developing new products, new services and new ways of doing
business. With the technology-driven world and increasingly
competitive global economy, it is becoming increasingly more
difficult to differentiate praducts and to keep up with new and
changing markets. From lop to bottom, creating a culture of
innovation s going to take a while. but it really is the key.
Developing a strategy also involves determining how the
innovation will fit culturally into the arganization and then how It
will be assimilated into that culture.” Successful organizations
have to embrace innovation and realize, It can lead to faster
growth, increased market share and better corporate positioning.
Amajor key to being innovative lies in creating a culture that's able
to take risks at all levels of the company, not just at the top level,
but all the way to the botlom and particularly at the middle-
management level,

All small businesses aim for growth and sustainable profit, but
how you get this is important, too. The company's culture can
reflect their values-or it can spin out of control, creating a toxic
environment. The decisions they make early in the life of their
business, and in running it day by day, play the largest role In
gstablishing their business cultura.

Impartant steps required for SMEs growth

Following steps are impartant for the growth of small, closely
held businesses that explore how such firms In competitive
industries can grow and survive:

1. Start the business with specific goals in mind. Set up short
term and long-term goals, which lead the organization step-
by-step towards the accomplishment of the long-term goals.
With a specific goal in mind we have a set target and are also
conscious of our business. If we don't know our ultimate goal,
we will never get there. Keep yourself constantly reminded of
your goals by reviewing them at a regular interval. If our
decisions show that we have little respect for the goals we
claim to espouse, it will lead to a cynical and opportunistic
business culture. If we do nat know, our direction that where
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are we going and what we are doing we will end up in some
other place.

2. Our vision is our dream and we have to create a brief mission
statement. An inspiring sentence or paragraph that clearly
communicates our goals, specifically defines where we want
our company to go, and how we plan to get there.

3. For developing new products, new services and new ways of
daing business ‘innovation' Is every important as well as for a
better and sustainable future. With our technology-driven
world and increasingly global economy, it is becoming more
and more difficult to differentiate products and to keep up with
new and changing markets. Successful organizations have to
embrace innovation. This will lead to faster growth, increased
market sharg and better corporate positioning in the global
arana.

4. Involvement of employees in the developmental as well as
establishment of the company goals is very essential. If we
want our employees to be fully committed o the organisation,
then we will need to hear, understand and respect them, In
brief, the goals need to be mutually acceptable by all to be
attainable. Thus, the next step is to clearly communicate 1o
employees exactly what need to happen at each step of the
organization. Everyone should know their assignments, their
level of autharity, their resources, when and how to report on
progress. They should alse know how their duties fit within the
full enterprise’ progress. ™

5. Be clear about what we stand for, Inside and outside our
enterprises. Our personal priorities, values, and principles set
the culture. This is the best way to be clear about them and we
have to regularly engage team members, customers, and
suppliers. People follow what you do instead of what you say.

6. Design the organization for what it needs to ‘win'. This
Includes, the specific work we start-up and must do, the
capabilities we need to build-up for competitive advantage,
and the career path for tearm members to bring this to day-to-
day life. 'Conventional marketing, sales, and product
management organizations often lead to unevenngss.

7. Get the team right and do it swiftly. For start-ups, this means
knowing where we need help and where we need helpers, and
hiring carefully. For help, hire people who are smarter and
better in the domain we know, while helpers give you arms
and legs. but need you to dictate the tasks and make all the
decisions. The portfolio should be much more than just
product improvements, and should Include better business
models, customer service Improvements, as well as
continuous process improvements.

8. We have to set our standards very high and stick to them. Tell
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our people every day what meets our standards when we
agree or disagree with recommendations from our team. A
good team will step up to the challenge, and our customers
will natice and respond to the culture of excellence.

9. Every day interaction is a training event, and we can capitalize
on it or nob. Tralning Is a coaching, rather than criticizing,
which helps to improve the outcome next time. Training Is a
hallmark of great lzaders and great companies.

10.Dao a few symbolic things to create excitement about what is
Important. Focus on one or two symbolic events a year, major
actions that will be meaningful to your team and other
stakeholders, which will help to create fun as well as be
directional. Pick your heroes carefully, both customers and
team members.

