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Editor's Desk

Dear Readers,

The Volume 13's first issue of IMR 

Management speak is in your hands now 

containing five research papers. All papers are 

from very different areas with very good 

research inputs. 

Mr. Shreya Shukla's paper titled 'Employee 

Well- being, an analysis of organizational 

performance with respect to the productivity of 

the organization' is an eye opener. Employee 

well being has already taken a center stage in 

almost all organizations. It relates to the 

satisfaction level of the employee which in turn 

directly relates to the productivity of the firm. 

The paper focuses on various methodologies 

used for increasing satisfaction level within the 

company.

Dr. Shishir Srivastava is a contemporary titled 

'New Dimensions of Financing to Medium and 

small sized Enterprises in India with Reference 

to Venture Capital Financing'. It deals with 

certain specific features and options for 

financing MSMR sector and identifies the 

benefits of venture capital as new financing 

option for MSMEs. The importance of venture 

capital in the development of the economic 

environment is also dealt with along side 

suggesting factors which are responsible for the 

same. 

Dr. Kunwar Milind Singh takes on to the current 

scenario of COVID- 19 Pandemic and its 

adverse effects on the business resulting in the 

declining profits and employee engagement. 

The case tackles the strategies which can 

reverse the trend and sustain the productivity in 

tough times. 

Ms. Jyoti Gupta research paper is in retail 

industry. Though the organized retail is on rise 

but the 'service standards' are a big question 

mark. The study explores using adequate 

research techniques and tools on perceptions 

and expectations of customers for the factor of 

service quality in an organized retail.

Ms. Jasdeep Kaur in her research paper 

highlights the transformation our banking 

industry has undergone with the advent of 

technological disruption. It has enhanced the 

service standards and landed socio economic 

benefits to the society, according to the 

researcher. 

I am thankful to our readers and contributors for 

their interest in the institution's journal. 

Dr. (Prof.) Rakesh Premi
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Shrey Shukla
Assistant Professor
Department Of Business Management
Dr. Virendra Swarup Institute
of Professional Studies, Kanpur

ABSTRACT

In recent times Employee Well Being has become 

an integral part of the organization. Employee well 

being

relates to the level of customer satisfaction of the 

employees in the organization. It correlates with the 

welfare of the employee and employer relations in 

the organization. Employee well-being is a term 

that defines the state of the employees in the 

organization. It ensures the satisfaction level of the

employees. Employee’s well-being not only 

includes the respect or gratitude but also includes 

employee

recognition as well. But there is a critical factor as 

well that is included in the employee satisfaction as 

the employees must do the jobs in accordance with 

the requirement to the organization and the 

employer

and in any case the requirements are not met, the 

organization’s environment may collapse. Many 

offices have also installed treadmill workstations 

for employees to walk on conference calls, many 

web

meetings or working on their laptops. It’s way to 

encourage our people to keep moving during the 

day.

One other way to ensure that the employees are 

Employee Well-Being-
An Analysis of Organizational
Performance with respect to
the productivity of the
organization
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learning and growing is by aiding their personal and

professional development. If it’s convenient, allow 

the employees to work from home or from an offsite

location one day a week. Doing so allows for greater 

focus, and a change of scenery can inspire new 

ideas. The main objective of this paper is to focus on 

the methodologies used for increasing customer 

satisfaction in the organization that would 

ultimately result in the higher productivity or the 

higher output to the organization.

Keywords: employees, satisfaction, productivity, 

organizational balance

OBJECTIVE OF THE STUDY

The main objective of the study is to identify the 

methods that could go with „excellent health with 

organizational engagement? and to identify the 

ways that could relate the employee loyalty with the 

productivity of the organization. There are many 

organizations that are working on this principle. 

This means that employees health is taken into 

concern with the organizational outputs as well. 

There are many organizations that work as call 

centers. So the main job is getting into a conference 

call with several members. So the organizations are 

using treadmills that they walk onto and get their 

targets achieved. As is clearly known that 

employee‘s well-being is now greatly considered in 

the organizations. It is ensured that at any case the 

ease of employees shall not be hampered. Thus to 

ensure that employees feel ease in the organization 

certain steps are taken to boost their morale and 

health and make them feel comfortable in the 

organization. This study focuses on several 

proportions that the organizations would indulge for 

the betterment of the employees. Those employees 

who feel that their voice is heard or their point of 

view is heard in the organization are considered to 

more likely feel empowered and can perform the 

best of their duty. It is said that employee motivation 

is necessary but being equivalent to employee 

motivation, it is equally important to hear the point 

of view that an employee keeps in front of the 

management.

