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Abstract
Traditionally, Mining, Agriculture and Tourism are the major industries in Goa. In recent times,
there is high level growth in various diversified industries in Goa. Franchising is one of the
business models which help to promote new entrepreneurs and diversified business options. In
Goa franchising form of business model has gained lot of popularity, particularly in the areas of
food products and drinks, restaurant chains, consumer goods, and computer training centers.
Franchising is permuting across many retail sectors. The present study focuses on the performance
of the franchise business as against the stand-alone business from the consumer satisfaction point
of view.

Key Words: Franchising, Franchisor, Franchisee, Franchise Business, Stand-Alone
Business.
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Introduction
Goa is one of the wonderful States of India blessed with loads of entrepreneurial talent
among its residents. Dempo, Salgaonkar, Zantye, Chowgule and Timblo are some of the wellknown entrepreneurs who have been and still operating successfully in Goa for a long time.
Economy of Goa has been supported traditionally by industries such as Tourism, Mining, Fishing
and Agriculture. Franchise business is one of the methods of business that has been tried and
accepted in today’s modern Goa. The unique nature of the franchise business is that it provides
easy access to latest technology, a well-tested brand and assured customer satisfaction.
Franchising is a form of cooperation between entrepreneurs. It originates from the United
States and now is also growing rapidly in India. Many franchise units are existing in Goa in various
industries, to name a few, Monginis, Amul, Holiday Inn, Taj, Vintage, Titan, kings school, and
many more are into this developing style of business in Goa.
Franchising is an understanding between two parties in which one party that has developed
a proven method of operating and managing a business successfully, gives the right to the other
party to operate that business format under the trade or service mark.
The party that owns the trade mark is called the franchisor. He owns a proven way of
running and managing the business which he licenses to another party to operate under certain
terms and conditions. The party that obtains the rights to trade and operate a business under the
license is a franchisee. He uses the format and the trade or service mark owned by the franchisor.
He invests capital, time and experience to replicate the franchisor’s business system.
Thus franchise business is a system of distribution through which the owner of product
approaches independent businessmen in selected territories, appoint them as sole franchisee for
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particular areas and encourage them to distribute the product within the area assigned. The owner
of the product / service retains control over the technique or style with which the product is
merchandised. The franchisor may provide equipment, gives his brand name; he may also
undertake publicity and offer managerial and technical assistance. On his part, the franchisee has
to pay the royalty to the franchisor. The franchisee has to adopt appropriate selling techniques and
procedure to maximise the sales through his local network.
Research Methodology
For the purpose of the present study, the following research methodology has been designed
adopted and executed.
Objectives of the Study
The present study has been undertaken with the main objective of evaluating the performance of
the Franchise Business in the State of Goa as against the Stand – Alone – Business. This has been
done with a special reference to the consumer satisfaction towards selected unit of Franchise as
against the selected Stand Alone / Non Franchise Business.
Sample Size
A sample size of one unit called as “Millennium Bakers”, the franchisee of popular brand called
“Monginis” belonging to Food and Beverage industry from the state of Goa has been selected as
against a well known Stand-Alone business unit named ‘Canapé’.
To study the level of consumer satisfaction towards franchising business as against stand alone
business, a sample size of 100 consumers have been selected, studied and analyzed.
Sources of Data
The relevant and required primary data for the study has been collected by way of personal
discussions with the respective officials of the selected business units and also by way of serving
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a well designed questionnaire to the selected consumers. The required secondary data has been
collected through different books, journals, magazines and internet.
Profile of the selected units
Monginis – Goa Unit
The Monginis brand name originated over 100 years ago, when two Italian brothers set up
a catering firm in south Mumbai. Monginis catering services includes cakes, pastries, savories and
even the bread. After it was bought over by the Khorakiwala's in 1960's, the brand has remarkably
grown to become the national leader in cakes. In 1971, for the first time in India, a plan of having
an exclusive franchise cake shop was conceptualized.
Today, Monginis has 36 franchised outlets network across Goa. Monginis is successfully
dishing out melt-in-the-mouth Celebration Cakes, Cookies, Chocolates, Specialty breads, Snacks,
Oriental Sweets, and Savories, as well as provides gift-a-cake online concept, corporate surprises,
party decoration ideas, and free home delivery. Millennium Bakers is a franchisee company of
Monginis Foods Pvt. Ltd. It is in Goa for more than thirteen years. In the year 2000 Millennium
bakers, the franchisee of Monginis foods had set up a factory in Goa at Verna Industrial Estate
which is owned by Datta D. Naik. Monginis competes with every other bakers in Goa. After setting
up the factory, Monginis gave rights to anyone who was interested in opening Monginis outlets
and sell their goods with the necessary requirements. This is a major strength to the
company because no other food processing unit in Goa has as many number of outlets as Monginis
has. The company has a total 11 departments. There are more than 150 employees working in this
factory.
Canapé – Goa
Canapé was founded by Chirag Naik in 2007 with its first single store set up in Margao
city of Goa. In 2013 one more store was opened in Miramar, in Panjim- the capital city of Goa.
Their first store in 2007 was one of the first to start the concept of self service which is also known
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as food court or food boutique. Initially they provided cakes, pastries, puffs, pizzas but later they
increased their product line to the current bakery and pastry products. They manufacture all their
products in house and only purchase sponge for cakes from Millennium bakeries, Verna. They
take order for customized cakes for various occasions such as Birthday, anniversary, wedding,
christening cake etc. Now Canapé has decided to step up its marketing strategies. They are famous
for the quality and fresh products. They are trying to expand their market to other places and also
increase the product line to many more products.
Canapé has completed its five successful years under the ownership of young and dynamic
personality Chirag Naik, who is an alumni of American Institute of Baking – USA. The canapé as
a brand is supported by state-of-the-art kitchen and bakery that produces a variety of fresh products
under stringently hygienic conditions. It is purely a non franchised business that is a stand-alone
business which is located at Fatorda-Margao, Goa. All together there are only two outlets of
Canapé in Goa they are, one at Fatorda-Margao and the second one at, Miramar-Panjim.
The present study is an effort to evaluate the performance of the two selected bakeries that
are equally competitive to each other in many respects. This evaluation is based on the level of
consumer satisfaction with regards to the service, product and quality offered by these two units.
Reliability Test
The reliability test using Cronbach’s Alpha has been performed on the data collected and
it has been proved that the data collected is reliable. The normally acceptable range of reliability
is, Cronbach’s alpha greater than 0.70, and the one that is obtained from calculation is 0.90 which
fulfills this requirement. This can be observed from the following table.
Table -1 : Reliability Statistics
Reliability Statistics
Cronbach's

N of

Alpha

Items

.906

18

Source: Computed from collected data.
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Table -2 : Descriptive Statistics
Descriptive Statistics
N

Minimu

Maximu

m

m

Mean

Std.
Deviation

MONSATISF

100

1

5

2.65

.880

CANSATISF

100

1

5

1.90

.969

Valid N (list
wise)

100

Source: Computed from collected data.
The above table shows that the level of satisfaction towards Mongnis products and services are
higher than that of Canapé. Mean score of 2.65 of Monginis satisfaction is higher than that of
Canapé, that is, 1.90.

Table -3: KMO and Bartlett’s Test
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling
Adequacy.
Bartlett's Test of
Sphericity

Approx. Chi-Square
df
Sig.

Source : Computed from the data collected
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The KMO and Bartlett’s test has been performed on the variables used in data collection. The
variables are found to be reliable at 95% confidence level. Further, the factor analysis has been
performed. Total of eleven factors have been reduced to three factors as per the factor analysis.
The following table gives the details of the three factors and the respective factor loadings.
Table 4: Rotated Component Matrix

Rotated Component Matrixa
Component
1
QUALITY

2

.665

PRICE

.743

SERVICE

.546

ATTRACTIVEN
ESS
PRESENTATIO
N

.826
.795

CUSTOMER

.532

CARE
VARIETY
EASY
AVAILABILITY
HOME
DELIVERY

3

.663
.552
.688

ONLINE BUY

.667

TASTE

.716
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Extraction Method: Principal Component
Analysis. Rotation Method: Varimax with
Kaiser Normalization.
a. Rotation converged in 5 iterations.
Source : Computed from the data collected
Factor analysis shows that 3 major factors are responsible for the satisfaction of the consumers as
far as Monginis products and services are concerned. The factors are grouped as product centric,
service centric, customer centric.
Product centric factors have high factor loadings from the sub factors like Quality, Attractiveness
and Presentation.
Service centric factors are loaded by Price, Service, Easy Availability and Home Delivery.
Customer Centric Factors include Customer Care, Variety, Online Buying and Taste as the factor
loadings.
Conclusion
The present study is an attempt to understand the consumer response related to their satisfaction
level towards the products and services of the two selected units under study. The response of the
selected customers brought many facts to the light.
The selected consumers are having a favorable attitude towards Monginis and their products. They
prefer to buy the products of Monginis not only for the occasions but also for their regular
consumption. However, when it comes to a “Hang-out” place, Canapé is considered as one of the
most preferred outlet by the youngsters in Goa as it provides the sitting space in addition to the
products. Such type of facility is not provides by Monginis outlets. However Monginis stands
much higher than the other unit under the study that is Canapé, as far as its customer satisfaction
is concerned.
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The whole effort of Monginis in making a quality product available in the market with the help of
its franchise units has come to a success. It is well recognized for its standard products and hygienic
production and distribution of the same in the market.
Online sales and telephone orders with home delivery provided by Monginis is one of the reasons
for high level of consumer satisfaction. Consumers appreciate the facility of online cake booking
and home delivery as they can send the cakes to their near and dear ones on their special occasions
even though they may be in any other states of India or abroad.
Canapé is still at the infant stage, a very few of the respondents are aware of its existence. Another
reason for it may be that Canapé does not have its network / chain / branch in many parts of Goa.
The present study proves that franchise business is at forefront in consumer satisfaction.
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_______________________________________________________________
Introduction:
Customer Relationship Management (CRM) is described differently by different people. CRM in general
can be explained as a management process of acquiring customers by understanding their requirements,
retaining customers by fulfilling their requirements more than their expectations, and attracting new
customers through specific strategic marketing approaches. The process calls for total commitment on the
part of the entire organization in evolving and implementing relationship strategies that would be rewarding
to all the concerned.
At present in this highly competitive business scenario, CRM has become the ultimate solution for both,
the organizations as well as to the customers. Organization must have a clear idea as to why it loses its
customers.
Application of CRM makes it possible for the organizations to differentiate themselves from their
competitors in an area that cannot be easily imitated, since CRM has its roots in corporate culture.

Current Scenario in Indian Heavy Industry
Heavy Industry in India comprise of the heavy engineering industry, machine tool industry, heavy electrical
industry, industrial machinery and auto-industry. These industries provide goods and services for almost
all the sectors of the economy, including power, rail and road transport. The machine building industry
caters the requirements of the equipments for basic industries such as steel, non-ferrous metals, fertilizers,
refineries, petrochemicals, shipping, paper, cement, sugar, etc.
Ref: http://www.indiainbusiness.nic.in/industry-infrastructure/industrial-sectors/heavy.htm

The Department of Heavy Industry

M.S. Ramaiah Institute of Management
(Post Graduate Centre for Management Studies & Research)
Post Box No. 5405, MSRIT Post, New B.E.L Road, Bangalore- 560 054.
Website : www.msrim.in

M.S Ramaiah
Management Review
A Research & Academic Journal of Business Management

ISSN -0975 – 7988
Vol.5, Issue1 Jan-June 2014

The Department of Heavy Industry strives to bolster profit making in Public Sector Enterprises as well as
restructure and revive sick and loss making Public Sector Enterprises under its administrative control. The
Department of Heavy Industry seeks to achieve its vision of global automotive excellence through creation
of state-of-the-art Research and Testing infrastructure through the National Automotive Testing and R&D
Infrastructure Project (NATRIP). The Department of Heavy Industry seeks to achieve its vision by
providing necessary support to the Auto, Heavy Engineering, Heavy Electricals and Capital Goods Sector.
Ref: http://dhi.nic.in/

The Ministry of Heavy Industries and Public Enterprises, a branch of Government of India, administers 48
Central Public Sector Enterprises (PSEs) and assists them in their effort to improve capacity utilization &
increase profitability, generate resources and re-orient strategies to become more competitive. The
department serves as an interface between PSEs and other agencies for long term policy formulation. The
department also encourages restructuring of PSEs to make their operations competitive and viable on a long
term and sustainable basis.
Ref: Http: // en. wikipedia.org /wiki / Ministry _of_ Heavy_ Industries _and _Public _ Enterprises (India)

For the study, PSUs and Private organizations selected are BHEL, ONGC, NTPC, and SAIL, HMT
MACHINE TOOLS, BEML, CCI, BHPVL, L & T, ABB, BOSCH, YOKOGAWA.

REVIEW OF LITERATURE
CRM is more than a mere approach to interact with customers. CRM enables firms to provide a continuous
flow of information and services to its customer’s right from marketing through sales and customer service.
CRM initiatives are generally developed from customer database which integrates those data from every
form of interaction with customers to enlarge relationships. CRM is thus a corporate strategy aimed to
optimize profitability, revenue through customer satisfaction. CRM process is organized keeping customer
at center. CRM approach practices customer- centric processes for customers and fosters customersatisfying behaviors. CRM technologies help to develop customer insight, to improve customer access, to
have effective customer interactions. The complex nature of research needs sophisticated approach to
review available literatures in the area of research.

CRM Evolution, Growth & Development of CRM
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Roger Palmer, Adam Lindgreen, 2005
Joelle Vanhamme
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2007
Walter Brenner
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Summary of Literature
The purpose of this article is to challenge the applicability
of the traditional micro-economic framework for analyzing
marketing situations and actions in the contemporary
marketing environment. To assess the validity and value of
relationship marketing as an alternative paradigm. To
identify fruitful directions for further research.
This paper discusses the CRM performance can be
measured as the monetary return on CRM investment and
as the result of the ongoing CRM activities. The results of
the cross-case analysis reveal some CRM performance
measurement practices as well as identify existing
challenges.

Role of CRM to develop competitive advantage.
Author

Eytan Seidman

Calin Gurau

Year

Summary of Literature

2002

This paper outlines the functionality and design of features
that enable Microsoft Business Solutions Customer
Relationship Management to integrate with other Microsoft
Business Solutions applications, as well as with third-party
applications. This functionality helps businesses synchronize
data across disparate systems and customize how this data is
synchronized.

2003

The paper presents a predictive method to establish the
optimum level of e-service quality, taking into consideration
customers’ satisfaction, customers’ profitability, the
competitive conditions of the market, and company’s
capabilities.
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Satish Jayachandran, Subhash
Sharma, Peter Kaufman,
Pushkala Raman

2004

The Role of Relational Information Processes and
Technology Use in Customer Relationship Management.

Robe Kane

2004

The Top 10 Myths of Hosted CRM

Rajagopal and Romulo Sanchez
2005

Pushkala Raman, C. Michael
Wittmann, and Nancy A. Rauseo 2006

Hubert Baumeister

2009

The review of literature shows that the customer portfolio
analysis can provide strategic input to the firm towards
developing a successful planning process. The conceptual
discussion in the paper on relationship management may lead
the strategies in managing the corporate social capital.

Leveraging CRM for sales: the role of organizational
capabilities in successful CRM implementation

The CARUSO (Customer Care and Relationship Support
Office) framework provides a powerful tool to create low
cost and easy to use customer care solutions that adapt to the
companies’ business model and are easy to integrate in
existing IT infrastructures.

RESEARCH METHODOLOGY
Study Objectives
The primary objectives of the research include evolution, growth & development of CRM in India’s Heavy
Industry. Objective of the study is also to appraise the CRM – Process that contributes in the integrated
growth of the firms by critically examining the contribution of those relationship elements that offer
competitive edge to the organization.
Accordingly, the study objectives of the research study are:
1.

To appraise the CRM – Process that has contributed in the integrated growth of the Organization.

2.

To critically examine contribution of relationship elements in giving competitive edge to the
organization with special focus to employees.
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Scope of the Study
The work was initiated with the intention of understanding the concept & philosophy of Customer
Relationship Management, its significant growth and also to assess how firms in Indian Heavy Industry
understand and apply the CRM strategy for developing their competitive edge. Also it was aimed to
understand how these firms are using this competitive advantage derived from sound CRM practices to
realize their corporate goals.