11.The right business culture does not require a cult atmosphere,
except it does require a disdain for ideas like conventional
wisdom and status quo. It has to be built around Ideals, be
creative and not just existing to make profit. Customers can
sense how motivated a business' people are in presenting the
products instead of just seeing the product. Customers want
to buy inte a winner, o make sure your people never apologize
for price or guality, and never back away from an opportunity
to delight a customer. In short, we have to think and act like a
winner instead of looser.”

Over and above, collecting cash and fulfilling payment abligations
on time will help to maintain close working relationships with
customers and suppliers. Ultimately, businesses should aim to
align the number of days that it takes to collect cash and settle
debts to ensure there is not an unexpected shortfall, which has to
be covered for an extended period. Far many companies in the
small and medium-sized enterprise (SME) sector, the post-global
financial crisis era has delivered a strong sense of optimism
about the short to medium-term future for their business.

The current growth prospects of the country, driven by industry
and services, with focus on agriculture as well, ensures a
sustained demand for chemicals. SMEs in the chemical sector
will need to focus on improving production methods, marketing
strategies and modern scientific management capabilities to
sustain and strengthen operations In order to leverage the
opportunities.

It is natural that every business owner aims to grow his or her
business. While larger companies can leverage their financial
strength and capacity to grow but small and medium enterprises,
(SMEs) may not have |t as easy expanding their businesses,
given their imited resources. The growth pattern depends on the
ambitions of the firm and the goals it sets. However, economic
downturns may stimulate entrepreneurial spirit, product

innovation and ideas for new production methods, encourage
risky investment and diversification, and provide opportunities
for small enterprises to strengthen their competitive positions.

The process of liberalisation and market reforms has created
extensive opportunities of the development of small-scale
industries. Atthe same time, changing world scenario has thrown
up new challenges to the very existence of this sector. The need of
the hour is to suitably strengthen the sector looking to the present
need of the market, so that it could adapt itself to the changed
environment and face the challenges bravely and efficiently,

Importance of Technology Advancementin SMEs

Technology has been |dentified as a crucial ingredient for the
development of small and medium size enterprises (SMEs). For
SMEs to become real growth-engines and development poles for
the nation, SMEs must begin to mainstream technalogy at all
levels of their operations, for Instance production, processing,
management, selling, and debt collection ete.

The nature of problems faced by exporting units and non-
exporting SME units are different. For the exporting units, the
major problems are faced in technological upgradation,
negotiation on terms of payment and marketing incompetence.
The output of the exporting units has to be sold in the overseas
market and have to match with the international standards.
Therefore, the exporting units have to adopt and implement the
latest technology. Many SMEs seems to lack awareness among
the managers on technological upgradation and its related
issues. Therefore, these come out as major impediments of the
SMEs engaged in exporl. The lerms of payments In export involve
long oparating cycle, some times extending up to 6 months. This
increases the working capital requirements and also the
profitability of these SMEs.

Alternatively, non-gxporting units have to face finance problems,
technological delay and alteration in terms of payment. Since
Indian domeslic non-exporting units SMEs have to face severe
competition from large industries in marketing, technology, R&D
and financial front. Due to liberalization and globalization many
multinational companies are coming in Indian market and Indian
SMEs can survive only by matching their products with these
MMCs on quallty and cost basis. So, non-exporting units also
require technological up-gradation. Other problem faced by non-
exparting units is delayed terms of payment. credit sales are also
the major part of \otal sales of Indian small scale industries. "

Selection of market for their product is a crucial decision. Various
factors such as socio cultural factors, market potential, per capita
income, life style of consumer, extent of competition, political
stability, government regulations etc. effect the selection of a
market. Market potential and per capita income are then treated
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subsequently. On the whole, there is a significant difference in
factors consideration by the manufacturers before entering in a
new market between exporting and non-exporting SME units.

A large number of SME units continue with outdated technology
and plant and machinery due to insufficient investment and lack
of awaraness of both, the quality standards and access lo
modern technologies. Due to liberalization of the economy as
well as increasing competition, the survival and growth of the
SME are seriously dependent on their modernization and
technological up-gradation. When cheaper products are easily
available in the global market to remain price competitive for the
small enterprises, they need to reduce the cost of production as
wall as they have to upgrade bath the process of manufacturing
and corresponding plant and machinery.