RESEARCH METHOD

'Employee well-being-an analysis of organizational 

performance with respect to the productivity of the 

organization' research basically focuses on the 

methods that can be used to enhance the 

organizational productivity. Since this is a report 

based upon secondary data so exploratory research 

design is used in this research.

INTRODUCTION TO EMPLOYEE WELL 

BEING

The initiatives of well-being of employees are 
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basically made to design and boost up the health of 

employees along with performance of the 

employees in the company, speeding up the 

engagement, cutting down employee absenteeism 

or in some cases employee presenteeism.

Much has happened over the past decade with 

regards to introducing employee well-being into the 

workplace.

Nowadays Wellness programmes are going on very 

well in making their mark upon the organizations. 

With the passing of time the increasing popularity 

and demand for the employee well being has come 

into existence within the workplace.

It is wisely said "Happiness at Workplace" means 

the extent of employee well-being and the 

satisfaction level of employees inside the 

organization.

As per the findings by Gallup he stated that highly 

engaged teams show around 21% profitability. His 

report stated that most of the organizations make 

employee engagement central part of the 

organization.

This means at any case the employees will be 

engaged for their betterment and for the betterment 

of the organization.

It is also said that those employees who feel that 

their voice is heard or their point of view is heard in 

the organization are considered to more likely feel 

empowered and can perform the best of their duty. It 

is said that employee motivation is necessary but 

being equivalent to employee motivation, it is 

equally important to hear the point of view that an 

employee keeps in front of the management. As per 

the recent data those employees whose voice is 

heard are 4.6 times more likely to perform the work 

assigned to them and hence can be considered as a 

best way for employee motivation.

The other part of employee well being involves a 

statistical data that shows 96% of the employees 

that can show empathy are more likely to advance 

employee retention at any case.

POWER OF EMPLOYEE WELL BEING

FIG:1 (POWER OF EMPLOYEE WELL BEING)
SOURCE: https://images.app.goo.gl/DqKwECLktXwLAaia6

The power of employee well being include the 

following aspects:

1. PHYSICAL

Physical is related with the health of the employees. 

This means that every organization will have to 
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move forward with the first priority of proper health 

of the employees. If at any case the health of the 

employee hampers the organization he is working 

with should put many efforts that could upgrade the 

health of the employee.

2. MENTAL AND EMOTIONAL

Mental state of employees means the system of 

work life balance is also importamt. If the mental 

and emotional state of employees is not concerned 

this means that organization is only willing for 

outputs but the way inputs are given are of no use to 

the organization, Therefore to maintain a healthy 

work life balance the mental and emotional state of 

employees shall be considered.

3. PERSONAL

Personal means personal space is also required to be 

given to the employees just in case to ensure that 

their personal life is not hampered. This means that 

employees are not to wait more than the required 

time schedules of the organization just in case their 

personal space is not affected.

4. HEALTHY EATING

Healthy eating means to eat that food which does 

not affects the health and hygiene of the employee. 

As we all know if employees will be healthy so they 

will lead a vital role in the upliftment of the 

organization so they are advised to focus more on a 

healthy eating. To ensure the same many camps are 

organized by the organizations to spread awareness 

among the employees and the organization.

5. DISEASE MANAGEMENT

Disease Management also comes under employee 

well being and therefore the same concept lies 

therein that in order to manage the availability of 

the employees they need to healthy. They can only 

be healthy if they eat healthier food and their 

immunity is strong. So most if the organizations 

organize various vaccines camps as well to ensure 

that their employees have high strength of 

immunity and they can fight those diseases at any 

case. Thus will lead to employee management and 

employee engagement as well inside the 

organization.

6. FINANCIAL

The last but not the least also matters is the financial 

terms of the organization. If an organization is 

offering a handsome amount to the employee, they 

will surely work with the best of their efforts in the 

organization. It is seen if employees are not getting 

a handsome amount they may be liable to switch the 

organization in order to get a better future so for the 

employee well being and employee management it 

is good for the organizations if they offer a good 

amount to the employees apart from other benefits. 
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Thus resulting in the better outfit to avoid employee

retention.

KEY FACTORS CONCERNED WITH 

ORGANIZATIONAL PERFORMANCE

As far as staff well-being is concerned, there are 

certain factors that can impact the organization's 

performance. They are as follows:

1. REDUCED PRODUCTIVITY

It is said that the productivity of the organization 

totally depends upon the employee. It is known that 

the employees form a pillar for a productive 

organization. As a result the organization will be 

more productive only in the case if the employee is 

willing for the betterment of the organization. And it 

also becomes the sole responsibility of the employer 

as well to make the employee feel at ease. Thus to 

maintain a productive balance of the employer and 

employee relations in the organization it is 

important that the work is properly designed and the 

employees focus on to enhance the productivity of 

the organization.