The study has considered few selected organizations from Indian Heavy

industry sector to examine how CRM strategy is followed by them to accomplish their corporate success.
The present study focuses on the role of CRM in helping organizations in creating unique competitive
advantage to fight with cut – throat competition in market place. The aim of the research study is to identify
customer relationship elements which play the role of catalysts in the growth process of the organizations.
There are inherent firm’s specific factors that help organizations to survive and grow. Hence, the primary
aim of the study is to find out how Customer Relationship Management has supported the growth of the
firms which come under Indian Heavy Industry.
The scope of the research was limited to the organizations from the Indian Heavy industry segment.

Limitations of the Study
•

As mentioned above, the research is mainly concentrated on the 12 organizations selected
from public sectors enjoying navratna & non-navratna status and private sector
organizations situated in Bangalore and other cities. The views expressed and inputs
offered may vary from firm to firm and status to status enjoyed by them, and therefore the
results may not hold good universally.

Research Hypotheses of the study
Ho1: There is no significant association between growth of the Navratna PSUs and its CRM
practices
Ha1: There is a significant association between growth of the Navratna PSUs and its CRM
practices
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Ho2: There is no significant association between growth of the private organizations and its
CRM practices.
Ha2: There is a significant association between growth of the private organizations and its
CRM practices.

DATA ANALYSIS AND INTERPRETATION
The present research work is a study on evolution, growth & development of CRM with respect to the
Indian Heavy Industry sector. Attempts are being made to understand contribution of the CRM Process in
the integrated growth of the organizations. The research work also examines contribution of various CRM
elements in giving competitive edge to the organizations.
The study was carried out using both primary and secondary sources of information extensively primary
data has been collected through personal direct interviews, observations, by administrating a structured
questionnaire to the respondents from the selected firms. The secondary data was collected from previous
similar studies, official statistics, Government as well as companies’ annual reports, Web information and
from historical information available.
The questionnaire was customized according to the requirement of the research objectives. SPSS was used
for the analysis which helped the researcher to a great extent in bringing out the findings. The techniques
used were ranging from simple percentage analysis, cross tabulation, Pearson’s, Kendall’s and Spearman’s
correlation, linear regression and chi square ably supported with a few pie diagrams and bar charts. The
data thus collected are analyzed using standard statistical techniques as shown below:
Quantitative and Qualitative inputs
a.

Importance given by each of the companies to the 4 main elements of CRM
Process, People, Technology and Customer

b.

Retained customers in each company

c.

Year on year growth in retained customer over a period of 5 years

d.

Revenue and PAT of each company

e.

Year on year growth in terms of Revenues as well as PAT over the last 5 years
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Qualitative inputs: CRM growth over the last few years in the industry and CRM improvement
measures taken by the company.

Objective – 1: To apprise the CRM – Process that has contributed in the integrated growth
of the Organization.
CRM resulting in “Integrated growth” of the organization
In order to understand the impact of CRM on integrated growth, it is necessary to initially define “Integrated
growth”. Integrated growth is considered as the overall growth of the company which can be measured in
many ways as listed below:
1.

Financial measures
a. Top line growth (Revenue growth rate)
b. Bottom line growth (PAT growth rate)
c. ROCE etc.

2.

Market share values

It may be noted that since BHPV has been merged with BHEL the customer retention data and other
financial data weren’t available and hence not incorporated in this part of the analysis.
The overall increase in the top-line is considered as a measure to define the integrated growth of the firm.
Companies
Name
BHEL
L&T
NTPC
ONGC

Sales
2011
44,002.76
44,055.55
55,216.69
66,487.19

2007
19,058.33
17,983.37
32,817.30
57,190.17

YOY growth (%)
23.27
25.11
13.89
3.84

ABB
BOSCH
BEML
YOKOGAWA
SAIL
CCI

6,638.16
7,149.69
2,802.61
603.40
47,156.25
239.66

4,621.89
4,212.79
2,618.79
331.48
39,722.59
136.54

9.47
14.14
1.71
16.15
4.38
15.10

M.S. Ramaiah Institute of Management
(Post Graduate Centre for Management Studies & Research)
Post Box No. 5405, MSRIT Post, New B.E.L Road, Bangalore- 560 054.
Website : www.msrim.in

M.S Ramaiah
Management Review
A Research & Academic Journal of Business Management

200.86

HMT

233.11

ISSN -0975 – 7988
Vol.5, Issue1 Jan-June 2014

-3.65

CRM initiatives can be on 4 fronts as mentioned earlier: process, people, customer and technology. At this
stage of analysis, multivariate regression was carried out to understand how each of these elements impacts
the growth of the organization.

Results are shown below:
Model Summaryb
Mod
el
R
1

.876a

Std. Error Change Statistics
R
Adjusted R of
the R Square F
Square Square
Estimate Change
Change df1

df2

Sig.
F DurbinChange
Watson

.767

6

.042

.611

5.6109994 .767

4.924

4

2.065

a. Predictors: (Constant), Technology, People, Process, Customer
b. Dependent Variable: YoY %

Coefficientsa
Unstandardized
Coefficients
Model
1

B

Std. Error

(Constant)

-51.056

34.711

Process

1.561

.792

People

.927

Customer

-1.424

Technology -.005

Standardized
Coefficients

Co linearity Statistics

Beta

t

Sig.

Tolerance VIF

-1.471

.192

1.613

1.971

.096

.058

17.212

1.182

.589

.784

.463

.069

14.485

1.053

-1.381

-1.352

.225

.037

26.803

.173

-.008

-.029

.978

.540

1.850

a. Dependent Variable: YoY %
The R2 value obtained at the end of the model was 0.767 and the final equation obtained through this
model is
YoY growth% = -51.05 + 1.561*Process + .927*People -1.424* Customer - .005*Technology
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Thus the following conclusions can be drawn:
1. 76.7% of the data can be explained by the above model
2. Technology has negligible impact on the YOY growth
a. This can be explained by the fact that technology in most of these firms is highly
standardized and hence the differentiation cannot be brought about by technological
advancement.
3. Clearly process and people appear to be having the maximum impact on the growth of the company
when compared to the other parameters.
a. This clearly explains that the only way there is differentiation in this industry is through
having excellent processes in place along with good employee retention that would keep the
customer contacts intact.
b. Customer relation has to be given highest priority.
c. Employee retention has to be given 2nd highest priority.
Thus, it is concluded that in Heavy Industries PROCESS and PEOPLE are the 2 major elements where
the company needs to follow CRM practices to improve their overall performance.

Objective – 2: To critically examine contribution of Relationship Elements in
giving competitive Edge to the organization with special focus
to employees.
In order to find out the contribution of CRM elements that give competitive edge with special focus to
employees, secondary data in general & previously conducted case studies in specific is important. Since
such data is not available, Primary data analysis was carried out.
During the analysis, a clear differentiation emerged between:
1. The growth of Navratna PSUs by following CRM practices in comparison with other companies and
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2. The growth of Private organizations by following CRM practices in comparison with other companies.

Hypothesis 1:
Ho1: There is no significant association between growth of the Navratna PSUs and its CRM practices
Ha2: There is a significant association between growth of the Navratna PSUs and its CRM practices
Here it is analyzed that whether the Navratna PUSs are association with growth in CRM practices.
Data used:
1. Retained customer data (Table 1) [Used as an alibi for CRM practices]
2. Navratna PSUs data (Table 3)
Test used:
T- Test was employed to check this hypothesis. Here analysis is with respect to the retained customer data,
which is expected to follow a normal distribution curve.

Result of the analysis is given as below:

CRM
score

t Stat

P-value

2.431

0.1732

2.431 <3.36
Tactual < tα critical
This also gives a significance level 34% (2*.17 = .34 = 34%) 1
Thus it is concluded that the null hypothesis cannot be rejected.
Thus H06 cannot be either rejected or accepted.

1

Multiplied by 2 since it’s a 2 tailed test
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Hypothesis 2 :
Ho2: There is no significant association between growths of the private organizations and its CRM
practices.
Ha2: There is a significant association between growths of the private organizations and its CRM
practices.
Here it is analyzed that whether the private organizations association with growth in CRM practices.
Data used:
1. Retained customer data (Table 1) [Used as an alibi for CRM practices]
2. Private company’s data (Table 3)

Test used:
T- Test was employed to check this hypothesis due to the following reasons. Here analysis is with respect
to the retained customer data, which is expected to follow a normal distribution curve.
Result of the analysis is given as below:

CRM
score

t Stat

P-value

3.745

0.0432

1.745 3.36
Tactual > tα critical
This also gives a significance level 8.64% (2*.0432 = .0864 = 8.64%) 2
Thus it is concluded that the null hypothesis is rejected with 92% confidence interval and the alternate
hypothesis Ha6 is accepted which states
There is a significant association between growth of the private organizations and its CRM practices.

2

Multiplied by 2 since it’s a 2 tailed test
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SUMMARY, FINDINGS, SUGGESTIONS AND CONCLUSION
The research study on evolution, growth & development of CRM in Indian Heavy Industry Sector, is an
attempt to understand contribution of the CRM – Processes in the integrated growth of the organization,
and to examine contribution of relationship elements in giving competitive edge to the organization.

The major findings of the research are given below:
1.

From Overall CRM Performance perspective, a long term to medium term growth in CRM practices
for 89% of the 11 companies (10 out of 11) were found. It shows that there is significant association
between growth of the private organizations and its CRM practices.

2.

It has been found that the process and people have the maximum impact on the growth of the
company when compared to the other elements.

3.

It was found that only one among the top eleven sample companies that had resulted in a negative
Year on Year (YOY) growth in retention of the customers over a 5 year time frame.

4.

It is found that the process and people, elements are having maximum impact on the growth of the
companies when compare to other two CRM elements.

5.

The research study found that there has been a significant growth in CRM practices in IHIS for the
last 2 decades, also there is a significant association between CRM practices and integrated growth
of the organizations. This has been validated through detailed analysis of the published financial
data of the organizations.

6.

It was found during consolidation of summary that the most of the companies in IHIS are taking
various steps to improve their CRM practices. However, they emphasize different combination of
CRM elements in their growth processes to suit their organizations.

Company

CRM elements concentrated on

Time / Period of Growth
in CRM practices

BHEL

People, Technology, Process, Customer

Long term steady growth

L&T

People, Technology, Customer

Medium term steady growth

NTPC

People, Technology, Process

Medium term steady growth
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ONGC

People, Process, Customer

Short term steady growth

ABB

People, Process, Customer

Medium term steady growth

BOSCH

People, Technology, Customer

Medium term steady growth

BEML

People, Technology, Process, Customer

Long term steady growth

YOKOGAWA

Technology, Process, Customer

Medium term steady growth

SAIL

People, Technology, Customer

Medium term steady growth

CCI

People, Customer, Technology

Short term steady growth

HMT

People, Process,

Low growth in practices

Suggestions
The following are the suggestions to advocate CRM practices in IHIS.
1. Organizations / management have to consider all these elements of CRM such as people, customer,
process and technology while formulating business policies and strategies for growth.
2. Since employees attach greater importance to management gestures on parameters like service,
durability, status, brands, etc., firms should develop customer communication network around these
attributes.
3. Since people and processes are playing a vital role in the business growth, organizations should
develop stronger relationship with people and orient all processes to keep customer satisfied.
4. The organizations / management in IHIS are required to understand the impact of CRM practices
and learn how this strategic approach influence and contribute in the integrated growth of the firm.
5. Regarding the overall performance of the sample companies, it is observed that process and people
have assumed central stage and thus influencing the implementation of CRM practices, it is
therefore imperative to give greater emphasis on these two elements of CRM for achieving the
desirable growth rate.
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A Study On Challenges of Rural Entrepreneur’s Financial
Aid - With Reference to Weekly Market Entrepreneurs at
Mysore Rural

ABSTRACT
The major chunk of Indian population is from villages; nearly 73 % of the total population lives in
rural areas where agriculture and allied activities are the main stay of their lives. The economic
development of our country largely depends on the development of rural areas and the standard of
living of its rural mass. Rural entrepreneur is one of the most important inputs in the economic
development of a country and of regions within the country. On the contrary it is also a fact that
the majority of rural entrepreneurs are facing lot of problems due to non availability of primary
amenities in rural areas of developing country like India. Lack of education, financial problems,
insufficient technical and conceptual ability it is too difficult for the rural entrepreneurs to establish
industries

rural

entrepreneurs and identify the source of fund, the government aid to rural entrepreneurs with
special reference to weekly markets at Mysore district.
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Keywords: Rural Entrepreneurship, challenges, financial aids, weekly rural markets and
government.
I.

INTRODUCTION

Over 5 decades of Independence and Industrialization in our country, still large part of population
remains under poverty line. Agriculture continues to be the back bone of rural society. As per this
study, 70 per cent of holdings are held by small and marginal farmers resulting in overcrowding
on the agricultural land and diminishing farm produce. This also results in migration of farm
worker in large numbers to the urban areas. In both the cases the population remains under poverty
line. Entrepreneurship can play an important role in rural development. “Entrepreneur means one
who creates a product on his own account, who ever undertakes on his own an industrial/trading
enterprise in which work men are employed”. If entrepreneurships really encouraged in rural area
it would, of course, be instrumental in changing the face of rural areas by solving the problem of
unemployment, poverty, economic disparity, poor utilization of rural capacity, low level of
standard of living. Majority of the population still lives in rural India and the large chunk of
population in urban areas still live through the learning of the village life. For the strength of the
country there is a necessity to develop the villages. Development of a country is a choice loaded
on its people, whether urban or rural. It is individuals who shape up a society and decide its
progress and performance. Urban and rural are two sides of the same coin of economic
development. While the urban sector has witnessed phenomenal growth and development, fuelled
by the post independence era of industrialization, the rural sector saw little corporate growth. Rural
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development is more than ever before linked to entrepreneurship. Institutions and individuals
promoting rural development now see entrepreneurship as a strategic development intervention
that could accelerate the rural development process. Furthermore, institutions and individuals seem
to agree on urgent need to promote rural enterprises.
Rural Entrepreneurship
The problem is essentially lopsided development which is a development of one area at the cost
of development of some other place, with concomitant associated problems of underdevelopment.
For instance, we have seen unemployment or underemployment in the villages that has led to
influx of rural population to the cities. What is needed is to create a situation so that the migration
from rural areas to urban areas comes down. Migration per se is not always undesirable but it
should be the minimum as far as employment is concerned. Rather the situation should be such
that people should find it worthwhile to shift themselves from towns and cities to rural areas
because of realization of better opportunities there. In other words, migration from rural areas
should not only get checked but overpopulated towns and cities should also get decongested. If it
is so, ways can always be found out. One is by forcibly stopping villagers from settling in the
slums of towns and cities, making use of all powers to clear the slums so the villagers are forced
to go back. But such practices have not achieved the desired results in the past.
Rural Entrepreneurship in India
Who should be capable of making use of the government policies and schemes for the betterment
of rural people? Some individuals who happen to be local leaders and NGOs and who are
committed to the cause of the rural people have been catalytic agents for development. Though
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their efforts need to be recognized yet much more needs to be done to reverse the direction of
movement of people, i.e. to attract people in the rural areas. It means not only stopping the outflow
of rural people but also attracting them back from the towns and cities where they had migrated.
This is possible when young people consider rural areas as places of opportunities. Despite all the
inadequacies in rural areas one should assess their strengths and build on them to make rural areas,
as place of opportunities.
2. REVIEW OF LITERARURE:
Sandeep Saxena (2012 ) is expressed about the Problems Faced By Rural Entrepreneurs and
Remedies to Solve It and also touched upon role of entrepreneurship ole in rural development.
“Entrepreneur means one who creates a product on his own account, who ever undertakes on his
own an industrial/trading enterprise in which work men are employed”.Brijesh patel and Kirti
Chavda (2013) had views on transformational and insecurity effect in Rural entrepreneurship is
not directly related to income. It can also refer to an intense level of insecurity. Many times those
who have managed to improve their position are pressed back down again by natural disasters,
inflation and other shocks. Some aspects of globalization increase such problems. Globalization is
generally associated with the accelerated pace of change in economic life and increased
competitive pressures. This requires a speedy adaptation, which may simply be outside the range
of those with few modern skills or other assets. As indicated earlier, globalization is linked to
increased specialization, but this, for all its advantages, increases risks for rural entrepreneurs by
pushing them to ‘play all their cards’. These factors are further compounded by the
transformational and insecurity effect due to volatile environment.
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interdependence amongst national economies, resulting from globalization, has the effect of
transferring or spreading shocks from one nation to another. This can be seen from the financial
crisis in the last year (2008) which affected the world, leading to a global slowdown. The enormous
cross-border movements of highly mobile financial capital and the difficulties of regulating this
have resulted in the tendency for financial shocks to spreading around the world. Many of these
shocks coming from the rest of the world hit the urban sector hardest. Still, there are a number of
channels through which the effect is transferred to the rural enterprises. Veerendra Patil ( 2012
)agri-biotechnology consultant, The vast potential for entrepreneurship in rural India remains
unexplored,there are huge opportunities for aspiring entrepreneurs in rural India, especially in the
way technology is applied in agriculture, and produce is processed and marketed. The rural agroproduce-based market is so huge that several corporate companies are coming out with plans to
capture it systematically. Young people should realise this and become entrepreneurs. “Indians are
very good at ‘jugaad’, or frugal innovations. This is internationally accepted. The Ahmedabadbased National Innovation Foundation maintains a register containing over 50,000 innovations by
ordinary people from rural areas, 100 years ago, the British government had commissioned a study
to estimate the potential for rural innovations. It produced a 180-page report listing several
important, low-cost innovations in villages, examples of how some simple ideas had been turned
into great businesses. Recent ones include selling branded sugarcane juice, home delivery of
vegetables, giving flowerpots for hire and nurseries for fruits, flowers. In several cases,
entrepreneurs had succeeded because they improved on old ideas.Reshma Kaur ( 2014) women
were discouraged from becoming entrepreneurs in Indian society, which was still very maleM.S. Ramaiah Institute of Management
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dominated. Women decided over 75 per cent of the purchases at home, but they were not decisionmakers in the industries that produce consumer goods, she urged young women to become
entrepreneurs rather than look for jobs. Hemanth Nitturkar (2013) successful entrepreneurs like
Bindeshwar Pathak, G. Venkatswamy and Yogesh Pande, they had succeeded in turning a problem
into an opportunity. There was no dearth of funding for entrepreneurs in present-day. India, as
there were several venture capitalists and investors looking for the right ideas. Even government
institutions and public undertakings like the Central Food Technological Research Institute, the
International Crops Research Institute for the Semi-Arid Tropics, and the Union Science and
Technology Department had schemes to support entrepreneur’s, the rural entrepreneurs need to be
make use of these facilities in right time.