Many SMEs' have limited information about the CQuality and
Technology Uparadation. They also have limited knowledge to
access the funds for technology up-gradation. Therefore, they
typically think short term by minimizing capital investment to
keep the cost low, Therefore, to improve the competitiveness of
the SME sector by increasing productivity, upgrading technology
and conserving energy in the manufacturing process as well as to
get sufficlent information about the global markets for expanding
domestic as waell as global market share, The Ministry of Micro,
Small and Medium Enterprises has launched the MNational
Manufacturing Competitiveness Programme (NMCP).  This
provides information to the entrepreneurs on the available
technologies which are considered as better, environment
frigndly and cost effective in the Indian context. Other such
technological advancement measures need to be incorporated.

Importance of Timely Finance for SME growth

Credit is the most crucial elements that controls all businesses...
if adequate finance is not available at the right time the best of
plans can come lo void in any enterprise. SMEs need credit
support not only for running the enterprise & operational
requirements but also  for every activities like diversification,
modernization/ up gradation of facilities, capacity expansion etc.
In respect of SMEs, the problem of credit becomes the most
critical elements when ever any interrupted event occurs such as
a large order, rejection of consignment, inordinate delay in
payment etc. In general, every SMEs operate on tight budgets,
often financed through owner's own contribution atherwise loans
from friends or relatives and sometimes through bank credit.

Credit requirement of SMEs is basically of two types - long term
loans and working capital. Commercial banks with their extensive
network of branches operating nationwide are primary channel
for working capital requiremant. As classified by Reserve Bank of
India, evary Bank is required to compulsory ensure that certain
percentage of their overall lending Is made to priority sectors.
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These sectors include agriculture, small industries, export etc.
The inclusion of small industries in this list makes them eligible
for this earmarked credit. With the liberalization of the Indian
gconomy, greater emphasis was placed on meeting the credit
needs of SMEs. This was manitested through the many initiatives
taken by RBI. The operational approach of government is
primarily focused on industrialization, with special emphasis on
small sector. With the intention to accelgrate development of
small industries, Government at the Central and State levels have
sel up a number of development agencies and financial
institutions. For providing infrastructure and support services to
small enterprises Government has implemented various other
policies, programmes and schemes through its various attached
office and other statutory bodies/organizations. In the early days
of promation of SMEs, Government of India recognised the need
for a focused credit policy for SMEs and RBl has been
instrumental in devising a multi-stage approachy financial system
for credit dispensation to different sectors including SMEs.
Therefore Small and Medium Sized entrepreneurs have to take
maximum benefit and have to utilize and experience various
schemes offered by the State & Central Government as well as
other financial institutions... thus small closely controlled SMEs
should grow beyond smallness. Business success in the new
economy is merely not a function of relevant skills; but also
requires people who have entrepreneurial attitudes.

Alsoimportantis the fact that SME entrepreneurs need to develop
a 'creative attitude' that will help them create new ideas and bring
themn to the market in an appropriate way that can create value.
Important success factor for SMES is an entrepreneurial mindset,
without which a business will fall. Small & Medium
Entrepreneurs/ individuals with an entrepreneurial attitude see
needs, problems and challenges as opportunities and develop
innowvative ways to deal with the challenges. The atfitude features
are very important because: SMEs/ Individuals that are keenly
seeking new opportunities are alert and always look for
possibilities to make profits based on changes and disturbances
in the way business is done. This means SME entrepreneurs are
not only alert enough to spot opportunities, maintain some form
of register or unexploited opportunities, but also they act on the
opportunities if they perceive them to be attractive and viable.

For the success of any business, as much as entrepreneurial
attitudes are important, itis also very important to understand the
current level of entrepreneurial attitudes. Each and every
entreprengurial community must identify which factors are
lacking, and that needs to be improved as a means to foster the
success of entreprensurs.

Conclusion
The paper has tried to give a clear understanding of the
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importance of leadership and has helped to identify the loop-
holes as well as the way-forward for SMEs to become growth
engines in the economy...with special reference to chemical and
pharma industries, based on the author's experience as well as
literature review.

Rapid change and increased compelition are making it
increasingly necessary to develop a strategic approach and plan
for effective succession in the organisation. As such, leadership
development provision for SMEs, rather than teaching current
managers ‘how to lead, should instead build upon their current
skills and prepare them for the development of the next generation
of leaders. The way-forward lies in putting particular emphasis
on the importance of skills such as training, innovation,
technology management, time management, strategic thinking
and training/education which should be delivered through an
Informal, flexible approach.
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2003. It was also ranked second in the Food and Drink sector in
the Business in the Community 'Per Cent Club' Index of corporate
giving for 2003, with an investment in the community of around 3
ofits UK pretax profits,

Ethics at work
The supply chain and distribution process

This describes the way in which raw materials are sourced and
transformed Into final products and delivered lo customers.
Cadbury Schweppes has direct control over what happens in the
transformation stage of its awn process and can also influence
the behavior of suppliers and distributors. For example, it
performs due diligence on potential suppliers by requesting them
to complete a questionnaire prior to engagement.