2. INCREASED ERRORS AND MISTAKES

It is seen if the employees are not feeling 

comfortable at the workplace they will make many 

errors that will ultimately result in the unproductive 

growth of the organization. To avoid the errors and 

mistakes in the organization the employees should 

be made free from the hectic schedules and 

therefore they should be made relaxed at certain 

point of time. The organization should conduct 

many such events and annual concerts so that the 

employees feel at ease and should contribute 

towards the betterment of the organization.

3 .  POTENTIAL CONFLICTS WITH 

COLLEAGUES OR MANAGEMENT

Conflicts play both positive as well as negative role 

in the organization. The science to manage the 

conflicts is termed as conflict management. 

Conflicts in an organization are necessary as they 

maintain a better work life balance and therefore 

contributing to the understanding of the views of the 

colleagues. Potential conflicts are nowadays taken 

on the positive aspect because they leave a positive 

impact on the organization. Also the conflicts 

become responsible for the team members as well 

for a better workplace to work in if these are taken 

on a positive note.

4.  LOW MORALE AND NEGATIVE 

ATMOSPHERE

Low morale comes directly from the negativity 

developing in the organization. It is assumed that 

more the negative vibrations occur inside a 

organization, the more negative atmosphere can 

become. Also if in case the work life balance is not 
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maintained by the employer and employee may 

result in the negative atmosphere. Ultimately this 

will result in the production of low morale inside the 

employees. Therefore to maintain employee well 

being it is suggested that the negativities should be 

removed from the organization.

Also the employees should always be boosted up so 

that their morale never goes down and the 

productivity does not get hampered at any case.

5. INCREASED STAFF TURNOVER

Staff turnover basically resembles to the fact where 

the staff or employee of the company switches the 

organization due to unavoidable reasons. Staff 

Turnover is considered very disadvantageous as the 

percentage of employees turning out may prove 

fatal for the organization.

This happens only in the case when the employee is 

not satisfied from the organization. May it be the 

unhygienic conditions, disrupt behavior of the 

management or any other reason. Just to avoid this 

turnover it is expected from the organization to give 

its employees every possible sense of motivation 

and support so that they can be well managed in the 

organization.

DETERMINANTS OF EMPLOYEE WELL 

BEING

As far as Employee well-being is considered there 

are certain proportions that could be considered 

with the respect of employee satisfaction. They 

include the following aspects of employee well-

being:

1. HAPPINESS

Employee happiness is directly connected with the 

psychological well being of the employees.

There are many psychologists that have spent 

maximum time in understanding the psychological 

well being. As per Ryan and Desi(2001) there are 

two components of psychological well being 

namely hedonic and eudemonic. When the hedonic 

component is taken into consideration it takes into 

balance of positive and negative thoughts and 

feelings in individual‘s judgement. The eudemonic 

components totally focus on the fulfillment and 

realization of human potentials meaning is defined 

in terms of employees' feelings of fulfillment and 

purpose in their efforts.

2. HEALTH

Health is considered as a state of physical and 

mental well being and not merely absence of 

disease. There are many organizations that study 

the mental health linked with the organizations 

performance. It is believed that if the health of the 

employee is suitable enough to work in the 

organization, then at any case the employee will 
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work harder to attain the desired results of the 

organization. That is the reason it is said employees 

need to maintain their health at any case.

Healthier the employees are, more productive the 

organization would be.

3. RELATIONSHIPS

Relationships mean the communication between the 

employer and employee. It is said healthier the 

relation between the employee and the employer, 

more productive the organization would be.

The reason for a healthy communication between 

employer and employee lies upon the fact that the 

communication gap in between the employees and 

employer may result in the loss of the organization 

only. Just to ensure the satisfaction of the employees 

in the organization it is assumed that the employee is 

kept on motivated and thus will only be possible if 

the employer and employee relations are best suited 

for the organization.

4. HRM PRACTICES

Human Resource Management practices are 

considered to be a very essential part of an 

organization. Training is also considered as a very 

vital part in the part of HRM practices.

The reason being that Human Resource Department 

evenly joins in the overall development of the 

organization. Thus HRM practices are involved 

each and every where in the organization.

There is not any organization that could not involve 

HRM practices. Thus every organization goes for 

HRM practices and thus the processes get results. In 

addition it provides the positive relationship of 

HRM practices in the organization.

CONCLUSION

As per the discussions in the entire paper the main 

objective of the paper was to discuss the level of 

employee satisfaction and employee welfare which 

could lead onto the employee well being. It is seen 

that employee may work in an organization if and 

only if the employees are satisfied.