Benefits from Rural Entrepreneurship to the society
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Awaken the
rural youth
Balanced
regional
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social evils

Benefits from
Rural
Entrepreneurship

Improved
standard of
living

Provide
employment
opportunities
Check on
migration of
rural
population

(Source: IOSR Journal Sandeep Saxena-2012)
3. PROBLEMS IN RURAL ENTREPRENEURSHIP:
Entrepreneurs are playing very important role in the development of economy. They face various
problems in day to day work. As the thorns are part of roses, similarly every flourishing business
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has its own kind of problems. Some of the major problems faced by rural entrepreneurs areasunder.

Lack of
infrastructural
facilities
Lack of
technical
knowledge

Financial
problems

Problems in Rural
Entrepreneurship

Procurement
of raw
materials

Risk element

Middlemen

Competition

(Source: Brijesh Patel & Ritis Chavda-2013)

4. OBJECTIVES
•

To know the problems of weekly market entrepreneurs in Mysore Rural.

•

To know the financial aid of weekly market entrepreneurs in Mysore Rural.
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4. RESEARCH METHODOLOGY
The research is under taken by interacting with selected rural entrepreneurs based on convenient
sample in weekly market at Mysore rural and administered with structured questionnaire to 89
respondents from two weekly markets based at Mysore. The selected villages are: Hootagahalli
and Yelwala weekly markets.
Research Gap: The amount of research is under taken on Rural entrepreneurship challenges
and solution to the problems, microfinance to rural entrepreneurs, women empowerment in
rural areas, but this research is focusing on financial aid to micro entrepreneurs in rural areas
and need of government facilities to weekly market entrepreneurs in Mysore rural area.

LIMITATION OF THE STUDY
 Limited to weekly market entrepreneurs
 Limited to Mysore based two weekly markets.

5. ANALYSIS AND FINDINGS:

The analysis and findings of the study in this research is mainly concentrated on the challenges
faced by rural entrepreneurs based on following dimensions.
 Profile of the respondents.
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 Importance of earning money.
 Reasons for starting business.
 Analysis of Social challenges faced by rural entrepreneurs.
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Socio – Economic Profile of the Respondents
90%
80%
70%
60%
Axis Title

50%
40%
30%
20%
10%
0%
Gender
MALE

47%

FEMALE

53%

Age

Education

Marital
status

Annual
Income

Work
experience in
years

Objective of
starting
business
0

36-50

23%

36-51

30%

51 & above

47%

No education

58%

Primary

31%

Secondary

8%

Above secondary

3%

Single

25%

Married

75%

8000-10000

75%

10001-12000

20%

Above 12000

5%

1 to 5

17%

6 to 10

34%
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The above Table reveals that the major chunk of rural entrepreneurs are female 53% and 47%
males are occupying the two weekly markets and other interesting noticeable point is majority of
the respondents are above 51 years remaining are shared by middle age group around 30%.Out of
the sample respondents 75% are married and 25% are single. 58% respondents are illiterates 31%
respondents are educated up to 7th standard and 8% having high school education and 5% are
above 3th Standard.if you talk about their annual income, 75% fetches less than Rs 10,000 .
49% have above 10 years of experience, 34% have above 5years and 17 have below 5 years of
experience.

figure 1: Challenges facing by rural
entrepreneurs to start entrepreneurship
18%
36%
20%

Financial
Education
Competition
Personal challenges

26%

M.S. Ramaiah Institute of Management
(Post Graduate Centre for Management Studies & Research)
Post Box No. 5405, MSRIT Post, New B.E.L Road, Bangalore- 560 054.
Website : www.msrim.in

M.S Ramaiah
Management Review
A Research & Academic Journal of Business Management

ISSN -0975 – 7988
Vol.5, Issue1 Jan-June 2014

The Major challenge faced by entrepreneurs to start a business is financial challenge 36%,
followed by education 26%, competition 20% and personal challenges 18%.

figure 2: Challenges facing by rural
entrepreneurs with current business

8%
17%

funding
transportation

46%

Work life balance
suppliers

29%

The Main challenge of rural entrepreneurship with current business is funding 46%, followed by
transportation 29%, work life balance 17% and suppliers 8% respondents.

figure 3 :Member of SHG
0% 0%

31%

Yes
No

69%

Interpretation: It was found that the majority of 69% respondents are not member of any Small
help groups and 31% respondents are member of SHG.
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figure 4 : Bank loans awareness
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It is found that 71% respondents are not known about the loans available from banks and only 29%
respondents know that banks are providing loans for rural entrepreneurs.Awareness is very poor.
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figure 5 : Loan taken from Banks
0%
6%

Yes
No

94%

Only 6% respondents have taken loan out of 29% awared and remaining 94% are not availed the
facility due to lot of procedures.

figure 6: Source for arranging capital
0%
11%
12%

Barrow from others
SHG
Family support
77%

Major source for rural entrepreneurs’ funding is borrow from others 77% as short term loan for
interest, support from SHG 12% and family support 11% out of 89 respondents.
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figure 7: Mode for saving money
Unorganized chit funds

Post office

0% 0%
17%

83%

Main mode of saving of their income is in unorganized chits 83%, no planning for savings and
Post office are 17% of respondents.

figure 8 :Shopping malls are suppressing the
weekly markets
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The above diagram reveals that the 76% of respondents are agreed that super markets and
shopping malls are suppressing the weekly markets and 24% of respondents disagreed with this
issue.

6. SUGGESTIONS:
 Self help groups should take an effective campaign to help rural entrepreneurs on financial
assistance.
 Creating awareness on government financial schemes to rural entrepreneurs is essential
 There is really need of people who can help rural entrepreneurs to know and access the
available financial support from banks and government as well.
 Providing good infrastructure to the rural entrepreneurs especially to the weekly market is
essential.
 CONCLUSION:
Indian rural entrepreneurs are facing social, financial, personal, marketing, technological,
educational, competition, and managerial challenges. Of these, financial challenge is the key
challenge, the analysis of rural entrepreneurs financial aid shows that, rural entrepreneurs are
facing financial problems majorly comparing to other problems. Major funding source is
unorganized, which get high rate of interest from the entrepreneurs. The saving of their money
is also in the unorganized chits, there may be chances of misappropriation of their savings.
Even though there is available of government financial support to these rural entrepreneurs, it
is not reaching them due to illiteracy and lack of awareness.
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Abstract: The present paper studies the causal relationship between the confrontation of
environment and individual defended by Contingency Theory of Management in the public health
government services organizations. This study demonstrates the research, analysis and results
obtained through the development and application of scientific methods of qualitative nature, with
procedures of questionnaires applying, in loco investigations and a support by a group of focus;
the theoretical and conceptual bases on the subject were collected and then confronted with the
facts observed in the researched organization. Consequently, the improvements initiatives and the
adequacy of the process were proposed in order to contribute to the actions of innovation
development that seek to improve the performance of activities by the efficient application of the
available resources.
The results of individual behavioral are described after investigating in the context of the
processes of the service delivery. The participation of social actors in the interaction with the
public body in order to infer in the quality of service delivery is analyzed. Following the scientific
recommendations, the citizen participation in the projects can improve this process. This research
activity contributes as an academic tool for the improvement of the service delivery quality offered
by public institutions. The report findings and suggestions developed from the data analysis
obtained from employees delivering services and the service users, will be used to diagnose the
necessities and opportunities aiming the elaboration of government policies for the process of
community development.
Keywords: Bourocracy. Public Administration. Service. Organization. Process.
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1. Introduction
The paper focuses on the public service delivery, provided by a government health sector
of of Porto Velho City, Rondonia, Brazil. The methodology and procedure of case study analysis
is implemented to understand the innovative actions and ways of compliance in the institution are
studied. The purpose is to seek the quality improve in the current service provided to the public.
The question to be answered here is: What is the contribution of innovation processes to the quality

of service delivery in organizations of public health?
The present work aims to study the influences of innovative actions in the quality of public
service delivery by health organizations. And to meet this general objective, specific objectives
were proposed:
(1) To analyze the current conditions of service to the public in the research institution
(2) To conduct theoretical and conceptual confrontation with the data obtained in research
(3) To introduce measures suitability for the quality of service.
2. Literature Review
The theoretical constitutions of Administration developed by questioning the concepts,
seeking adjustments in the weaknesses and inconsistencies in existing approaches; geared to the
best management practices of organizations. While evaluating different effective models of
organizational structure from Classical Theory, the Contingency Theory is described as the
exposure of the existence of a functional relationship between environment conditions and
appropriate administrative techniques for the effective range of the organization's objectives,
which directs its concepts for flexibility and agility, determining that there is no absolutism in
organizations (Chiavenato (2003).