This enables Cadbury Schweppes to monitor a supplier and
check thatthey adhere to stringent standards in particular criteria.
One criterion, for example, may be the environment, and the
guestionnaire allows the supplier to exprass whether they carry
out audits or have an environmental policy.

a) Dealing with suppliers

Cadbury Schweppes deals with tens of thousands of suppliers
around the world and aims to work closely with them to ensure
theey receive fair treatment.

In the case of cocoa farmers for example, Cadbury Schweppes is
a member of a global coalition, which is comprised of industry,
povernments, non-government organizations and special
Interesl groups created to improve working practices on cocoa
farms. The coalition has funded independent surveys into cocoa
farming in West Africa that have contributed to the development
of programmer to help local communities. In 2003, the coalition
also established a foundation, the International Cocoa Initiative -
Working Towards Responsible Standards for Cocoa Growing,
which aims to support field projects and will act as a
clearinghouse for best practices to ensure that cocoa is grown
responsibly.

The work of the coalition, however, is only ong way to support
cocoa farmers and their families, Another practice is Fair Trade.
Under this scheme cocoa is paid for al a fixed minimum price with
a premium going to the farmer co-operatives in exchange for
using the Fair Trade logo and accreditation. Presently, a modest
amount of cocoa goes to the Fair Trade market. This scheme
works best when farms have access to communications and
warehousing facllities, Many farms, however, are family-owned
operations in remote areas and access to a Fair Trade co-
pperative group may be difficult so the coalition is working to
egnsure these farms can bengfit from the work that it does.

It is Cadbury Schweppes’ aim to help all cocoa farmers improve

their standard of living by helping them davelop sustainable crops
of guality beans. In Ghana, for example, where Cadbury
Schweppes buys most of its cocoa, the company supports
farming communities through programmes on sustainable tree
crop management and building wells for drinking water,

b) Manufacturing

As a major international company Cadbury Schweppes
recognizes its environmental responsibilities and the need to care
for its workforce, local communities and all those who may be
affected by its activities, For example, its environmental
responsibilities include:

» treating waste water prior to disposal
» |ooking ta improve its energy efficiency
» Controlling the release of gases into the atmosphere

¢) Distribution to wholesalers and retailers

The company aims to keep within acceptable limits the fugl
consumption and air emissions that result from transporting its
products. In the UK, for example, drivers are trained in the most
efficient ways to operate their vehicles, which are also regularly
maintained to keep them running at optimum efficiency.

d) Dealings with consumers

Cadbury Schweppes is committed to providing a range of high
quality treats, refreshments and confectionery based oral care
products which are marketed truthfully, |abeled clearly and meets
the highest safety standards.

For that reason the Cadbury Schweppes corporate social
responsibility agenda now reflects growing consumer interest in
issues of diet, nutrition and healthy lifestyle, and the way brands
are marketed, especially to children.

The company also believes it is important to be open about its
aclivitles so its stakeholders can measure its Success.
Information is readily available in its reports and on its website
regarding its progress in:

« community initiatives and employee volunteering
» environmentalimpact.

Ethics and employment policies

When recruiting staff, Cadbury Schweppes is eager to encourage
diversity at the workplace. It therefore encourages applications
from a wide range of people globally. Greater diversity in the
workplace encourages different ways of looking at and solving
problems and may lead to greater creativity.

To achieve such diversity, the company provides equal
opportunities for its recruits regardless of gender, age, marital
status, sexual orientation, disability, race or religion, Vacancles
are advertised worldwide via the company's websites and
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intranet so that employees can switch from one part of the
organization to another as well.

Once employed, Cadbury Schweppes provides career
opportunities 1o enable staff to develop personally and grow in
terms of experience and skills. The company's performance
appraisal system provides a regular opportunity to review an
individual's strengths and progress and construct development
plans for each person. By allowing each individual employee to
develop, the company can develop as awhole.

Other factors in its treatment of staff that reflect a socially
responsible approach include:

» High levels of consultation that involve employees in decision-
making: The company values discussion so that employees
understand the nature of a problem, feel part of the process of
finding a solution, and identify with the outcome.