Thus the main bullets of the employee well being 

include the following:

?Proper welfare of employee and employer 

relations:-It is to be concluded that the employee 

and employer relations needs to be carried out on a 

positive note because ultimately the organization 

works upon with the contribution of both the 

employer and employee thus giving outstanding 

results of productivity and employee well being in 

the organization.

? A sense of employee recognition should be 

given: This means that every employee no matter at 

any designation he should be shall be liable to be 

given recognition at any case. Giving recognition at 
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any case means that the employer and the 

management is showing concern for the employee 

and therefore the employee works with all his efforts 

in the organization giving productive results.

? Conflicts Management:- Conflicts are 

considered to be an important aspect in the 

organization. Every organization has its own sense 

of politics but if it is taken on a serious note, it 

becomes conflict. Thus it is advised for a healthy 

employee well-being not to indulge in any sort of 

conflict and manage the conflicts accordingly to 

maintain a healthy working environment inside the 

premises.

? Happiness at workplace:- Happiness at 

workplace basically means that the atmosphere of 

the employee is well managed. Happiness at 

workplace directly gets connected with the 

employee satisfaction. The reason being if the 

employee is happy at his workplace he is considered 

to be satisfied and that ultimately will result onto 

employee well being.

Thus to conclude the employee well being in a few 

words means the aspects taken into consideration 

with respect to the employee satisfaction and 

employee contentment. It is said if the employees 

are happy inside a organization, so they will lead 

onto a higher extent of productivity and therefore 

are liable to the well being of the organization as 

well.

Also a point of employee well being includes the 

great sense of loyality of the employees towards the 

employer and the organization. Thus organization‘s 

should focus on the overall development of the 

employees and should indulge in the productive 

development of the organizations and employees. 

Also to include the level of satisfaction a employee 

faces in the organization even matters as well.

LIMITATIONS OF THE STUDY

The limitations of the study include the following 

aspects:

1. Most of the organizations are still focusing on the 

old traditions. New health awareness programs

are not yet started.

2. Certain Well Being programs progress very 

slowly to sustain high employee morale.

3. Most of the organizations cannot afford health 

programs due to their high cost.

4. Sometimes many health programs are conducted 

but the required changes in behaviors cannot be 

seen in the employees.

SUGGESTIONS TO THE STUDY

1. Organizations should include the concept of 

"Happiness at workplace" to help the employees 

feel at ease.
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2. Health costing should not be a factor to make 

employees uncomfortable.

3. Various health programs to be conducted 

fortnightly or monthly.

4. To ensure that health programs give a positive 

impact towards behavorial management.
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New Dimensions of Financing
to Medium and Small Sized
Enterprises In India With
Reference to Venture Capital
Financing

ABSTRACT

Venture Capital financing is growing as an 

important source of funding for small and medium-

sized firms, especially for start ups and business 

expansion. An entrepreneur usually starts the 

business with his own funds, and loan from banks. It 

is during expansion that they find it difficult to raise 

additional funds. The MSMEs have been 

contributing to growing entrepreneurial culture by 

business innovations. The MSMEs are widely 

spread across the almost sectors of Indian economy 

these have traditionally been dependent on Bank 

finance for expansion and working capital 

requirements. Now a day's focus of government 

shifted towards the skill development of people of 

country to make them employable thus the MSME 

sector has the potential of tapping individuals to 

associate with economic activities by way of self 

employment that's why need of easy financing get 

more and more important. Traditional sources of 

funds have their own limitations and they don't have 

risk appetite to finance innovative and unproven 

skill oriented ventures. In this paper we adopt 

exploratory research to explore specific features 

and options for the financing MSMEs and identify 

the benefits of venture capital as the new financing 

option for MSMEs. Further highlight the 

Dr. Shishir Srivastava
Asst. Prof. (Commerce)
FAA Government PG College
Mahmudabad, Sitapur
(Kanpur University)
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importance of venture capital financing in order to 

develop economic environment for progress of 

MSME and suggest significant factors which are 

responsible for development of MSMEs in India 

through Venture Capital financing.

Keywords: Venture Capital, Small and Medium 

Enterprises, start-ups, innovation.