Chiavenato (2003) describes the organization as a "social

entity composed of people and resources, deliberately structured and oriented to achieve a common
goal." Overlooking the issue to direct the attendance in a base theory, Chiavenato (2003) also
describes the organization as a "social entity composed of people and resources, deliberately
structured and oriented to achieve a common goal." The issue of delivery of services is found to
have the support from Contingency Theory as a better correlation between human resources and
organizational effectiveness.
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2.1.1 Reviews related to Morality and Efficiency
Madeira (2008) states that the moral can be conceived as a set of shared values among
members of the community at determined epoch. Thus, it is perceived the role of the morality in
the social context, when defines the values that guide the action of the individual, establishing
duties for himself through his own consciousness. He also states that the role of the administrator,
to do not configure violation of the administrative morality, should therefore; always concentrate
himself at the end desired by the public Administration, which is the common good.
The principles of morality and efficiency were introduced in the Brazilian Constitution by
the Constitutional Amendment No. 19, of June 5, 1998. It preaches the duty of the Public
Administration as a ruler being in order to manage resources, inputs, people and materials, as well
as finance with proper optimization. Thus, it is necessary to use these means to meet the purposes
of public interest. Madeira (2008) deals of this principle, discussing that in theory, the efficiency
would be neither beginning, but the result of an administrative activity. Efficiency in Public
Administration relates to the ability to generate benefits to society with the resources originated
from it; thus demonstrates the citizen taxpayer the due respect, as if to give him back the
counterparts of these "inputs" or inputs provided by all citizens. Thus, it seeks to avoid waste in
the execution of activities, while prioritizes lower costs through the better execution method of the
public functions.
2.1.2 Reviews related to Bureaucracy in public organizations
Weber, creator of bureaucratic concepts based himself on the rationality to develop his
ideas in response to the inconsistencies between Classical Theory and Human Relations, with the
goal of creating a model of organization that would involve all the variables. Chiavenato (2003)
states that the bureaucracy is a form of human organization based on rationality, in other words,
the adequation of the goals (ends) intended and Matias-Pereira (2010) defines that in the
bureaucratic context, rationality means the quest for efficiency. For Weber (cited Matias-Pereira,
2010), the bureaucracy may be understood as a group of regulations, laws and standards that the
employee, supervised by his supervisor, shall fulfill, always respecting the hierarchical structure,
which he must obey faithfully and worthily.
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Matias-Pereira (2010) discusses two main causes of the distortion of the concept of
bureaucracy, the first relates to the centralization and the verticalization of the decision process,
resulting in the slowness of the procedural steps in the hierarchical structure in upward direction
and the second is about the lack of flexibility, in other words, obsessive preoccupation to follow
rules, with no place to modification. On the other hand, the bureaucratic advantages are guided by
the rationality in relation to the achievement of objectives, definition of positions, operations and
duties, rapidity in decision process and channels through which the information about orders, rules
and procedure are transmitted. Under these conditions, cites Matias-Pereira (2010) that the work
is professionalized, nepotism is avoided and working conditions favour the economic morality and
difficult the corruption. Matias-Pereira (2010) also argues that the fairness of bureaucratic rules,
almost always based on universal standards of fairness and equal treatment, has the virtue of
ensuring cooperation, since, the people comply rules mainly because the ends achieved by the
entire structure are highly valued. In the studies of Weber, the author also identified dilemmas
faced by the bureaucracy that undergoes constant external pressures to force the organization
develop different ideas of the rules employed. Accordingly, as describes Matias-Pereira (2010),
the organization to be effective, requires a special kind of legitimacy, rationality, discipline and
range limitation, which remits to an evaluation of the methods as applied to measuring its
effectiveness in meeting the proposed objectives.
2.1.3 Reviews related to Innovation in public management, organization and processes
Weber describes bureaucratic dilemmas, to identify the relationship of innovation as one
of the factors driving the changes of the rules committed by administration model. Adair (2010)
states that innovation means creating or presenting something new in particular. He combines two
main processes that overlap themselves, namely, (1) have new ideas and (2) implement them.
Druker (1985 cited Bessant, Pavitt and Tidd, 2005) expressly says that innovation is the specific
tool of entrepreneurs, through which they exploit the change as an opportunity for different
business or services. It is liable of being presented as a discipline, liable of being learned, liable of
being practiced. So, the public organization may develop actions for a innovatory learning process,
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using the inputs available, such these values, that should be incorporated by the structure as a
whole, involving the various employees that comprise the public mechanism.
The importance of changes in organizational processes happens mainly by the responses
by the adaptation to environmental conditions that surround business organisms. Bessant, Pavitt
and Tidd (2005) believe that innovation is an essential process, concerned to renew that the
company offers, noting that, in nonprofit organizations the development of innovative actions can
be directed to reducing costs and improving quality. Adair (2010) states that organize something
is to impose on this element a sequential and/or spatial manner and Bessant, Pavitt and Tidd (2005)
complement that understand the innovation as a process is to clarify that the knowledge originated
by this process creates the manner how this process is managed and experienced.
The administrative processes were established as the routines of organizational behavior,
according to Levitt and March (quoted in Bessant, Pavitt and Tidd, 2005) are procedures that
involves established sequences of actions to perform the tasks in a mix of technologies, procedures
or formal and informal strategies, and, conventions or informal habits. These tasks are related to
the central competencies of planning, management and evaluation, where the routines of behavior
must be integrated in order to constitute the capacity of manageability in the innovation processes.
In the relationship of modifications caused by the innovation of the process, we emphasize the
difficulties conceived by the presence of routines rooted in government institutions, which entails
a blockade to the realization of innovative actions aiming at the improving of the quality of the
processes. On this blockade, Bessant, Pavitt and Tidd (2005) state that it is essential from the point
of view of the innovation management, not just the building of routines, but also recognize when
and how to destroy them and allow to create new ones. The authors add that the effective
management of innovation is basically resulting from the design and development of effective
routines and learn to do them depends on recognizing and understanding such routines and
facilitate its emergence inside the corporation.
2.1.4 Reviews related to Attendance (Delivery) in public organizations
The definition of attendance provided by public organizations is presented as a service of
social nature and necessary to respond to the community demand. The Brazilian Service of Support
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for Micro and Small Enterprises [SEBRAE] is a benchmark in the country to conceptualize the
attendance, for it provides support to several companies since the very beginning stage and acts as
the assistance organ to improvement of the quality of the processes of these organizations.
According SEBRAE (2013), attendance service refers to our judgment value as a whole. To serve
is much more than treat. Treat is essential and basic. Serve is to exceed expectations, to surprise
the customer. Débora Martins, an expert in the management of the relationship between company
and customer and auditor by the National Service for Industrial Apprenticeship in São Paulo
[Senai/SP] NBR 9001:20083 that specifies requirements for a Quality Management System, states
that attendance is related to any liability that the company places on its employees to meet the
client properly, on the right time and satisfactorily.
The issue of attendance in Brazil, especially in the services provided by public
organizations, has a notorious shortage related to the processes of excellence and quality. Dantas
(2004) argues that poor customer service is not an issue of who execute the attendance, but a
management issue, that passes through the training aspect of the service personnel and adequacy
of the environment and ends on the ongoing assessment of quality. So, it is clear that the
introduction of delivery or attendance service in a individualized manner and of responsibility of
the one who executes it, is actually delimits itself to identify only one of the agents involved in the
process. According Bandeira de Melo (apud Matias-Pereira, 2007), public administration is the
offering by the State or its designee, of utility or community aimed at satisfaction of the
community, under the regime of public law and in accordance with the public interests.
2.2 Reviews related to the techniques of attendance service
The organizational development, especially in the public context, is related to the ability to
identify failures and inadequacies within the process, seeking the application of preventive
measures and mitigatory (resolving) in the face of the adequacy of the institution to the processes
of management quality. Assess the necessity for change requires, as cited by George and Jones
(2011), the recognition that there is a problem and the identification of its cause. In this respect,
the theoretical elements orient and expand the knowledge levels of the public administrator, who
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can use tools, previously tested by scientists and experts, to prove the efficiency of the method in
order to improve the quality.
2.3 Reviews related to Measures of innovation adequacy in public service organizations
Innovation is a process that integrates the entire organization and, therefore, it is necessary
that exists the integration and the work together in order to reach the goals that seek quality and
the improvement of services. Abreu, Coral and Ogliari (2008) state that the first step to implement
a process of management of innovation in the company is to establish an appropriate organizational
structure. Thus, it becomes necessary to make a diagnosis of the organization to assess the main
variables that make up the innovative process, as well as determine the resources applied to the
process of innovation. Lewin (cited in Cameron, 2009) presents a model of the organizational
changing process in three steps: unfreeze the current state, then go to a new state through
participation and involvement and refreeze and stabilize the new state by establishing new policies
and standards and recognition of the success of the process. Organizational change involves the
development of a restructuring process that as cited by Cameron (2009) aims to align the
organization to perform its best strategy.
3. Methodology
The methodology can be defined as the set of methods used to perform a search. Siena
(2007) describes that method can be understood as the form and the pathway of the manner of
think. It is the way to approach the level of abstraction of phenomena. Is the group of processes or
mental operations employed in the study? Severino (1941) complements this concept when
broaches that science forms itself applying techniques by following and relying on epistemological
grounds. In this context, we present the methods used in research as follows.
3.1 Case Study Method
The methodology applied in this research has a qualitative nature, according to the
recommendations suggested by Flick (2004). We adopted the method of case study as indicated in
Yin (2005). For validation of the results it was decided by the support of the group of focus as has
been recommended in Pedro Filho (2012), of the Master's Program in Administration from the
Foundation of the Federal University of Rondônia.
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The questionnaire method was formulated as a procedure to apply to seek data collection
as on the website SurveyMonkey. The questions were multiple choices, so as to allow the
measurement of data, analysis and critique of the causal relationship. Since the public
(respondents) focused of this present study did not have access to email or a internet tools to
receive the file via internet. The facts recorded in research were investigated by inference of the
matters contained in the printed document. The data obtained from the questioning of the actors
surveyed were inserted into the platform of the website SurveyMonkey by manual feeding of
information, strictly observing the data insertion in identical reference to the written record made
by individuals who responded to the questionnaire. With the data tabulation it was possible to
obtain the graphics and the tables of information to compare the margins of asymmetry and
concordance between the responses of individuals in the context of the items investigated.
A further methodological procedure was adopted in loco the location of observation, which
allowed us to assess the performance of the actors involved in institutional attendance (delivery)
of service with the registry about the local phenomena measured in conformity with the conceptual
and theoretical confrontation. We seek for our study the measure recommended by Severino
(2007); on the “layout" and other factors that compose the environment of the location of the
research, the field observations, considering the theoretical bases built in order to perform the
comparison between the practices found in the public organism (organization) and the scientific
recommendations raised by theoretical and conceptual research. The data (respondent) group is
obtained by methodology that allows the comparative analysis of causal relationship. And
inferences about research scenario are drawn in order to identify the proposals for improvements,
adaptations and adjustments. The recommendations proposed are followed by the social scientists
and are supported by the theoretical and conceptual fundamentals of this case study. As from the
data group obtained by means of methodological procedures presented, the comparative analysis
of the causal relationship was performed.
3.2 Focus Group
The focus group is an instrumental procedure for collection, data capture and information
that assist the researcher in the processing, analysis and description of the facts related to the object
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that is being investigated. Morgan and Freitas (quoted Vergara, 2006) emphasize that the group of
focus can be a simultaneous providence (available) to the (research) search procedures when it
seeks to stimulate or interact in face of the collection of opinions of the social actors involved in
any way with the subject researched. For the purposes of this study the group of focus
(respondents) consists of 15 participants, where seven individuals were appointed from among the
employees related to the attendance(delivery) of service of the health system under study, and
eight are customers (patients) randomly selected; in both cases we seek to obey the protocol of
ethics of the Social Research , through informed consent, free acceptance and interest in
collaborating with the results of the survey as recommended in Pedro Filho (2012).
4. The Case Analysis
The research was conducted in a health care facility that serves as a center of medical
specialties, organ of the prefecture of the city of Porto Velho, state of Rondônia. The government
institution was opened in March 2012; the investments made by the government with the
management of resources of social compensations arising from the construction of Hydroelectric
Jirau located on the Madeira River in Rondônia state. The goal of creating an exclusive unit for
concentration of the attendance (delivery of) services in some areas of medical specialties emerged
as a mitigatory (mitigation) measure to improve the quality of the services provided to the
population (people), which also serves to a fundamental right that guarantees individuals' access
to health. The research developed in this work was directed to the subdivision of medical and
statistical files who manages the administrative and (delivery) attendance issues, which include
the reception, instruction and guidance of patients referred by health service stations and from
different locations of the city, in addition of other (province) counties in the state. Among the
individuals that constituted the group of focus of this research, in Chart 1 are described the
characteristics of the group of actors questioned.
Chart 1: Socio-economic profile of the respondents.
Characteristics
Socioeconomic Profile
73% Male
27% Female
Gender
40% - 18 to 27 years
26% - 28 to 37 years
Age
20% - 38 to 47 years
14% - 48 to 57 years
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6% basic education
33% High school
College
80% Northern Region
13% South Region
Naturality
Northeast Region
46% civil servants
26% Students
15% merchants
Occupation
Independent workers
4.1 Analysis of public attendance services in the research institution
Scholarity

61%
7%
13%

In order to conduct the study to find the influence of innovative actions in the public
attendance (delivery of) service provided by health organizations, the data obtained in research is
compared with the theoretical and conceptual basis and is presented as below.
4.1.1 Legal principles of morality and efficiency
The social actors involved in the process of attendance (delivery of) service of the
researched organization are investigated through the facts. When asked about the principles of
morality and efficiency in order to obtain the opinion of these individuals about the performance
of the public administration to serve and apply them appropriately in the attendance service process
following results were obtain and the results as shown in Graph 1.
Graph 1: Fulfillment of the principles of morality and efficiency.

According to the opinion of the respondents the most of them were indifferent to determine
whether there is fulfillment and applicability of the principles of morality and effectiveness by the
Public Administration. This issue may be related to the ignorance about principles, that although
they were informed at the meeting of the group of focus, they identified as new elements to the
respondents consulted. It is important as it can be considered as the low level of the involvement of
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citizenship as well as their inability of perception about relevant issues that should be incorporated
to the routine of the public employees.
4.1.2 The Bureaucracy in public organizations
The factors obtained in this study which aimed to identify characteristics of bureaucracy in
the organizational environment and to obtain the opinion from the users and employees on the role
of bureaucracy in the process of attendance service provided by the public health organization
where this case study was developed and are presented in Chart 2.
Chart 2: Bureaucratic characteristics in processes of Public Administration.
Process of administration
Planning
Organization
Direction
Control

Description
Presents rules, policies and regulations;
Detailed and in long term;
Centralized in authority;
Formal and with specific responsibilities;
Directed to the supervision of the tasks performed;
Supervision closed;
Directed to ensure the compliance of the procedures.

When asked about the role of bureaucracy in the processes of attendance delivery of
service, there was unanimity in the responses, where respondents stated that bureaucratic activity
has a negative effect on the process of attendance service, creating obstacles and clutter in the
process. The analysis of this question enabled us to identify the association that the respondents
create between bureaucracy and the malfunctions existing in a system or task, where individuals
claim that bureaucratic operations generate disorders and damage the provision of the attendance
service.
4.1.3 Innovation in public management: Organization and Processes
Under this topic we sought to infer the perception of the respondents regarding the
innovative actions in the environment where the attendance service (delivery) is conducted for the
public. On this question the data were collected, as illustrated in Figure 1. For this question none
of the respondents considered the environment in which the attendance delivery of service is
performed found environment innovative and creative, which emphasizes and affirms again the
association of the provider institution of this public service as an organization where bureaucratic
M.S. Ramaiah Institute of Management
(Post Graduate Centre for Management Studies & Research)
Post Box No. 5405, MSRIT Post, New B.E.L Road, Bangalore- 560 054.
Website : www.msrim.in

M.S Ramaiah
Management Review
A Research & Academic Journal of Business Management

ISSN -0975 – 7988
Vol.5, Issue1 Jan-June 2014

dysfunctions prevail, since; respondents in this study used the term bureaucracy as a nomenclature
of flaws and inadequacies observed and existing service process. For this problem most of the
respondents showed indifference to even express their opinion on the level of satisfaction that the
attendance service provided to the public provides. This demonstrates that there is an identification
of dysfunction. However, the social actor does not express nor has a method to evaluate and
present measures for a quality attendance service, as per data gathered in the meeting of the focus
group.
Figure 1: Characteristics of the environment of service delivery/attendance to the public

4.1.4
Service attendance/delivery in public organizations
The Graph 3 depicts the level of satisfaction of users and employees with public attendance
service and Table 1 summarizes the main factors influencing the quality of service provided and
Graph 4 illustrates factors responsible for service quality.
Graph 3: Satisfaction levels with the mode of operation of services delivery
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The key influencers cited about the quality in the attendance service provided by public
organizations are shown in Table 1. It is noteworthy that none of the respondent considers the
participation in decisions an influencing factor for the development of the public attendance
service activity, emphasizing so an issue previously discussed, that deals with the indifference that
social citizens have related to the public processes in which are related to suggestion, analysis and
action in face of the problems identified.
Table1: Factors influencing the quality of public attendance services.

The Graph 4 depicts the actors responsible for the quality of the attendance service. It was
possible to reaffirm the opinion of the social actors in relation to the processes of attendance
service, since the most of the respondents links the responsibility of the agent that provides the
service to the public. For this question it was optional for the respondents to give one or more
answers, in order to identify the considerations of the focus group. This result appears in contrast
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with the propositions of Dantas (2004) by asserting that the poor attendance is the result of the
actions of the attendant or manager. Dantas (2004) discusses the quality of the attendance service
as an element that initiates in the development of people, has continuity in the relationship that
individuals possess with the environment and completes itself by the constant evaluation of how
the attendance service is conducted. So, it is possible to see that several elements, and not isolated
factors, participate in the attendance service process and the group of these elements is responsible
for the excellence in attendance service providing.
Graph 4: Actors responsible for the quality of the attendance service.

With the analysis of the study it was possible to identify weaknesses and threats that
compromise the quality of attendance service provided by public unit and propose improvements
and adaptation measures for seizing opportunities and invigorate the strengths found. The
theoretical and conceptual confrontation on this research allowed the comparison of the
recommendations of experts, scientists and researchers with the practices developed by the
organization in its routine. These factors were addressed by the methods initially proposed and
thus here the suggestions and considerations of research are presented.
4.3 Proposals for adequacy measures for the attendance service of public organizations
According to the facts, coordination of the group of focus and application of research
methods following proposals for improvements and adjustments are shown in Chart 3.
Chart 3: Proposals for improvements and adjustments to the process of attendance service.
Parameters

The measures of adequacy

1.1 Analyze the routines and seek, within the public context,
1. Inadequation in
organizational processes simplify the possible processes;
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3. Deficiency by the
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4. Inadequacy in control
5. Rigid environment,
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6. Lack of maintenance
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of social actors in the
process
5. Conclusion
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1.2 Disclose the procedures and standards to all employees in
order to disseminate the purpose of the organization;
2.1 Inform staff about the organization's hierarchy, clarifying
who are the managers or employees responsible for each task;
3.1 Evaluation of the performance of the employees; perception
about the motivators of the improvement of the quality of the
work.
4.1 More formal control of the unit, definition of tasks and
deadlines;
5.1 Work the actions of Organizational Learning (OL) to utilize
the available resources in view of the better performance,
encouraging an innovative and creative environment;
6.1 Conservation of the cleaning, care, organization, concern
for the public served;
7.1 Involvement of citizens in the public process, in order to
criticize the dysfunctions, but also to contribute to the
resolution of these.