» Offering appropriate levels of remuneration and rewards;
Cadbury Schweppes regularly benchmarks its levels ol pay
against other companies to ensure it is competitive. Staffs are
also encouraged to have shares in the company and can
purchase shares at a reduced price.

» Development and training is offered so employees are better
able to carry out their duties and are more motivated in their
work.

« The creation of a healthy and safe working environment helps
employees to feel safe at work.

« The prevention of any form of harassment at the workplace.

Cadbury Schweppes has produced a formal statement of its
policies towards employees that is part of a document called its
Human Rights and Ethical Trading (HRET) Policy,

Findings

Cadbury Schweppes aims to lead the way with its ethical
approach in busingss. Its core underlying values influence all its
decisions throughout the value chain. Its stance on issues is
clearly communicated both internally and externally to ensure its
position is fully understood and to invite its stakeholders to share
Init.

This approach has contributed to the success of the business and
has enabled it to become the world's leading confectionary
company and third [argest soft drinks company.

Eight Steps in Making Ethical Decisions

Ethical decision making should be a collaborative process
between client and counsellor, rather than a counsellor making
decisions for the client. Below are the steps, with suggested
guestions, o assist you in thinking through an ethical dilemma.
This is one of the several decision-making models which can be
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utilized. The steps taken may not always follow the same order
shown and steps may be repeated several times in the process.

1. Identify the problem or dilemma.

« Does a problem or dilemma actually exist?

» Is this an ethical, legal, moral, professional, or clinical
prablem?

» |sitacombination of more than one of these?

= How can you know the nature of the problem?

« Would you consult at this early stage as you are identifying the
prablem?

» How might you begin the process of consultation with your
client about the nature of the problem?

2. Identify the potential issues involved

» How might you best evaluate the rights, responsibilities, and
welfare of all those involved and those who are affected by the
decision, including your own welfare as a practitioner?

» How can you best promote your client's independence and
self-determination?

« What actions have the least chance of bringing harm to your
client?

» What decision will best safequard the client's welfare?

» How can you create a trusting and collaborative climate whera
your clients can find their own answers?

» What principles can you use in prioritizing the potential Issues
involved in this situation?

= Are there any ways to encourage the client to participate in
identifying and determining potential ethicalissues?

3. Review the relevant ethical codes

» What guidance can you find on the specific problem under
review by consulting with the professional codes?

o Are your values in agreement with the specific ethical code in
question?

» How clear and specific are the codes on the specific area under
consideration?

» Arethe codes consistent with applicable state laws?

4. Know the applicable laws and regulations

» Ara there any laws or regulations that have a bearing on the
situation under consideration?

» What are the specific and relevant state and federal laws that
apply to the ethical dilemma?

» What are the rules, regulations, and policies of the agency or
institution where you work?

5. Obtain consultation

» Do you know where to go to obtain consultation with
professionals who are knowiedgeable about ethical issues?
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» Assuming that you will consult with a colleague or a
supervisor, what would you expect from this consultation?

« What kinds of questions do you want to ask of those with
whom you consult?

« With whom do you seek consultation? Do you consult only
with those who share your orientation, or do you look for
consultants with different perspectives?

» How can you use the consultation process as an oppartunity
to test the justification of a course of action you are inclined to
take?

» What kinds of information do you document when you
consult?

» When you do make use of a consultation process, do you
infarm your client about this?

» Are there any ways you might include the client In this
consultation process?

6. Consider possible and probable courses of action.

» What are some ways thal you can brainstorm many possible
courses of action?

» Do you have a systematic method for analyzing ethical
obligations and possible courses of action?

« Arg you willing to involve your client in the discussion of the
various courses of action?

» What might you document pertaining to discussions with your
client about probable courses of action?

7.Enumerate the consequences of various decisions.

» How can you best evaluate the potential consequences of each
course of action, before implementing a particular action
plan?

o Are you willing to involve your client in the discussion of the
implications of each course of action for the clignt?

« What ethical principles can you use as a framework for
gvaluating the consequences of a given course of action?

» Examing the consequences of various decisions for your
client, for you as counsellor, and for the profession in general.

8. Decide on what appears to be the best course of action.

» After carefully considering all the information you have
gathered, how do you know what seems to be the best action
lotake?

» Do you solicit the input of your client in making this decision at
this phase?