INTRODUCTION

Limited access of Small and Medium Enterprises 

(SMEs) towards the financing tends to be a 

comparatively general issue, whether or not they are 

located in less developed, developing and 

developed countries. it's a general problem across 

the world. SMEs in under developed countries 

typically have a way harder time accessing finance 

than their counterparts in developed countries. this 

is often thanks to variety of things, including their 

own risk profiles and suitability for external 

funding, also because the relative strength and 

capacities of the banking and finance sector 

additionally, the capacities and resources of state 

agencies in developed countries tend to be greater, 

which then allows for larger and simpler policy 

interventions to undertake and overcome market 

failures or address regulatory concerns. There also 

can often be greater market and regulatory failures 

at work in less developed and developing 

economies, compared with more developed 

countries. With recent developments in Information 

and Communication Technology, the utilization of 

'big data' allows financiers to forecast with greater 

confidence on the likelihood of an applicant's credit 

standing. But in countries where such 'big data' 

don't exist, or are fragmented or go unshared, these 

sorts of support structures, so useful in mitigating 

MSME risk, can't be implemented so easily, or 

require substantial efforts and price to be 

developed.

VENTURE CAPITAL

Venture capital is that the investment of long-term 

equity finance where the speculator earns his return 

primarily within the sort of financial gain. the sort of 

financing may include equity or quasi-equity 

instruments and sometimes debt-normal or 

conditional in exchange for ownership for a 

predetermined period of time. And further related 

assistance provided by speculator may comprise 

any sort of educational venture to professional 

business consultation and board representation. 

Once venture has reached the stage of profitability 

the risk capitalists disinvests his own investments 
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through available exit routes and redeploys the 

resources in new ventures. Speculator participation 

is way more extensive and individual than that of a 

standard banker while the later is the Finished 

Intermediatory the speculator plays the role of 

Resource Manager for business development.

A few VCs also operate at the early-stage, including 

Erasmic Venture Fund, Seed Fund, Infinity Venture, 

IFI sponsored facilities like Swiss Tech VCF, and 

therefore the government schemes like SIDBI VC 

and Gujarat VF. Early stage VCs seek smaller deals, 

typically within the USD 1-3 million range. 

However, they rarely go below the half million 

dollar mark, where there's a robust appetite for 

financing, but only a few opportunities. Possible 

sources of smaller investments are represented by 

local public-sector facilities, business angels, 

business incubators funds, and isolated cases of 

seed VCFs, like the micro venture schemes like 

Aavishkaar India Micro risk capital Fund 

(AIMVCF).

OBJECTIVES

1. To explore the precise factors liable for the 

financing in MSMEs.

2. To spot the various financing options / sources for 

MSMEs in India.

3. To explore the risk capital approach over 

traditional financing of MSMEs in India.

4. To seek out and suggest critical points in 

development of MSMEs in India through risk 

capital financing.

FINANCING OF MSMEs

DETERMINANTS OF FINANCING NEEDS 

AND EXPECTATIONS OF MSMEs 

(a) Country risk

(b) Sector during which the MSME is working.

(c) Business risk of the MSME and its business 

venture.

(d) Asset mixture of the MSME.

(e) Debt / equity ratio of the MSME.

(f) Projected future rate of growth of the MSME.

(g) Profitability of the business.

(h) Sort of social and cultural factors.

(i) The broader macro-economic condition of the 

country at a given time.

(j) Current size, stability and complexity of the 

financial sector, influencing the tendency to lend to 

SMEs and other high risk sectors.

MOSTLY USED INSTRUMENTS OF MSME 

FINANCING

(a) Informal finance refers to all or any financial 

transactions, between two parties, that occur outside 
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the regulatory framework and enforcement of a 

central banking and finance authority. Such funds 

may come from personal savings, angel financing or 

'loan sharks'. the first concern with this type of 

financing is that it's beyond the regulatory body's 

ability to manage and enforce the method, like 

protecting users and prosecuting abusers (such as 

usuries), also as inhibiting its ability to enact its 

fiduciary, monetary and systemic banking sector 

responsibilities.

(b) Internal financing is that the method of 

generating funds through a company's core 

business, like through withheld profits and using 

capital.

(c) Leverage  financing which is additionally a main 

source of funding for SMEs, typically takes the 

shape of credit lines, term loans, overdrafts and 

other debt products that has got to be fully repaid 

over time, with interest. 

(d) Equity financing spans a variety of activities 

whereby investors provide funds in lieu for an 

ownership share or other interest within the 

business. It includes a good range of financing 

sources like business angel networks, venture 

capital, private equity, and even share issuance 

through initial public offerings (IPOs). There also 

are hybrid instruments, like convertible loans, 

whereby a loan is converted into shares at a later 

date, if contractually agreed by both parties.

(e) Non-collateralized debt products are typically 

how of issuing financing while circumventing the 

necessity for collateral, which may often pose a 

drag for SMEs. the foremost common sorts of asset-

based financing are factoring, invoice discounting 

and inventory financing. Financial leasing is 

another common method of financing the 

acquisition of kit by SMEs.