In face of the data collected, research and analysis performed it was possible to identify the
relationship of the individual in public context and the practices of the attendance service provided
by health institutions. In this context when responding to the issue of the contribution of innovation
processes to the quality of the attendance services in organizations of public health, it was possible
to ascertain that innovation generates benefits in applying the Organizational Learning through
the use of available resources in a creative and dynamic manner aiming to improve the
performance of processes. Thus, innovative actions can be implemented in the public
organizations by the practice of everyday activities with the use of the "inputs" arranged in the
organization, which include the development of the human element as a motivator of innovative
initiatives. The organization surveyed showed ability to the fulfillment of its activities in relation
to the structure, staffing and organization. However; raised points to improve and create the
creative work environment and dynamic, since the emphasis of the respondents was pointed to the
bureaucratic dysfunctions.
It is found that the participation of social actors in the process, exists in order to identify
failures and inadequacies, however, the training and the experience with the public sphere to
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intervene in these relationships in order to modify them, appeared as factor underexplored and
developed by the respondents questioned, a situation in which is suggested as a new research topic
that could have a target the study about the citizen participation in collective organism. In short,
the conceptual and theoretical confrontation with the practices developed by the organization
allowed beyond the study to visualize the concepts of users and employees of the public attendance
service process, allowing a reflection on the performance of the organization and of the citizen
within the scenario researched.
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Abstract
Financial analysis is the process of determining financial strengths and weakness of the firm by
establishing strategic relationship between the items of the balance sheet, profit and loss account
and other operative data. Measurement of financial performance by ratio analysis helps identify
organizational strengths and weaknesses by detecting financial inconsistencies and focusing
attention on issues of organizational importance. Given that the mission of an IT organization is
the reason for its existence, it is appropriate to focus on financial resources in their relationship to
mission. This paper analyses financial performance by considering ratio analysis in order to
identify inconsistencies and focus attention on matters of significant concern to the investors in IT
sector.
Key words: IT sector, Financial Analysis, Financial ratios
Overview
The IT &ITES sector includes IT services, engineering design and R&D services, ITES (ITenabled services) or BPO and hardware. The IT/ITES sector has led to employment opportunities,
both direct and indirect, of nearly 2.8 million and around 8.9 million respectively. This growth is
expected to increase to more than 14 million (direct and indirect) by 2015 and to around 30 million
by 2030. The market size of the industry is expected to rise to USD 225 billion by 2020 considering
India's competitive position, growing demand for exports, Government policy support, and
increasing global footprint. IT/ITES industry has led India's economic growth and this sector's
contribution to the national GDP has risen from 1.2 per cent in 1997-98 to an estimated 7.5 per
cent in 2011-12. IT/ITES industries are highly localized and clustered in seven cities as of today.
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These are: Bangalore, Hyderabad, Chennai, Gurgaon/Noida/New Delhi, Kolkata, Mumbai and
Pune. Infrastructure limits and scarcity of land has recently led to expansion to newer places like
Ahmedabad, Bhubaneswar, Chandigarh, Coimbatore, Jaipur, Kochi, Madurai, Mangalore, Mysore
and Trivandrum.
Introduction to the terms:
Information Technology (IT) is defined as the design, development, implementation and
management of computer-based information systems, particularly software applications and
computer hardware. Today, it has grown to cover most aspects of computing and technology. The
largest firms globally include IBM, HP, Dell and Microsoft.
The Information Technology-Enabled Services (ITES) industry provides services that are
delivered over telecom or data network to a range of external business areas. Examples of such
business process outsourcing (BPO) include customer service, web-content development, back
office management , network consultancy etc.

Literature Review
The landmark study of financial analysis is by Benjamin Graham (an Investment Manager) and
David Dodd (Professor of Finance at Columbia). The first edition was 1934, about the worst
period in the financial history of America. Despite being in the middle of the Great Depression,
their analysis and recommendations were professional and hard boiled. The focus of financial
analysis has changed substantially since then, but a historical foundation in financial analysis
requires quite a bit of time with Graham and Dodd.
Ratios are very helpful in this regard , different ratio can be used for different industries to predict
their performance. There have been many academic studies on the use of financial ratios to forecast
financial failure and to forecast the financial position of the company in the future. Basically, these
studies try to isolate individual ratios or combination of ratios that can be observed as trends that
may forecast failure.
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Sarbapriya Ray in the paper Financial Performance of Paper and Paper Product Companies in
India in Post-Liberalization Period: An Exploratory Study, stated that the study of financial ratios
in Paper industry reveals that high and gradually increasing current asset turnover has been a
contributing factor responsible for ensuring current asset efficiency which means that resources
like current assets of the firms of the industry are getting utilized more efficiently. But, dividend
payment being lower, the companies need to improve the quantum of dividend payment in order
to satisfy the investors without affecting the future expansion and modernization programmes of
the sector. Moreover, companies should make a concerted effort in maximizing assets and
minimizing liabilities so that overall financial position could be improved.
Maryam Mohammadi and AfaghMalek in their paper , An Empirical Study of Financial
Performance Evaluation of a Malaysian Manufacturing Company stated that the study investigates
the financial performance of an investment company in Malaysia for a three-year period from 2009
to 2011, which is assessed using financial ratios. The findings pointed out that overall company
performance reduced remarkably in the last year of the analysis. This study principally emphasizes
on how accounting information aids budgetary decision-makers to evaluate the company financial
performance, determine its future obligations, and make better investment decisions.
Thus one can say that performance analysis using financial ratios gives out information relating to
the performance of the company which can help the investors forecast the future. Thus this study
on Performance measurement of IT companies is undertaken.

OBJECTIVES OF STUDY
•

To analyze the Factors leading to growth in the IT/ITES sector

•

To evaluate the performance of selected IT firms

•

To find out the pattern of performance of these firms

The design adopted in this study is exploratory research. This study involves high use of secondary
data, obtained from various published sources, hence the accuracy of data shall only be the limiting
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factor to the study. The Top 8 companies according to their market capitalization are chosen for
the study and the data for 5 years is taken into consideration. (2007-2012).
Factors leading to growth in the IT/ITES sector are:
•

Low operating costs and tax advantage.

•

Favourable government policies.

•

Technically qualified personnel easily available in the country.

•

Rapid adoption of IT technologies in major sectors as Telecom, Manufacturing and BFSI.

•

Strong growth in export demand from new verticals and non-traditional sectors as public
sector, media and utilities.

•

Use of new and emerging technologies such as cloud computing.

•

SEZ as growth drivers; as more of SEZs are now being set up in Tier II cities and about 43
new tier II/III cities are emerging as IT delivery locations.

•

All these factors have given IT/ITES industry in India a strong competitive position with
high market share.

Employment trends
As per the Economic Survey 2011-12, the IT/ITES industries has added 7.96 lakh jobs in one year,
in the period ending September 2011. According to NASSCOM, employee base in the rural areas
is expected to increase by over 10 times by 2013-14, compared to 5000 in 2009-10.
According to a customer poll conducted by Booz and Co, India is the most preferred destination
for engineering offshoring, which are encouraging foreign companies to offshore complete product
responsibility to Indian ITES companies.
Hyderabad is fast becoming the IT/ITES hub of India with new players hankering to get a foothold
here, and existing players continuing to hire aggressively. Large companies such as Infosys, TCS,
Genpact, Deloitte, Facebook, Bank of America, Thomson Reuters, Amazon, Google, Cognizant,
Franklin Templeton among others, are growing their presence in the state. According to Andhra

M.S. Ramaiah Institute of Management
(Post Graduate Centre for Management Studies & Research)
Post Box No. 5405, MSRIT Post, New B.E.L Road, Bangalore- 560 054.
Website : www.msrim.in

M.S Ramaiah
Management Review
A Research & Academic Journal of Business Management

ISSN -0975 – 7988
Vol.5, Issue1 Jan-June 2014

Pradesh Government's estimates, the total IT/ITES sector hiring for 2012-13 could be at about
50,000 professionals.
Internet trends
More recently, online retailing, cloud computing and e-commerce are leading to rapid growth in
the IT industry. Online shopping is fast gaining popularity with the emergence of internet retailing
and e-commerce.
According to the Internet and Mobile Association of India (IAMAI) the number of Internet users
in the country is more than 121 million, out of which 17 million are online shoppers. Increasing
internet penetration and affordability for personal computers has led to this rapid numbers, and
these are expected to triple by 2015.
According to IAMAI, online sales of branded apparel almost doubled in volume to 4.99 million
pieces during April 2012, as against 2.54 million in the same month a year ago. Also, E-ticketing
continued to grow with irctc.com recording 5.56 million bookings in April 2012, as compared to
2.26 million bookings in April 2011.
Government Initiatives
In the twelfth Five Year Plan (2012-17), the Department of Information Technology proposes to
strengthen and extend the existing core infrastructure projects to provide more horizontal
connectivity, build redundancy connectivity, undertake energy audits of State Data Centers (SDCs)
etc. The core infrastructure including fibre optic based connectivity will be leveraged and
additional 150,000 Common Service Centres (CSCs) will be setup to create the right governance
and service delivery ecosystem at the Panchayats.
ANALYSIS AND INTERPRETATION OF DATA
TABLE NO: 01
ANALYSIS OF CURRENT RATIO
(In times)
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PARTICULARS

2007-08

2008-09

2009-10

2010-11

2011-12

TCS

2.195

2.224

1.886

2.857

2.687

WIPRO

2.141

1.772

2.246

2.247

2.492

INFOSYS

3.135

4.300

3.983

4.654

4.341

HCL

1.510

1.689

1.760

1.798

1.528

TECH MAHINDRA

1.685

1.976

2.264

2.766

1.425

ORACLE

3.918

4.594

6.489

7.089

6.864

MPHASIS

2.276

2.053

2.073

1.890

1.644

MIND TREE

2.447

1.583

1.942

2.562

2.547

Source: Moneycontrol.com
GRAPH NO: 01
The graphical representation of the Current Ratio
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From the analysis, it is clear that the Oracle stand first place in the current ratio by 5.43 times than
Tech Mahindra which has the lowest ratio. It is above the standard norm i.e. 2:1. It shows that
company has an ability to meet its short-term debt obligations and it has enough resources to pay
its debt over the next 12 months.
TABLE NO: 02
ANALYSIS OF QUICK RATIO
(In Times)
PARTICULARS

2007-08

2008-09

2009-10

2010-11

2011-12

TCS

2.186

2.217

1.883

2.854

2.685

WIPRO

2.018

1.683

2.1489

2.140

2.388

INFOSYS

3.134

4.300

3.983

4.654

4.340

HCL

1.482

1.615

1.742

1.757

1.496

TECH MAHINDRA

0.991

1.974

2.262

2.765

1.424

ORACLE

3.917

4.593

6.488

7.089

6.864

MPHASIS

2.276

2.053

2.073

1.890

1.644

MIND TREE

2.447

1.583

1.941

2.562

2.547
Source:Moneycontrol.com

GRAPH NO: 02
The graphical representation of Quick Ratio
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Inference:
From the analysis, it is clear that the Oracle Company stood first position by 5.44 times than Tech
Mahindra which has the lowest quick ratio. It has achieved above the standard norm 1:1.
It shows that the company is ability to meet its short-term obligations using most liquid assets. It
shows that company’s financial strength is good.

TABLE NO: 3
ANALYSIS OF CASH RATIO
(In Times)
PARTICULARS
TCS
WIPRO
INFOSYS
HCL
TECH MAHINDRA
ORACLE
MPHASIS

2007-08
0.157
0.205
0.210
0.151
0.101
0.473
0.087

2008-09
0.150
0.564
0.233
0.102
0.591
0.470
0.091

2009-10
0.076
0.295
0.240
0.130
0.239
0.843
0.091
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2010-11
0.102
0.302
0.141
0.128
0.269
0.410
0.149

2011-12
0.538
0.397
2.822
0.282
0.139
4.383
0.281
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0.195
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Source: Moneycontrol.com

GRAPH NO: 03
The graphical representation of Cash Ratio
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Inference:
From the analysis, it is clear that the ORACLE Company stand first place by 4.24 times
than Tech Mahindra which has the lowest ratio. It has achieved above the standard norm i.e. 1:1.
It indicates the extent to which the company can make use of readily available funds to pay off
C.L. It shows that company’s financial strength is good.
The increase in cash & bank balance is primarily to meet operational requirements and pursue
strategic acquisition opportunities.
TABLE NO: 04
ANALYSIS OF PROFIT MARGIN ANALYSIS
(In percentage)
PARTICULARS

2007-08

2008-09

2009-10
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2011-12
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TCS

0.224

0.191

0.236

0.246

0.215

WIPRO

0.163

0.151

0.169

0.169

0.150

INFOSYS

0.279

0.276

0.275

0.248

0.247

HCL

0.139

0.128

0.104

0.105

0.116

TECH MAHINDRA

0.087

0.227

0.152

0.085

0.107

ORACLE

0.176

0.252

0.269

0.371

0.289

MPHASIS

0.154

0.213

0.216

0.161

0.147

MIND TREE

0.139

0.043

0.166

0.067

0.114

Source:Moneycontrol.com
GRAPH NO: 04
The graphical representation of Profit Margin Analysis
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Inference:
From the above analysis, it is clear that the company ORACLE stands first place in profit
margin analysis by 0.182 times than Tech Mahindra which has lowest ratio.
It shows the proportion of total revenue that a company actually keeps after it pays its expenses.
A high net profit margin means a company keeps a large proportion of its revenue as profit, so it
is better to have a high net profit margin than a low or negative net profit margin.
TABLE NO: 05
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ANALYSIS OF RETURN ON ASSETS
(In percentage)
PARTICULARS

2007-08

2008-09

2009-10

2010-11

2011-12

TCS

39.01

32.11

37.46

36.70

34.78

WIPRO

20.083

20.026

18.717

18.914

17.011

INFOSYS

33.77

32.80

27.18

26.31

26.59

HCL

24.83

16.57

13.96

16.72

21.36

TECH MAHINDRA

25.37

51.91

13.96

8.41

11.37

ORACLE

14.99

21.07

18.04

20.55

14.39

MPHASIS

20.49

38.68

32.61

19.60

16.95

MIND TREE

16.52

7.41

31.89

13.01

20.98

Source:Moneycontrol.com
Graph NO: 05
The graphical representation of Return on Assets
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Inference: Return on assets indicates the revenue by the investments in assets. In the current year
i.e. 2011-12 TCS has incurred the highest return on assets percentage indicating an effective
revenue on its assets. It is more by 23.41% than Tech Mahindra which has lowest return on assets.

TABLE NO: 06
ANALYSIS OF EARNINGS PER SHARE
(Rs. In numbers)
PARTICULARS

2007-08

2008-09

2009-10

2010-11

2011-12

TCS
WIPRO
INFOSYS
HCL
TECH MAHINDRA

25.68
22.25
81.45
15.81
27.13

26.81
26.45
104.68
19.68
83.36

35.67
31.31
109.54
18.55
57.49

46.27
21.46
119.49
23.91
34.57

53.07
22.77
145.66
35.01
46.15

ORACLE
MPHASIS
MIND TREE

49.73
14.44
27.24

88.24
43.36
14.12

92.28
51.96
54.37

132.42
39.13
25.38

108.27
37.71
53.89

Source:Moneycontrol.com
GRAPH NO: 06
The graphical representation of Earnings per Share
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Inference:
From the above analysis, it shows that the company INFOSYS stands first place in the
Earnings per share ratio by 145.66. It shows that the company net income is more. This is because
revenue is more than expenses. It indicates company profitability position is good.

TABLE NO: 07
ANALYSIS OF REVENUE GROWTH RATE
PARTICULARS

2010-11

2011-12

TCS
WIPRO
INFOSYS
HCL
TECH MAHINDRA
ORACLE
MPHASIS

37325
31038.5
27501
15730.43
5140.2
2996.93
5097.96

48894
37187.8
33734
20,830.55
5489.7
3146.68
5357.33
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GRAPH NO: 07
Graphical representation of growth rate
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Inference:
From the above analysis, it shows that the company HCL stands first place in growth rate by
32.422%. It shows that that revenue generated from sales is more than all other companies. This
is because HCL is earning is more than sales revenue.
TABLE NO: 08
RETURN ON INVESTMENT
(in percentage)
TCS
WIPRO

2007-08
49.65
27.25

2008-09
40.765
28.15

2009-10
47.47
26.03
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43.14
35.32
38.52

42.02
26.25
63.83

38.42
23.14
23.56

39.19
28
13.89

40.31
34.33
19.24

19.15
28.5
24.71

25.88
50.06
19.02

22.23
41.09
48.05

23.84
23.16
27.8
26.03
25.87
31.48
Source: Moneycontrol.com

GRAPH NO: 08
Graphical representation of return on investment
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Inference: Return on investments indicates the revenue earned by investment in different avenues
other than fixed assets. These are short term revenues for the company. From the above analysis,
it is clear that TCS had the maximum return on investment with 49.12.