» Once you have formulated a plan of action, do you ask for
feedback from a colleague or supervisor?

» Once the course of action has been implemented, what are
some ways that you might evaluate the course of action?

» Are you willing to follow up to determine the outcomes and see
if further action is necessary?

How to measure ethical value of an action & decision making

Ethics, at the end, is not something we do...it is something what
we follow. If we want to change the industry we work for, we must
start by finding a professional mindset that will allow us to
measure results creatively, and learn to develop and follaw our
best instincts (Kleingr 2002). A business organization has lo
attain a right balance between its short term and long term
COMNCErns.

Cadbury (1987) suggested two steps: first, to determing, as
precisely as we can, what our individual rules of behaviour are,
and secondly, to think who else will be effected by decisions and
how we could gvaluate their interests in (L. A third measurement
has been added it this. The idea if triple bottom line (TBL) is
offered as a recommendation, where by the overall performance
of a company is supposed lo be measured on its combined
involvernent on ecanomic wealth. The little look of triple bottom
line refers to threa Ps- people, planet, and profit. As its transmit,
the term is used to capture a whole set of standards, issues and
processes that companies must address to minimize any
damage resulting from their activities and to create economic,
social and environmental values. Epstein and Birchard (1999)
look freshly at the financial , operational and social indicators
through which business measure themselves, for example,
garning per share, quality statistics and employee turnowver , with
an eye towards the benefits of shareholders, customers,
employees and communities, in that order, The mast unknown
actions, and the ones requiring the most attention, are social
measures: corporate reputation, the guality of education in
communities affected by the company and data on the
combination of the workforce.

The core values of approval of work evaluation

There are five core values which represent our major beliefs and
philosophigs, These values are the foundation of approved work
gvaluation:

» Trust: We believe trustis the mostimportant componentin any
relationship. To receive trust we have to be precious of trust.
This requires honesty which means 'soundness of moral
principle’. We must always do what is right, regardless of the
costto ourselves or how hard it may be. This is called the *hard
right'. We accept that trust must be earned - often over a long
period of time, and that it can be lostin a few seconds. We have
to trust ourselves and each other to do what is right so that we
can earn and keep the trust of consumers. We will keep our
promises and be known as people who ‘walk their talk'. Qur
actions will always go beyond our words. Trust is the first of
our values.

» Responsibility: It is our responsibility to care about our clients
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and respect the trust they give us by choosing us as their
agents. Itis our responsibility to be worthy of this trust. itis our
responsibility to be loyal to our clients, We accept that we are
responsible for our attitude, our knowledge and our skills and,
therefore, our level of success. Inour career we accept that we
are responsible for the culture in our offices. We accept all our
responsibilities to our clients, our colleagues and our families.

» Understanding: We value our system and the duty of our role.
We care about our clients, our colleagues and our profession.
We know how important it is ta listen and to communicate. We
make every effort to be good listeners and good
communicators. We do our best to see the understanding by
sifting through many complexities. We help others do the
same. We understand that when our clients understand us,
when they know and see that we care about them, we will
never be short of clients. We understand that true business
success comes from caring about others. We understand the
importance of personal character in every aspect of life.

» Principles: We believe in principles of excellence in all that we
do. Our principles begin with our personal characlers. We
believe itis insincere to show one face in public and another in
private, especially If our private face would not be appraved of
by our clients. Our minimum principles are to win every client
for life - to win more than a satisfied client, to win a loyal client.
We believe in respecting people and if we cannol respect
people we believe it is wrong to associate with them, whoever
they are. We believe that the maintenance of excellent
principles reguires 2 commitment to continual learning. We
have minimum learning principles so that we can constantly
increase our results and service principles. We measure our
success by two principles - client loyalty and profit. We believe
that both these principles are dependent on each other.

» Truth: We believe in being truthful with ourselves and with
others. We do not believe In ambiguous or unreliable conduet,
no matter what the reason. We would rather lose business than
use any method which relied on lies or deceit of any kind. We
believe hanesty is the only way to succeed in business - in the
long term. We are here for the long term. Being open and
truthfulin business is so rare that it creates a huge impression.
We believe in making the right impression. We believe In the
truth. We believe it is wrong 1o disagree with our mistakes or
cover them up with half<truths or excuses. We admit our
mistakes and face the consequences. We believe half-truths
are whole lies. The truth saves time; it prevents warry. We are
not always perfect; sometimes we are not even excellent. But
we must always be truthful and honest.