WORKING CAPITAL FINANCING

Across all three periods of the life-cycle, it's that 

even a fundamentally profitable business are often 

rendered insolvent by poor income management. 

The importance of money flow for little businesses 

is tough to over-emphasize. Delayed payments for 

goods sold, or a miss balancing between revenues 

and costs can lead a corporation into involuntary 

insolvency. Efficiency in capital is important for the 

functioning of all businesses, including SMEs, if 

they're to take care of operations. The financing 

itself could also be within the sort of a loan, or a 

revolving overdraft facility, secured by the SME's 

assets or that of its owner(s) personal assets. 
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CAPITAL FINANCING

SMEs must be flourish there's also a requirement for 

more long-term funding sources, both debt and 

equity, to support sensible capital investment for 

corporate growth. Short-term loans, principally 

intended for capital needs, aren't neat to fund more 

long-term capital investment needs. Proper 

balancing the mismatch of differing length of 

maturities between assets and liabilities may be a 

difficult task even for banks. To expect SMEs most 

of which might not regard financial management as 

a core competence - to be ready to combat this task is 

therefore unrealistic, and tempting an increase 

within the number of insolvencies. it's during this 

context that both future debt products and services, 

also as equity financing, can play a crucial role in 

providing the type of financing most appropriate for 

SMEs that require long-term funds for capital 

investment. Financial leasing, for instance, neatly 

combines the term of the 'loan' with the utilization of 

the equipment that's leased. Only after the 

equipment is fully depreciated, in accounting terms, 

does the 'loan' cease, and formal ownership of the 

assets is transferred from the lessor to the lessee.

FINANCING SMEs BY VENTURE CAPITAL

Traditionally, Venture Capitalists in India haven't 

curious about the MSME sector. The non-corporate 

structure and little size of majority of MSMEs in 

India makes the Venture Capitalists and Private 

Equity Players unwilling to investing in them 

thanks to higher transaction costs and difficulties in 

exit out of such investments. However, the risk 

capital position in India is changing dynamically. 

Alternative funding like VC is growing up within 

the line of GDP growth within the India, including 

within the MSME sector. Moreover, the VCs are 

expanding their contact into areas besides the old 

traditional VC sectors like Information Technology 

(IT); nowadays interest in sectors like 

biotechnology, clean energy, healthcare, 

pharmaceuticals, retail, media, etc. is additionally 

increasing. 

In the past few years, the government controlled 

financial institutions have initiated positive and 

progressive measures to supply MS¬MEs access to 

funds at an inexpensive and affordable rate and with 

none usual delays. Risk capital funding institutions 

are floated to induct fund at low cost, share the 

danger and to supply management and technical up 

gradation support  to those companies.  

Government-funded schemes exist at both the 

National and therefore the state levels.
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Venture capitalists are often actively involved 

within the strategic operations and management of 

such SMEs to assist make sure the success of their 

investments, and supply useful support where they 

will add value. Investors are interested in risk capital 

investments thanks to the doubtless large gains from 

future sales of shares of the corporate, and are 

therefore willing to simply accept the upper risks 

involved, compared to traditional loans. Indeed, a 

typical private equity investors' portfolio will 

typically contains a variety of investee firms, a 

number of which can failed, some will make an 

adequate return, and just a couple of are going to be 

high successful. the design and activity of risk 

capital tends to vary greatly, counting on the top 

down strategy of the investor, the industry or 

industries on which it's most focused, also because 

the more fundamental characteristics that the 

investor is trying to find in its investee firms. A risk 

capital fund would typically invest in an SME 

within a high growth sector that seeks to expand its 

operations. The duration of involvement of a 

speculator is typically between two and five years, 

after which the speculator will typically sell the 

shares of the corporate on a stock market, as a trade 

sale to other companies, through a management 

buyout to transfer managerial control, or by selling 

the entire stake within the company to a skilled 

competitor or other venture capitalists. If the exit 

from the investment is successful, the investment 

are often considered to possess been an honest one. 

Relative Merits of Venture Capital Financing

• In addition to financing, Venture Capitalists 

provide the firm with business counsel, discipline, 

image within the businessmen, and access to critical 

networks. 

• Venture Capitalists functions a sounding board for 

the firm's management decision-making. 

• Venture Capitalists ensure a profit orientation of 

the firm. 

• Venture Capitalists force management to 

specialise in a limited number of well-defined 

objectives. 

• Venture Capitalists often discipline management 

deciding to be in accordance with the objectives of a 

suitable business plan. 

• VC networks are a valuable source of strategic 

planning information. 

• Venture Capitalists take part discussions with the 

firm's bankers and customers. this provides the firm 

and its products certain credibility. 