TABLE NO: 09
DEBT RATIO
TCS
WIPRO
INFOSYS

2007-08
3.501
27.69
0

2008-09
3.417
29.41
0

2009-10
0.5458
25.47
0
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1.296
2.3

37.88
0

30.21
42.3

22.22
34.9

13.43
21.75

0
0.373
14.70

0
0.14
19.26

0
1.356
0.45

0
0
6.973
5.756
0.58
4.26
Source: Moneycontrol.com

GRAPH NO: 07
Graphical representation of debt ratio
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Inference: Debt ratio indicates the amount of funds borrowed in the form of bank loan. Lesser the
debt ratio indicates a more stable capital structure. From the above analysis, it can be seen that
ORACLE and INFOSYS are the zero debt companies indicating a fully equity based company,
indicating a more volatile capital structure.
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CONCLUSION
Ratio analysis is the most effective tool for analysing financial statement. It indicates the weak
spots of the business. This helps management in overcoming such weakness and improving the
performance of the business in future. The financial strength and weakness of a firm are
communicated more easily and in understandable manner by the use of ratios. It helps in making
effective control of the business and also in planning and forecasting the future financial
requirements of a firm. So we can say that ratio analysis is an effective tool to analyze the financial
position of a firm.
WIPRO will remain a household name & their service in IT sector to the people of India. Their
ambition has always been and will continue, to make soaps and other products, services for the
family & business of all around the country and bringing new brands extension to suit the need of
traditional and modern scenario. The organization firmly believes that giving its people the right
encouragement yield in comparable rewards.
To conclude, the company’s financial position is satisfactory. But compared to other competitors
it has to perform well and take some measures to perform well more than its competitors. The
analysis of the company was made using various tools techniques like financial statements and
ratio analysis.
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ABSTRACT:
The literature survey and research analysis on the topic of study id collectively reviewed and
analyzed to represent the experience and studies undertaken on the importance of having good Emarketing strategy for effective promotion and sales of industrial products as a cost-effective
solution for SME’s in India. The study represents the significance of marketing the industrial
products of SME’s using e-marketing as the primary strategy to widen the market reach, increase
the business opportunities and volumes. The paper also intends to drive the attention on the costeffectiveness of using e-marketing as one of the primary marketing communication tools compare
to traditional one-to-one personal selling which has been believed to be the way of doing business
by most of the small entrepreneurs over the years. Thus it is intended with this paper that SMEs
especially those small units which are in the B2B market should start balancing their marketing
and sales spending appropriately with the effective utilization of E-marketing as one of their
focused strategy in increasing business.
KEY WORDS: E-Marketing, Internet, SMEs, Industrial Products, B2B Market
INTRODUCTION:
E-Marketing is represented in many forms viz., internet marketing, digital marketing, online
marketing etc., As the name implies E-Marketing is the marketing done electronically using
internet. E-Marketing is evolved as an integral part of marketing communication tools in the last
decade.
E-MARKETING AND SMEs OF INDIA: CURRENT SCENARIO
M.S. Ramaiah Institute of Management
(Post Graduate Centre for Management Studies & Research)
Post Box No. 5405, MSRIT Post, New B.E.L Road, Bangalore- 560 054.
Website : www.msrim.in

M.S Ramaiah
Management Review
A Research & Academic Journal of Business Management

ISSN -0975 – 7988
Vol.5, Issue1 Jan-June 2014

Studies have shown that many SMEs in India not succeed to get buyers or even enough inquiries
for their products or services because of lack of Unique Selling Point (USP) strategies. Many SMEs
even fail to realize the differentiation of their own products/services compare to the competitors
in the market. SMEs of India today must realise that they need to be different compare to larger
companies and can thus not engage in campaigns at par with the giants. Mimicking the strategies
of the large companies will invariably end in disaster for SMEs. So, SMEs need to think differently
when it comes to building an effective marketing strategy. For instance, they need to identify their
goals first. Secondly, they need to know their market well. Unlike the big players who cater to the
masses, SMEs need to clearly define their audiences and focus their limited resources on reaching
them. Extensive research and review of their budgets is therefore vital at this point of time.
Additionally, after deciding on the marketing strategy, it is very important to spend some time in
ensuring that the strategy is implemented in such a manner that it yields maximum results.
Meanwhile with the advent of E-Marketing, SMEs today have a level playing field wherein they
can compete even with the largest of companies in a bid to attract buyers. Sadly though, it is noticed
that small companies have this notion that one has to be a big company to enter the online arena
to market one's products. However, on the Internet a big company will have the same chances as
an SME to make an impact on the buyer. With the correct techniques SMEs can make it to the top
leaving behind even the biggest of companies. However, most of the SMEs are yet to wake up to
the fact that internet marketing can and is the only cost-effective, measurable and targeted
advertising channel.
Hence Micro, Small and Medium enterprises (MSMEs) today need to think beyond conventional
marketing practices and search for alternative marketing approaches through internet such as
Search Engine Marketing, B2B Portals, Online Directories, E-Mail Marketing etc., .

IS E-MARKETING NECESSARY FOR SMEs?
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E-Marketing is no longer an option for any company, including firms that sell primarily to
businesses rather than consumers. The reality is that whether it’s a consumer looking for a weightloss product or an industrial purchaser looking for a new laser cutting production machinery, the
source they are using is the same i.e., the internet.
The numbers favor industrial companies are more because in general, the cost of the goods is
higher in the manufacturing sector while the cost of internet advertising is lower. And with so
many people searching for the products/services, there is absolutely no reason for any
manufacturer or supplier of industrial goods not to be marketing their products or services on
internet using E-Marketing strategies.

USING E-MARKETING AS ONE OF THE EEFECTIVE
COMMUNICATION TOOL IN THE B2B MARKET OF SMEs:

MARKETING

When a small unit manufacturing industrial product is intending to sell its products to the market
consisting of multi-nationals and giant government sector units the first thing it should do is to
conduct an extensive market research on how the requirements for these products are manufactured
by this small unit can be reached effectively in the wide market across the nation and beyond the
boundaries.
For example, a small unit entrepreneur doing a metal fabrication job-work greatly disbelieves the
fact that online demand for their market can create enormous business opportunities. But the
studies shows that over 550,000 online searches are performed each month for the term “sheet
metal fabrication” every month on one search engine alone. “Metal fabrication” gets over 90,000
searches. “Custom metal fabrication” gets over 3,000 searches a month; on just a single search
engine, half a million searches per month on one search engine. That’s the real demand.
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If small manufacturers knew this fact thoroughly, they probably wouldn’t have ignored their EMarketing strategy. As well they shouldn’t. A well designed marketing strategy will pay huge
rewards: namely steady traffic to the manufacturer’s website from people searching for metal
fabricators 24 hours a day, seven days a week, 12 months a year.
The internet is a huge industry today, and it’s just getting bigger. Every day, more people are using
online search engines to find products and services within the industrial and manufacturing fields.
THE REASONS WHY E-MARKETING WORKS SO WELL FOR INDUSTRIAL FIRMS
OF MSME SECTOR
Online Sourcing of Products: Industrial sale/s in the past one decade is increasing with the use
of internet as the media for sourcing the suppliers of these products. Most of the Companies or
Organizations looking for buying an industrial product search the information about the
suppliers/manufacturers through the search engines.
As per the review of studies the size of the search can be hard to envision. More than one trillion
unique, worldwide URLs were indexed by Google alone by 2010. Some 90 percent of online users
use search engines, and search represents 10 percent of the time spent by individuals on the Web,
totalling about four hours per month. Knowledge workers in enterprises spend an average five
hours per week, or 12 percent of their time, searching for content. The list could go on. People and
organizations are in love with the utility of search.
1. Online is where buyers look when they are ready to buy.
Buyers do not pick up a magazine to thumb through ads looking for advertisements of potential
suppliers. That doesn't mean that print ads cannot influence buying decisions. When industrial
buyers are actively searching for products/services they need, however, they don't turn to trade
publications but rather go to the Internet and conduct searches.
2. Online allows you to more easily reach new markets and geographies.
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Direct mail and telemarketing is limited to a list of known potential customers. It is extremely
challenging for industrial suppliers to break into new markets and new geographies this way. The
Internet is a global medium, though. Having an online marketing strategy allows industrial product
sellers to reach buyers all over the world if they so desire, and does not limit them to specific
market segments.
3. Online marketing reaches buyers when they are ready to buy.
Industrial suppliers cannot time offline marketing efforts to exactly when buyers begin sourcing
new suppliers. A trade show, for example, may be taking place long before or after a buyer is
aware of a need for the products/services you offer. On the contrary, an online marketing strategy
creates a pervasive presence on the Internet that allows buyers to find suppliers when they are
ready to source/buy products/services.
Low Marketing Costs: The online competition for industrial goods remains inconsiderable and
the cost of tapping into online traffic remains relatively low.
When it comes to gaining customer awareness and general industry exposure, we already know
marketing is where the magic happens. And fortunately, MSMEs doesn’t have to suffer budgetwise to maintain a well-executed campaign that produces results. Leaning more towards the digital
side, SMEs can discover on how to make their marketing spendings work smarter.
According to the IHS GlobalSpec “2013 Trends in Industrial Marketing” report, 54 percent of
industrial marketers spent more on digital marketing in 2013 than they did in 2012. With online
industrial marketing typically delivering rapid ROI, better-qualified sales leads, and numerous
opportunities for brand exposure, there’s no reason to doubt that this trend will/ continue in 2014
and beyond.
Understanding this, it’s easy to see how E-Marketing can provide industrial product and services
firms with the single greatest potential return on investment for their marketing investments.
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THE SIZE OF ONLINE INDUSTRIAL MARKET
The size of the online market for industrial products is unlimited to an extent that, the products
manufactured by SMEs undergo online search by innumerable buyers across the world.

It is

evidentially stated in the available literature as an example that over 110,000 searches are
performed each month on Google for variations of the term ‘electronic components.’ Over 165,000
searches are performed each month for ‘Welding Equipment.’ Even niche terms like ‘Sand
Casting’ receive over 60,000 searches per month. Tapping into the online traffic of SMEs market
niche can provide an enormous pool of potential new clients. And remember, the evolution of the
internet is only growing stronger. So any effort SMEs make to bolster their online presence will
only grow over time.
THE COST OF INDUSTRIAL E-MARKETING CAMPAIGN
Of course, the costs of an online industrial marketing campaign vary depending on the size and
scope of the project, but a general redesign of an existing industrial website can be the best return
on investment for SMEs. For investment of few lakhs, SMEs can achieve steady consistent traffic
to their website. Pay per click advertising can add more traffic at pennies per visit. Internet
advertising offers the best return on investment in the form of advertising. And the best news is
that, in the industrial market, the competition is often not very strong; so even minor efforts can
achieve enormous results.
The return on investment is enormous. And it is something every industrial and manufacturing
firm should be taking advantage of, because the truth is: most firms are just starting to wise up to
the potential of E-Marketing. Each year delay by the firm, it becomes more difficult—and more
expensive—to claim the top spots in the search engine rankings.
METHODS OF E-MARKETING FOR INDUSTRIAL PRODUCT SALES OF SMEs
There are different channels through which E-Marketing can be organized and used. Just like other
forms of marketing it is the way to let customers know about what is being sold and all related
M.S. Ramaiah Institute of Management
(Post Graduate Centre for Management Studies & Research)
Post Box No. 5405, MSRIT Post, New B.E.L Road, Bangalore- 560 054.
Website : www.msrim.in

M.S Ramaiah
Management Review
A Research & Academic Journal of Business Management

ISSN -0975 – 7988
Vol.5, Issue1 Jan-June 2014

information about products and services, using various methods. SMEs can find and use the means
to attract genuine customers by using the following methods:
•

Pay by click: This depends on the keywords that are entered in search engines and users
reach websites when they click on listings.

•

SEO: Search Engine Optimization methods are used to get the business web page on top
of the search results page.

•

Website Marketing: Optimizing the website to attract customers by designing and
improving content and web pages.

•

Email Marketing: This involves sending emails and newsletters to customers and
prospective customers to promote and give information about products through subscriber
mailing lists.

•

B2B Portals: Buisness2Buisness (B2B) portals have played their role in changing the way
e-commerce operates in the present world scenario. With clear and indispensible benefits,
many small businesses have gained massive online credibility as well as international
clientele by being part of some reputable B2B portals.

•

Social Media Marketing: Promoting products and services through leading Social Media
websites.

•

Articles and blogs: Small and medium businesses can provide important information about
what they are selling by regular updating of fresh content.

•

Ad placements: This involves placement of advertisements by selecting correct locations
based on demographics of the audience it is meant for.

•

Web-Directory Listings: SMEs should get registered on all the relevant web-directories
online to boost their online presence and attract virtual footprints on their website.
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CONCLUSION
Internet Marketing has considerable importance in the present industrial era in bringing the
economic value for the businesses of SMEs. Hence it is imperative for every small business owner
to adopt this powerful tool as the key marketing strategy for growing their business. At the same
time, there is a support required to this sector by the government and policy makers to bring a
change in the scenario in existence currently among SMEs in India as their barriers in effective
adoption of internet marketing as their primary tool of marketing. There is real realization required
by every individual businessman that internet marketing is the future gateway of growing their
business. Hence more and more research is required in this area to help the MSME sector to reap
the benefits of the studies in growing their businesses.
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ABSTRACT
Although there are reports published by various research agencies such as KPMG and AC Nielsen
on migration of rural people in India to cities in search of better earning alternatives following
real estate boom, still NCAER reiterates that India has 69% of rural population drawing a tag of
‘Real India’ to rural India. Rangarajan committee (2011) has often emphasized on using
technology to speed up financial inclusion campaign and also highlighted the need to include rural
people in to socio-economic mainstream. Government of India has been pushing stakeholders such
as telecom companies and banks to concentrate on giving mobile services to rural areas. Even
developed countries have gone through the issue of technology resistance many times. Government
of India is taking financial inclusion seriously. So in order to design a successful campaign, there
is a need for clear information on perceptions, opinions and attitudes of rural people on mobile
phones. There is a big gap of information regarding usage patterns, perceptions and attitudes
towards mobile technology in rural areas. This study adopts survey methodology to meet the
objective of find out the mobile phone usage pattern by rural people by using chi-square with the
help of SPSS.
Keywords: Mobile Phone, Rural people, Karnataka, Patterns
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1. INTRODUCTION
Technological innovations have given world many gifts. Especially the field information
technology and electronic communications have unveiled many new products to the world. There
are many examples for electronic miracles and one of the most familiar examples is mobile phones.
Modern communications channels are much upgraded with an individual at the one end of planet
able to convey his/her message to partner at the other end of the planet. So, undoubtedly the
distance in our planet is no more a constraint and virtually the world has shrunk in its size. The
first fixed telephone was invented in 19th century and by 21st century world has mastered using the
mobile phone technology. There is an interesting revelation about diffusion of mobile phone
innovation. Swedish mobile manufacturers used the mobile phone in the 1946. Again in the year
1983 Motorola came up with promising portable mobile phone. After wards mobile phone
technology experienced a huge rush of people ready to own it. The table below will give data of
time taken to achieve mobile phone technology implementation targets.
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Table 1.1 Time Taken to cover 3.5 billion by Time Segments
Stage

Time Taken

People covered

1

20 Years to cover

1 billion mobile subscribers

2

40 Months

To reach 2 Billion mark

3

2 Years

3.5 Billion

Source: Worldwide Mobile Users Survey 2010
Mobile phones have become inseparable part of the human being’s life by enabling him to
contact, speak, and socialize with many strangers in recent times. Mobile phones after successfully
annihilating the trend of pagers were extensively used for talking and texting. Later, as more and
more business communities started targeting this attractive market, continuous segmentation of
markets as well as battle for market share started. To gain a competitive edge over other
competitors many players stepped on augmented services, value pricing, and utilitarian targeted
products by enabling internet availability also by adding many features in mobile phones. This
again became attraction for many business communities to sell their service as well as brands.
Many issues like technological compatibility, reachability, complexity, individual brand strength
and perception on brands get included in overall marketing picture. One of the most frequently
used utility among mobile users around the world is SMS or texting. According to latest study by
mobinet (2007), the intensity of market penetration in many countries has improved. In almost in
all the European countries people use SMS atleast once in the month. Millions of users using SMS
atleast once a month makes the SMS consistently consumed service. In September 2007, it was
predicted that despite emergence of new technologies the SMS service is going to rule the traffic
and revenue streams (Forrester, 2008). So this means SMS will be preferred to multimedia, instant
messaging and even voice calls. A consumer research agency called Metrics in US, UK, France
and Germany have come out with a finding that 60% of the respondents in their survey had camera
phones and 30% were frequently involved in image exchanges by their phones (Digital Trends
2006). In Asia alone volume of camera phones sold in the year 2006 increased by whopping 44%
and by now it has become a common feature in all mobile phones to sell (Wireless Design &
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Development Asia 2007). According to latest Mobinet study (2010), people are showing interest
to use their mobile phones for small cash transaction such as transit fees in bus, taxi, train.
Some services like mobile commerce, mobile banking are also becoming preferred services
by business elites who don’t have time to go out and physically make the payment. The advantage
with mobile banking or mobile commerce is mobility that gives a person liberty to be independent
of location constraints and conduct bank transactions. Even teenagers and students who own high
end and complex mobile phones are going for mobile commerce and mobile banking to check the
balance in their accounts. The mobile phone has bought a great change in the social behavioral
patterns of the people.
Table 1.2 The M-Commerce Usage Intention in Percentage
Countries