Guidelines for Success
1. Management: Executives and supervisors care about ethics
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and values as much as they do about the battom line.

2. Regularity between words and actions: The management
'practices what it peaches'. This is more important than formal
mechanisms such as hotlines for people to report
wrongdoing.

3. Justice: To operate fairly. For most employees, the most
impartant ethical Issue is how the organization treats them and
their co-workers.

4, Openness: People talk openly about ethics and values, and
that ethics and values are included into business decision
making.

5. Just rewards: Ethical behaviour is rewarded. This has greater
power on the effectivengss of an ethics programme than the
perception that unethical behaviour is punished.

6. Value driven: Ethics and compliance programme is value
driven. This has the most encouraging effect on all seven areas
where an ethics and observance programme can have an
effect and result in the following:

» Lower experiential unethical behavior;
« Stronger employee loyalty,

« A stronger conviction that it s good enough to deliver bad
news to management.

Chakraborty's (2002) approach is mainly a value-led
approach. He prescribes the process of ‘chitfa-shuddhi’ (mind
cleansing) technigues, evolved by him over time. His source of
the approach is Vedanta'. The approach is experiential in that it
i5 based on personal experience. He points out that already
there are a surplus of regulations and contends that history
continuously proves that no matter how rigid and accurate and
widespread the institutional infrastructure is, unless the will
factar is well taken care of, these institutions give way. Human
skill always beats them. Enron, Word Tel, Home Trade, etc., are
afew examples.

Conclusion

The stakes are high. As Baby Boomers near retirement, more
individuals will be eligible to be promoted. It is not enough to
consider their past and current job performance or their
objectively-raled promolability, They should also be rated on their
adherence to codes of conduct and company valugs.

Last but not the least, academic research which is objective, of
high technical calibre and focused on relevant issues of current
importance to the private sector can play a eritical role in helping
to evidence the evolution of Business Ethics. There is no single
answer to Increasing the ethical and social contributions of
business to human welfara. However, if academic research can
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Day 25: Manage the Interfaces

Day 26. Reward Behaviours, Not Dutcomes
Day 27: Get Quick Wins

Day 28: Practice Makes Perfects

Innovation seems to be hard. . but this 28 day innovation program
gives an insight about the challenges and limitations. But if you
follow the path of the program it gives immense opportunity to
fulfil your dreams. The consumer is the boss, | like the core idea of
innovation in that perspective because whatever innovative
product or service you are going to develop it must be useful to
society at an effective cost. People dont buy products and
services; people hire them to get the job done. Second weak
starts with important notes on blueprinting ideas, by citing the
example of Pablo Picasso- Good artists copy and great arfists
steal. David Goulait's principle of disruptive innovation is a
powerful weapon for an innovator.

Thouaght is a collection of errors. Errors create seeds of ideas.
|deas turn into innovation. Is i a correct method of assessing an
idea? In the word of Scott D. Anthony the process is totally wrong
and for that you have to go through week 3 and you get an insight
story about assessing and testing your ideas for the next
innovation process. ‘Tough economic times are going lo force
innovators to do what they should have done already’. After
attending a 21 day session very carefully, this last day is very
crucial for you to do innovation and understanding the process.
'Get quick wins and practice makes perfect innovation' is the core
idea of last week. | have fiked the usage of the word: ticking

SMIV's CKSV Institute of Management, Vadodara, India

clock’- Where you spend your time is a reflection of your
priorities.

‘The litthe black book of Innovation' is a book which is developed
and designed in an innovative way, which exprasses necessary
infarmation through different examples, case studies, current
and previous trend of the markets and various experiences. Scotl
D. Anthony has been researching with companies .e. P&G to
translate the brand into innovation s a success. The author
represents simple definition for innovation, differences between
lypes of innovation, and innovations' vital role in organizational
success and personal growthin a quiet effective way.

Conclusion

If you follow the 28-day innovation program, or embrace the
philosophies that lie behind them, you have begun to stretch the
bonds of the status quo. The collective set of cases, articles of
different companies around the world creates a book in a mode of
collection of your favourite songs which you would like to listen in
your [Pod. You are on your way to fully break them and become a
full-fledged innovator!

To reinforce these lessons, consider taking the Innovator's
Pledge — 'We hold these truths to be self-evident, that all have the
ability, that they are endowed.'
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