• Venture Capitalists have access to networks with 

knowledge of potential available managers. 
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• Venture Capitalist doesn't require collateral to 

finance.

• Venture Capitalists have access to networks of 

other potential financiers. 

• VC networks can help find acquisitions or 

corporate partners for the firm. 

• VC financing offers confidentiality regarding 

commercially sensitive information.

VENTURE CAPITAL IN INDIA

As the Table 1 showing that India has an increasing 

trend in terms of VC financing year 2017 was an 

excellent year for VC investments in India, 

investments increased by 63% compared to 2016, 

while the number of deals remained at almost 

similar levels (595 deals vs. 588 deals in2016). 

Investment breaks its previous record of 2015 when 

country received US$19.635 billion. Table 1 also 

indicates that deals become larger in the year 2018 

which is good sign for the sector. Private equity and 

venture capital investments in 2019 were at 

tremendous high in terms of both deals and volume. 

In terms of value, at $48 billion, PE/VC investments 

grew 28% compared to 2018. The data included 

deals, which were announced but are awaiting 

closure like ADIA, PSP and NIIF's investment in 

GVK and others.

In terms of volume, 2019 recorded 1,037 deals, 35% 

increase over a year-ago period (769 deals in 2018), 

60% of which were in the start-up space. In terms of 

number of deals, start-ups recorded a 61% increase 

in deal activity in 2019 compared to last year (378 

deals in 2018). As per the EY sectoral data Start-up 

investments in 2019 were the highest in terms of 

value and volume. 2019 recorded start-up 

investments worth US$7.9 billion, 22 per cent 

higher compared to US$6.5 billion in 2018. 

Softbank's investment of US$810 million in OYO 

was the largest start-up investment in 2019.

Table 1. Venture Capital Investment in India

Source:  EY analysis of VCC Edge data 2020

Figure 1. Venture Capital Investment in India
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Benefits of Venture Capital Financing Over 

Conventional Financing

The development of risk capital may be a recent 

trend in India. it's still within the nascent stage and 

requires proper framework and professional efforts 

for fast growth. Unlike, USA, where it's normal for 

an entrepreneur to line up a corporation or introduce 

a replacement product within the market by 

obtaining finance from VCFs, which are willing to 

share the danger in returns of future gains, in India 

risk financing is yet to select up during a significant 

way. Although, we've financial institutions and 

banks, which give conventional finance to 

traditional business, there's plenty of scope for these 

institutions to enter into the industry of innovation 

because the normal financial institutions and banks 

in India are affected by many problems. They are:

Inadequacy of Equity Capital- The equity capital 

provided under various schemes is inadequate; all of 

them have tough conditions and upper limit.

Focus on Low Risk Venture- The financing is 

usually confined to ventures having minimum 

investment risk and also the world of low tech., low 

growth sectors, due to the fear of obsolescence.

Conservative Approach-  The financing 

institutions are very conservative and have very 

strict norms at every stage, which acts as a hurdle 

for the Indian entrepreneurs in globalization. 

Delay in Project Evaluation- The project 

evaluation by traditional financial institutions takes 

an extended t ime thanks to  e laborate  

documentation process and also thanks to lack of 

trust within the people, inquiries take tons of your 

time. Thanks to the above, variety of entrepreneurs 

lose interest within the project, economics of 

project change and sometimes entrepreneurs cannot 

enter the market at the proper time.

Keeping in sight the above, we will see that the 

normal industrial finance in India isn't of much help 

to the new emerging enterprise. Therefore there's a 

requirement of finance for the whole duration to 

enable the businesses to get over the negative cash 

flows within the early years. In other words finance 

is required to enable them to pass from the start-up 

phase to expansion phase.

Stages of Venture Capital Financing

Historically risk capital evolved as a way of early 

stage financing, but the notion of risk capital 
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recognizes different stage s of financing. It also 

includes of development, expansion and buyout 

financing for those enterprises which are unable to 

boost fund from the traditional financing channels. 

VCFs also provide turnaround finance to revitalize 

and revive sick enterprise.  An entrepreneur needs 

risk capital fund at different stages of his company's 

growth, which are as follows:

Early Stage Financing:

?Seed financing for supporting an idea or idea.

?R & D financing for development.

?Start-up capital for initial production and 

marketing.

?First stage financing for full-scale production 

and marketing.

Expansion Financing / Development Financing:

?Second stage financing for capital and initial 

expansion.

?Development financing for facilitating public 

issue.

?Bridge financing for facilitating public issue. 

?Acquisition / Buyout Financing:

?Acquisition financing for acquiring another firm 

for further growth.

?Management buyout financing for enabling 

operating group to accumulate firm or a part of 

its business.