Intention in Percentage

Japan

50%

Europe

46%

Rest of Asia

43%

US

38%

Source: Mobinet 2010
After the introduction of email to the cyber space and people’s mind space, the texting
became even more chief utility that promoted and encouraged individuals to express their
expressions. Especially the mobile phones have made every conversation public and slowly the
line of difference is getting thin in between the public and private environment. This change has
also increased the mobile phones utility in social networking. In case of public transport the
speaker may face the feeling of inconvenience and that’s where the SMSs have a good makeover.
The user can utilize the service to chat with his bystander in a silent or more private manner.
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Messaging or texting over a period of time has managed to become a habit among many young
people world wide. Based on this industry introductory data, we can develop research questions
like:
RQ1: Have rural people performed online transaction through their mobile phones?
RQ2: Does online transaction preference have relationship with age?
RQ3: Does different types of online transactions have any association with age and gender?
RQ4: Which the mobile phone feature is largely preferred by rural people?
Young consumers have been open and positively responding to the SMS advertising, SMS-TV
integrated marketing communication (Iii and Woodside, 2006). In India the usage rate of mobile
text services has reached the stable levels and is still growing with SMS having impressed
consumers with participation in many polls, votes and contests. The behavior of texting sets trend
has set a perfect impetus for more mobile driven services, marketing tools and to even target a
certain segment in case of marketing promotion. Even computers have taken a hit from burgeoning
mobile phone market that has come out with different operating systems other than windows with
less complications and speedy internet service in mobile phones. The miracle river known as
internet has flown to mobile phones and has led to opening of vast number of business nodes by
creating opportunities.

2. LITERATURE REVIEW
Many firms in this 21st century believe that information is the key that provide strong edge
against all competitors. But what kind of information always matters to gain edge over the others
players in the market. Some information like usage patterns of mobile phone technologies are not
readily available but are very valuable information. They have to be acquired by designing apt
research methodologies. These ground breaking information can help many stakeholders to
understand their present position and some generic, specific needs and expectations of consumers
and finally gain insight into the operations that are being performed in mobile phones among youth.
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It is predicted that mobile phones instead of being merely used as products, consumers are looking
forward for experience after owning a mobile phone. There is lot of other services launched with
a target of evangelizing a consumer from texting services. Based on above literature the possible
observation can be:
1. P2T: Push to talk services may turn mobile sets into walkie-talkies. But texters view it as
nothing more than a real time voice call which offers limited time, space for self-presentation
and P2T cannot replace the hyper-personal advantage that is available with SMS
provider(Reid, Fraseer J M; Reid, Donna J 2004)
2. IMPS: Instant messaging and presence services offer a continuous virtual text messaging
where the user will be able to update his profile in the mobile phone +and it also allows the
other users to check whether the user is available or not. So that if IMPS is enhanced and
produced the users might accept it (Reid, Fraseer J M; Reid, Donna J 2004).
3. MMS: The MMS depends on the ratio of multimedia supportive handsets to ordinary handsets.
The MMS may survive if there is large number of ordinary mobile phones. In India, over 99%
of people use SMS texting and only 13% of people use the MMS to send photos. (Krupa
Nathwani; Eason, Ken 2005)
According to (silicon.com, 2005), the Indian male mobile users are most enthusiastic
people in using the new services. The service provider should realize that the users should be
provided with low complexity level functionality. As female users continue to be dominant users
of text messages, the network providers can work towards promoting and offering more services
like supporting one-click person-to-person or person to group sociability messages. The network
operators should not underestimate the psychological characteristics of text circles and as per the
evidence, we can say that when usage pattern among the boys and girls differ in case of information
expectation from the service providers. If males are happy with the group wide activities the
females will be interested on server-centered network.
There even alternatives such as desktop oriented services like email or online chat. These
alternatives help individuals better in projecting their personalities to the other party with
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emoticons (O’Sullivan, 2000). Then the impressions of the other party communicating with online
chat would be deeper, and more intense (Hancock and Dunham, 2001). So the SMS can provide
better environment in expressing oneself, and its is not one which opens communications between
one to one person but it also results in hyper personal communication (Walther, 1996).
A survey was conducted in 2003 where many people were interviewed to find out whether
they are comfortable with SMS or mobile talk to develop deeper relationships. But surprisingly
the results showed that most of the people responded that they are comfortable with text messages
and also expressed that text messages helped them to develop deeper relationships (Reid and Reid,
2003). Texters also consume more time in rewriting, editing their messages compared to mobile
talkers and they also use full texting limit while sending a message. According to Ling (2003), the
females are rigorous texters when compared to their male counterparts.
Texters stick to their fewer contacts in the mobile phones and they do not chat with others
as happens in case of mobile talkers. The contacting or talking goes more diverse or it cannot be
expected whether a person is always going to talk with the people in the contact list. The messaging
is done with only selected people in the phone contact list. But if classified into gender groups, the
boys indulge in more group oriented activities and girls with relationships (Seeley et. al., 2003).
According to nestle social research program in UK it was found that every people used to text
atleast five times a day. If observed females are more communicative where they use email for a
longer time. According to Nestle social program, 2005, the age also plays a vital factor to work on
the intensity of the communication among people. when the relationship happens whatever may
be the outcome maybe flirting, chatting the individual will be comfortable and will be matured
enough to handle the relationship. At the overall to manage the relationship, the texting medium
is preferred by large amount of people. In case of privacy and mobility the mobile phones will be
used by young people for texting which gives an individual an unlimited time and space
limitations, the young people will have better control on communication leading to the messaging
boom. The consumers have mostly used mobile devices mainly for simple services, such as voice
services and text messaging. Based on this factor, it is important to understand the driving forces
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of consumers’ intentions to use mobile services and to adapt the services to fulfill consumers’
motives for using those (Nysveen et al., 2005).
The main intention of consumers behind mass adoption of mobile telephony technology
among young people was to sustain relationships with other (Power & Horstmanshof, 2004) as
well as expanding their social networking (Srivastava, 2005). It was also believed that many people
when they purchased mobile phones got a sense of security so that they could immediately spread
or communicate, explain the event to their nearest ones (Taylor & Harper, 2001; Chapman
&Schofield, 1998, Carroll et al. 2002). Especially youth segment expect social enjoyment, access
and convenience aspects from the mobile phones (Tjong et al, 2003).
Post globalization, as dual income nuclear families in developing economies are increasing.
Couples who were parenting their children found it easy to keep in touch with their siblings through
mobile phones (Frissen, 2000 & Matthews, 2004). With these above utilities in the literature, we
can clearly observe that there has been significant change in the way mobile phones are used. The
main reason for the changing patterns is lifestyles of people across the world following economic
development. This includes many domains like peer groups, families and work. When a new
product emerges in the market, after smelling its success, people will intend to immediately adopt
it. In case of mobile phones increased and abnormal usage of the same has lead to opportunity
spotting among students as they have turned addictive towards technologies (Ling & Yttri 2002).
 Research Gap 1
According to (Madrid 2003), if a normal person feels that he has to use mobile phones
overwhelmingly more than one 30 minutes in one hour, he can be called addictive. Many
researches have acknowledged that people of all ages have adopted the mobile phones but at the
same line they have sighted complexities with younger generation needs, expectations and
behavior with mobile phones (Bianchi and Phillips 2005, Paragras, 2003, Monk et al 2004, Palen
et al 2001).  Research Gap 2
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According to (James & Drennan 2005), the usage rate among students was as high as 1.5
hrs to 5 hrs in a day and interestingly their average bill will amount to $ 140 per month. In Australia
97% of teenagers were making less than 5 calls and 85 % of the mobile phones usage was done
for sending receiving SMS (Mathews 2004). This reminds us of parreto principle. As the market
is getting increasingly segmented with competition there is a need to understand specific
information and usage patterns of mobile phones among major target market that is teenagers and
youth. The challenge for the marketers or designers in different companies is to maintain balance
between features addition and complexity. Even certain information like social, cultural and public
behaviors of youth with their mobile phones needs to be studied (Karjaluoto et al., 2003; Lin, 2005
Aoki and Downes, 2003; McGuigan, 2005; Kim, 2008). As per the general conception, the more
features get added, more complex the mobile phone is going to become. This balance has to be
maintained and whoever has maintained the balance between these two features has conquered the
market. It is also said that there are very little empirical work about gaining insights into mobile
phone using and operating behavior of youth (Bar et al., 2007; Lindqvist and Svensson, 2007;
Okabe, 2004; Wirth et al., 2008). Research Gap 3

3. RESEARCH OBJECTIVES
Based on research questions developed and evidences of literature review, the research objectives
developed for the study are as follows
•

To assess the feature that is frequently used in the mobile phones

•

To evaluate whether there is any association between age, gender and discipline with online
banking transaction preference.

•

To evaluate whether there is any association between age, gender and discipline with online
ticket reservation.

•

To evaluate whether there is any association between age, gender and discipline with online
purchase preference
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To come out with the model that explains associations between age, gender discipline and
online banking transaction, online ticket reservation and online purchase.

The methodology, methods and techniques employed to meet above research objectives are stated
in the research methodology section.

4. RESEARCH METHODOLOGY & HYPOTHESIS DEVELOPMENT
The study has adopted survey research technique under exploratory research it is very much
evident that many constructs have come up to measure adoption and usage but as per the research
gap identification in the chapter 2, many studies have indicated that there are some unexplored
gaps when it comes to youth mobile phone using behavior. The study starts with exploratory
research to come up with a model that tells about association between variables. Inductive method
was followed to arrive at a hypothetical model. Primary data was collected through a questionnaire
that is a structured tool of measurement. Every questionnaire was administered to the respondents
by researcher. Secondary sources were referred from research agencies such as Forrester, Mobinet
and Digital Trends to gain industrial overview and for literature review; proquest database was
used to gain insight into number of studies done to examine the effect of variables in the category
of youth mobile phone using behavior. Measurement scales employed in the study are nominal
and ordinal scale of measurements. Reliability test was done to proceed ahead with data analysis.
Further, Chi-Square test was done to measure the association of variables by evaluating hypothesis.
Based on literature review and research objectives hypothesis developed as follows:
H1: There is an association between Age of rural respondents and Banking transaction preference.
H2: There is an association between Gender of rural respondents and Banking transaction
preference.
H3: There is an association between Age of rural respondents and ticket reservation preference.
H4: There is an association between Gender of rural respondents and ticket reservation preference.
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H5: There is an association between Age of rural respondents and Online Purchase preference.
H6: There is an association between Gender of rural respondents and Online Purchase preference.
The Sampling method selected for the study is non probabilistic sampling method with
judgmental sampling as the sampling technique. The researcher before administering the
questionnaire decides whether to add the respondent in the sample are not based on his experience
and wisdom. This study doesn’t intend to generalize the findings but it wants to gain insight into
specific behaviors of the rural at Hassan district. In this study we are focusing on associations and
specific online transactions preferences of respondents.
The confidence level for the study is selected at 95% that is widely accepted for management
related research and the probability of error allowed is 5% (0.05). The data analysis strategy was
more of a quantitative pattern by running tests that measure association between two variables in
cross tabulation. Due to enormous time crunch the data that we could get was around 62 responses
out of 62, 9 were eliminated after detailed scrutiny of questionnaire because of their ineligibility
for inclusion in the data set of SPSS. The total valid responses came to 53. Overall the research
philosophy employed in this study was interpretivism.

5. DATA ANALYSIS AND INTERPRETATION
The data set was analyzed with the help of IBM SPSS, version 19. The techniques employed to
meet the objectives were frequency tabulations, cross tabs, Reliability Analysis and Chi-square
test. At first, the demographic details of the respondents as follows
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Table 5.1 Frequency Table of Respondents classified by their Age
Cumulative

Valid

Frequency

Percent

Valid Percent

Percent

16-22

18

34.0

34.0

34.0

23-26

11

20.8

20.8

54.7

27- 35

14

26.4

26.4

81.1

35 and above

10

18.9

18.9

100.0

Total

53

100.0

100.0

Figure 5.1 Respondents classified by their Age
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The survey research consisted of 53 respondents out of which it consisted 34% of the respondents
were from the age group of 16-22 and next biggest response have come from 27-35 age category.
The lowest response has come from 35 and above category.
Table 5.2 Frequency Table of Respondents Classified as per Gender
Cumulative

Valid

Frequency

Percent

Valid Percent

Percent

Male

38

71.7

71.7

71.7

Female

15

28.3

28.3

100.0

Total

53

100.0

100.0
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Figure 5.2 Respondents Classified as per Gender
Majority of the respondents from the gender category are males and females covered 28.5% out of
53 respondents in the survey.
5.3 Cross Tabulations
Cross tabulation help in gaining more insights into the different variable behavior and observation
can be done by classifying the independent variable in rows and dependent variables in columns.
5.3 Cross Tabulation of Gender and Online transaction performed by Rural
Online_transactMP

Gender

Total

Yes

No

Total

Male

22

16

38

Female

4

11

15

26

27

53

When a frequency tabulation of the internet transaction performed among rural people was drawn,
it didn’t reveal much of information with very less difference in the response.
The same was subjected to cross tabulation to get more insight about gender and online
transaction preference. Males have overtaken females in their use of online transaction across the
internet. This finding falls in the line with literature review.
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Table 5.4 Reliability Analysis of three
items in the Questionnaire
Cronbach's Alpha

N of Items

.852

3

The reliability analysis of the items in the questionnaire was done where the output was 0.8 that is
much recommended in all the studies and it is certainly more than 0.5 of Cronbach’s Alpha value.
The three items were targeted to collect ranked preferences towards kind of online transaction
performed in the mobile phones of the respondents. The three ordinal scale items were Ticket
Reservation, Banking transaction and Online purchase.
5.5. Chi-Square Analysis
Chi-Square Analysis was done to test whether the categorical variables such as age, gender and
discipline has some kind of an association with the ranking preference given to all the three items
that have undergone reliability tests.
Table 5.5 Chi Square Table for the demographic variables association with online
transaction preferences.
Sl

Variables in Chi Square

Pearson Chi Square Value

1

Age and Banking Transaction

0.71 (H1 Supported)

2

Gender and Banking Transaction

0.15 (H2 Not Supported)

3

Age and Ticket Reservation

0.17 (H3 Not Supported)

4

Gender and Ticket Reservation

0.22 (H4 Not Supported)

5

Age and online Purchase

0.07 (H5 Not Supported)

6

Gender and Online Purchase

0.15 (H6 Not Supported)

No
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The above table 5.6 presents a clear cut view of association between age, gender and discipline of
students with online transaction preferences. Through the test it has been observed that discipline
has maintained a consistent association when compared to age and gender. Age has only
association with banking transaction preferences and ended having no association with variables
ticket reservation and online purchase. Gender has not supported association with any of the three
variables. Even the hypothesis that are supported and not supported has been indicated in the table.
H1 was supported and remaining other hypothesis was not supported through the test.
Table 5.6 Frequency Table of SMS Feature Rankings
Cumulative

Valid

Frequency

Percent

Valid Percent

Percent

Rank 1

41

77.4

77.4

77.4

Rank 2

6

11.3

11.3

88.7

Rank 3

1

1.9

1.9

90.6

Rank 4

3

5.7

5.7

96.2

Rank 5

2

3.8

3.8

100.0

Total

53

100.0

100.0
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Figure 5.6 SMS Mobile Phone Feature Rankings
From table 5.6 it can be concluded that SMS is the feature that is largely used among the among
the rural people in hassan district with the SMS/MMS feature in the mobile phone being ranked
as the first most used feature in the mobile phone compared to other features.
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Table 5.7 Frequency Table of MP3/Video Player Feature Rankings
Cumulative

Valid

Frequency

Percent

Valid Percent

Percent

Rank 1

4

7.5

7.5

7.5

Rank 2

21

39.6

39.6

47.2

Rank 3

10

18.9

18.9

66.0

Rank 4

12

22.6

22.6

88.7

Rank 5

6

11.3

11.3

100.0

Total

53

100.0

100.0
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From table 5.7 it can be observed that most of the rural people around Hassan are using
Mp3/Video Players in their phones more frequently compared to camera and other features
just second to the SMS and MMS feature usage in mobile phones. over 39.6% of the
respondents have second ranking to Mp3/Video players
Table 5.8 Frequency Table of Camera Feature Rankings
Cumulative

Valid

Frequency

Percent

Valid Percent

Percent

Rank 1

6

11.3

11.3

11.3

Rank 2

19

35.8

35.8

47.2

Rank 3

21

39.6

39.6

86.8

Rank 4

4

7.5

7.5

94.3

Rank 5

3

5.7

5.7

100.0

Total

53

100.0

100.0
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Figure 5.8 Mobile Phone Camera Feature Rankings
From table 5.8 we can understand that camera has been third most preferred and used feature in
the mobile phones among rural community with 39.6 % of respondents giving the same Rank 3.
With these frequency tables we can clearly observe the ranked preferences of mobile phones
features in the order of rank 1, 2 and 3. The features in the mobile phones help the companies to
sell their products and survive in the market.
6. Findings, Conclusion and Recommendations
Most of the findings in the study are in synch with the industrial norms and literature review
observations. The specific findings from the study are as follows:
1. SMS/MMS features are the most frequently used feature in a mobile phone. (Previously
supported by Silicon.com)
2. MP3/ Video Players are the second most frequently used feature in a mobile phone where
camera feature follows it.
3. Males have come out as aggressive users of internet than females (Previously supported by
Seeley et. al., 2003, Amin et al., 2006).
4. There is a good association between age and online banking transaction done.
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5. There is no association between gender and banking transaction done.
6. There is no association between age of rural people and online ticket reservation done.
7. There is no association between gender of rural people and online ticket reservation done.
8. There is no association between age of rural people and online purchases done.
9. There is no association between gender of rural people and online ticket reservation done.
From the above listed findings, conclusion can be drawn that rural people in and around Hassan
are robust users of mobile phone with SMS/MMS feature ranked as the most frequently used
feature followed by MP3/ video players and camera feature. The survey revealed much more
crucial information by scanning and scrutinizing the association between various categorical
variables like age gender and discipline with the different types of online transaction conducted.
Considerable numbers of rural students are active online through their mobile phones. This defies
the overall literature indications that mobile commerce adoption even in developed and developing
countries is moving at a snail phase that is supported by (Riivari, 2005).

Online Purchase

H6 -

Gender

H4 -

Ticket Reservation

H2 -

H5 -

Banking Transaction

H3 -

Age
H1 +

Fig 6.1 Associations Between Variables from the Study
The above figure No 6.1 shows the hypothetical relationships that were tested with chi-square
analysis to arrive at the association of different variables. This model stands as a basic window
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opener for many more researches taking on further studies about positive associating variables in
this research. Recommendations based on conclusions can be made that companies can go on
efficiently targeting youth with their attractive internet package schemes with banking transaction
and ticket reservation being done at an increasing rate compared to online purchases. But the online
purchases are being made at a lower percentage compared to other two internet transactions. This
research helps companies to effectively segment the market by evaluating the association of
different variables with the online transacting behavior of youth.
6.1 Limitations & Future Scope for Research
The sample size could not be largely covered because of time constraint. The findings of the study
remains confined to rural people in around of Hassan district. As there was very less sample size
regression analysis could not be employed. Any exploratory research should come out with a
model that has empirical evidence. But this study forms a basic impetus for further studies to build
more and more sophisticated models that clearly depict the relationships especially about the
mobile phone usage behavior of youths. Gender has no association with any online transactions
but interestingly age has very good association with the banking transaction where mobile banking
transaction can be further probed with the age. The findings vary demographically. Future studies
can further conduct more critical tests to evaluate the relationships and regression patterns related
to the finding of this study by identifying constructs.
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PRESIDENT - AWAKE
Mrs. Dhanvanthi Jain
In conversation with Uma Balakumar
AWAKE – A Brief Profile:
AWAKE – Association of Women Entrepreneurs of Karnataka is a not-for-profit, NonGovernmental Organization (NGO) based in Bangalore, India, working towards ‘Empowerment
of women through entrepreneurship development to improve their economic condition’.
In December 1983, seven successful women entrepreneurs Ms. Madhura Chatrapathy,Ms. Kiran
Majumdar, Ms. Lekha Chand, Ms. Shandrila Naidu, Ms. Indrajeet Sahani, Ms. AbanMinochar and
Ms. Supanya Datta got together and formed Association of Women Entrepreneurs of Karnataka,
for short, AWAKE, in Bangalore.
Vision
Reaching out to more women and creating Entrepreneurs who will become role models for
emulation world-wide.
With the vision to build a strong force of women entrepreneurs, they motivated women to embark
on their endeavour of entrepreneurship and supported them to establish themselves as successful
entrepreneurs.
AWAKE aims to
•
•

To promote entrepreneurship among women and thereby empower them to join the
economic mainstream
To enhance the status of women in the society, by creating a culture of entrepreneurship
amongst women in both rural and urban areas
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UBK: Q1. Greetings from MSRIM ! Madam, how do you provide Entrepreneurship
Counselling to aspiring Women?
DJ: In 1984, AWAKE started with Business Counselling as its main service offered to
prospective women entrepreneurs. Every Thursday’s women walk in to AWAKE not only in
Bangalore but also in various district offices in Karnataka to get the assistance they would require.
Here they are given guidance by specialist counsellors and practising entrepreneurs. Whether they
belong to upper or lower caste, educated or uneducated, rich or poor is immaterial and we support
them to start business.
Women come to us thinking that we would assist them in establishing a business right from the
beginning without knowing what exactly they are capable of. We know that they really are
interested to start something.
We always tell these women not to think only about Government employment but emphasize the
need to be the self employed. In the longer run they could be the creator of employment to others.
The information can be in terms of entrepreneurial initiatives, their future roles that will be given
to them with the best of our ability.The good part here is that whether they want to become
entrepreneurs or something else, we counsel and give them some amount of useful information, so
that they will not go empty handed.
UBK: Q2. Who are your target groups?
DJ: * All women from urban, rural areas aspiring to be socially and economically self-reliant and
empowered, irrespective of their academic, social and economic background.
* All women entrepreneurs seeking guidance to grow.
*SHG women, NGOs and developmental agencies engaged in Income Generation Activities &
Entrepreneurship Development.
UBK: Q3. How do the women gain confidence in your organization?
DJ: During the process of counselling there will be lot of information sharing between counsellors
and counselee. The interesting aspect here is that the idea is given by the counselee that can either
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be impractical or constructive. The counsellors are well trained and emotionally balanced and they
say that every idea is good idea. Also they use tools and techniques to convert these ideas into
implementable ones.
When the women come here, they neither have any business idea nor the knowledge required.
Here they will be taken across different stages of counselling that builds their confidence and
motivation building. Once confidence level is high, the counselee starts sharing everything about
herself, family, her likes, thoughts and interests.

UBK: Q4. What is the type of guidance that is provided to the women post counselling?
DJ: After idea is generated, we make them understand various Government schemes, how to
source funds and approach Government departments, Banks and help in finalizing Project
proposals. In nutshell, the counsellor provides holistic information as far as the enterprise is
concerned.
UBK: Q5. Kindly name a few awareness programmes that are undertaken by AWAKE?
DJ: We conduct various awareness programmes at grass root level and also create awareness
among college students. These programs are aimed at providing the information related to the
various schemes of Government of Karnataka and Central Government.
For instance, our district representatives in Sitapur in Gulbarga used to organise various awareness
programmes and at the same time they also are invited to work under different programmes in the
rural and district level. They work with Government agencies, District Industries Centre –DIC,
MSME and various support systems.
Following are the type of awareness programmes undertaken by AWAKE: Enterprise Learning
Network, Rural Industrialization Program, Karnataka Watershed Development Society
(KAWAD), SUJALA Watershed Projects, SWASHAKTHI, Rural Entrepreneurship Development
Program (REDP), Nagara Streeshakthi Project, HP LIFE (Learning Initiatives For Entrepreneurs).
UBK: Q6. How do you promote Women entrepreneurship?
DJ: It is mostly by word of mouth. Also we create lot of awareness across Karnataka, creating
spirit of entrepreneurship and make them understand the importance of self employment.
UBK: Q7. What is the level of Intervention?
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DJ: Our interventions are not same for everyone. AWAKE works on various projects and lot of
process that varies from area to area, target group to target group and community to community.
UBK: Q8. How do you assist in Business innovation?
DJ: Innovations are the perspective point of the entrepreneur as we are clear that the idea is of the
entrepreneurs - whether innovative, non innovative, traditional non-traditional. Here we help them
by fine tuning their ideas into commercially viable enterprises. AWAKE expedited the growth of
women entrepreneurs in food processing by establishing a Business Incubation Centre at
Bangalore. To name a few, Innovations are in food based products, eco friendly products like areca
nut plates, products from coconut shells, manufacturing machines for the food processing
industries etc.

UBK: Q9.What are the different type of Trainings given by AWAKE?
DJ: Entrepreneurship Development trainings are offered comprising of Awareness programs,
Entrepreneurship Development Program and Skill development trainings, vocational training and
Workshops.
UBK: Q10. How does AWAKE provide Financial Support?
We do not give direct finance but do credit referral, and help those people who come to us and say
that do not know where to go. We fine tune their business plan with lot of interaction with them
as the Banker has to look into the Business plan and viability; we develop their confidence level
and talk to the banks portraying their business.
UBK: Q11. Is there a limit in providing the financial support for Women Entrepreneurs?
DJ: Though finance is an issue but for the people with solid proposal and profiling, it is not an
issue. The limit is actually up to Rs.25 to Rs.30 lakhs but again depends upon the nature of the
plan and business viability. With the help of AWAKE they have received collateral free loan up
to Rs.30 Lakhs. For example, it was given for mass production of the roti and chappathi making
machines to supply in Bangalore and for plastic moulding categories. The banks are very proactive
at various points but they are very clear that their proposals should be with some amounts of facts.
UBK: Q12. What are the issues involved in repayment of loan by the Women Entrepreneurs?
DJ: Women are known for timely repayment of loans, in rare cases there is monitoring by us and
we take the onus on us and make them to understand that the money in the Bank is somebody’s
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hard earned money. We at AWAKE teach them the ethical and moral values. In the event of any
non-repayment we call the entrepreneur and check with them the reasons. If the reason is genuine,
we also speak to the Bank, apprise them of the situation and find out if there is method to restructure the repayment so that it could be payable. ex: for a monthly re-payment of Rs.10000 we
would ask them to reduce the instalment to Rs.6000 This would lessen the financial burden on the
entrepreneur and enable the Bankers get their money as well.
UBK: Q13. What are the various Support mechanisms that are assisting the Women
Entrepreneurship?
DJ: AWAKE started associating and collaborating with several agencies to support its
activities. Initially, the activities of AWAKE were concentrated in Bangalore and during early
1990s, the services were expanded to other districts of Karnataka. AWAKE’s contribution to the
empowerment of rural women has been recognized internationally.
We support people in terms of market linkages, networking, technology Upgradation, providing
various schemes like designer concepts, packaging, quality aspect that provides the required inputs
to the Women entrepreneurs. This would enhance them to upgrade their production capacity and
quality.
Following are some of the support Institutions that offer assistance of various kinds to the Women
Entrepreneurs.
KASSIA

-

Karnataka Small Scale Industries Association

FKCCI

-

Federation Of Karnataka Chamber of Commerce and Industries

MSME

-

Ministry of Micro, Small and Medium Enterprises

KSWDC

-

Karnataka State Women’s Development Corporation

KCTU

-

Karnataka Council for Technological Up gradation

MFPI

-

Ministry of Food processing industries

VITC

-

Visvesvaraya Industrial Trade Centre

KSFC

-

Karnataka State Financial Corporation

UBK: Q14. What are the initiatives of AWAKE?
DJ: AWAKE became a portal for exchange of information that lead to the establishment of
Research and Resource Centre.
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We are planning to set up industrial estates for women entrepreneurs in North and South
Karnataka. It is going to be a comprehensive knowledge hub with the training needs at every level,
residential facilities that are especially dedicated to the Women Entrepreneurs.
Awake Research Institute for Skills and Entrepreneurship (ARISE) is the new initiatives of
AWAKE set up in Bidadi. AWAKE is the biggest stake holder of ARISE. By 2025 AWAKE plans
to promote 50,000 women entrepreneurs and
4, 00,000 manpower in terms of various skills.
This idea is going to be the PAN India operation and ARISE is going to be a University dedicated
to entrepreneur initiatives and skilling.
UBK: Q15. What are the Challenges faced by AWAKE?
DJ: There are lot of challenges we face. Among them sustainability itself is a big challenge for us
as we are not a profit organization. We do a service to the community and we do not receive any
Grants from the Government.
We have to adapt to the changes year after year as the needs of the people who come to us are
different each year. We would want to do so many things but there are some constraints which do
not allow us to support many initiatives which we would like to support. Constraints are specially
in terms of marketing as well as finance but more so in marketing.
UBK: Q16. What are the promotional events organised for Women Entrepreneurs?
DJ: AWAKE extends its services as a support agency by organizing conferences and networking
platforms for its members and thereby helps in enhancing their growth. We even facilitate the
process of the women going abroad. Many of them have participated in International Trade fair.
There are some schemes under the Government of Karnataka under which they get concessions.
Women entrepreneurs get a subsidy of 90% to meet their travel expenses from the Government of
India to go abroad. The purpose of participating in international fair is to show what the market
requires and not what women entrepreneurs promote. Some of the enterprises like Bio- technology,
plastic related industries, Science and Food processing industries are the active participants in the
International Trade fair. Government of Karnataka and Govt. of India have lot of mechanisms
through which they can show case their product.

Uma Balakumar is a faculty of HR at MSRIM. She has industry and academic experiences. She
can be reached at umab@msrim.org
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M.S Ramaiah Institute of Management (Post Graduate Centre for Management Studies &
Research) was established in 1995 by Gokula Education Foundation. Founded by late Dr.
M.S. Ramaiah with the purpose of imparting quality education at all levels, GEF has made
commendable progress and stands today as an institute of excellence in different disciplines.
Spread across a sprawling campus of around 100 acres, GEF is a family of institutions which
provides high quality education in various disciplines.
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

M S Ramaiah Institute of Technology
M S Ramaiah Medical College
M S Ramaiah Medical Teaching Hospital
M S Ramaiah Institute of Nursing Education & Research
M S Ramaiah Composite Pre-University College
M S Ramaiah College of Arts, Science & Commerce;
M S Ramaiah Vidhyaniketan
M S Ramaiah Institute of Management;
M S Ramaiah Management Institute
M S Ramaiah Academy of Management
M S Ramaiah College of Law
M S Ramaiah Institute of Physical Medicine & Rehabilitation;
P G Course in Nursing [M Sc (N)]
M S Ramaiah Polytechnic
M.S Ramaiah Institute of Oncology
M.S Ramaiah Institute of Cardiology
M.S Ramaiah Institute of Nephro-Urology
M.S. Ramaiah University of Applied Sciences (MSRUAS),
The University was created by integrating
M.S. Ramaiah Dental College
M.S. Ramaiah College of Pharmacy
M.S. Ramaiah College of Hotel Management
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M.S. Ramaiah School of Advanced Studies
M.S. Ramaiah Advanced Learning Centre.
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