?Turnaround financing for turning around sick 

unit.

CONCLUSIONS AND CRITICAL FINDINGS

• SMEs typically find the 'collateral constraint', 

difficult demand that they often struggle to suits. 

Many lack the collateral required, or are reluctant to 

pledge personal assets, like their house, in support 

of a loan for a start-up business venture. Within the 

view of most SMEs, the collateral issue may be a 

major obstacle to accessing financing, and may be 

exacerbated further when banks and other loan 

providers expect to require collateral that's valued at 

markedly quite the loan size. 

• The provision of basic capital is important for the 

functioning of all businesses, including SMEs. 

Albeit informal financial facilities were considered 

adequate from an SME point of view, without an 

efficient regulatory framework to control this 

activity, the risks of a systemic collapse are greatly 

increased.

• In this context, a correct balance between debt and 

equity funding sources is required, with availability 

of risk capital and personal equity particularly 

important for supporting and scaling-up 

entrepreneurial and innovative businesses. risk 

capital investors also can contribute additional 
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technical assistance and industrial experience. For a 

start-up venture that has yet to achieve a robust 

income stream, an unduly large reliance on debt 

financing which must be serviced may be a risky 

proposition.

• There also are non-collateral debt products and 

services like financial leasing and factoring which 

are particularly compatible to SMEs, and thus 

should be considered for introduction.

• A business environment without enough access to 

finance isn't an enabling one for SMEs, but access to 

finance alone is insufficient to constitute an 

enabling environment.

• Government agencies and therefore the 

commercial financial sector must get to understand 

the standard life cycle and associated cash 

requirements of SMEs, which can morph over time. 

During this regard, they also got to consider policies 

that assist in financing viable to SMEs facing cash 

drain periods and identify ways of helping SMEs to 

beat the time gap between receivables and payables 

through various 'bridging' instruments.

• Governments should consider promoting the 

event of latest, 'SMEs friendly' financial products 

and financial services which will better meet the 

requirements of the SME sector and increase the 

mixture volume of SME finance made available.

• Thus, we will summarize that risk capital is that the 

financing mechanism which will fit with the need of 

SMEs and thus it needs necessary impetus from the 

government for a sustained and enormous scale 

development.
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Autocom Private Limited –
Coping strategies during
Pandemic and beyond

Dr. Kunwar Milind Singh,
Associate Professor 
Dr. Gaur Hari Singhania Institute
of Management & Research, Kanpur

An urgent meeting called by Mr. Kumar, the CEO of 

the Autocom Private Limited, founded in 2001, an 

auto component parts manufacturer based in 

industrial city of Kanpur catering to major national 

and international automobile manufacture. 

Company was achieving continuous profit since its 

inception but saw a sharp decline in its revenue and 

profit since last quarter in wake of nationwide 

lockdown due to pandemic Covid 19. The situation 

led to halt in manufacturing operation and 

temporary closure of offices.  In the wake of crisis 

not only there was loss of Revenue but declined 

employee engagement as well. Mr. Kumar called 

the meeting of all the functional area heads 

including special invitees who were present 

through a common virtual online platform. Mr. 

Kumar has expressed his deep concern over the 

falling revenue and profits in previous quarter and 

declining value of the company share. Since he has 

to present the future plan in the next board meeting 

regarding how he can reverse the trend of falling 

revenue and profit besides how Autocom can 

sustain during these difficult times and what is the 

road ahead for the company. 

About Autocom Private Limited 

Autocom private Limited is an auto part 
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manufacturer with a turnover of Rs. 8 Billion They 

employs 400 manufacturing workers along with 

100 officers and staff at his corporate office. 

Autocom is a leading manufacturer of auto parts in 

the state of UP and supplies to national and 

international automobile companies like Maruti 

Udyog, Tata Motors, Hyundai, General Motors and 

Toyota. In recent times company is facing tough 

competition from rival companies both national and 

international brands besides unorganized sector. 

The company got listed in stock exchange and had 

its IPO released in 2014. The company is able to 

retain good talent pool with its people friendly HR 

policy. In order to deal with increasing competition 

from foreign and domestic players, Autocom made 

investment in capitals assets worth 400 million in 

2015 for standardizing its product offering. 

Auto parts component Industries 

Auto component industry in India grew by 10.6% to 

reach US $ 56.2 billion in 2019 and it accounts for 

2.3 % of India's GDP (India Brand equity Forum, 

October, 2020). Auto component industry in India is 

divided in to organized and unorganized sector. 

Organized sector caters to Original equipment 

manufacturer (OEMs) and provide high value-

added precision parts whereas unorganized sector 

manufactures produces low value product 

for aftermarket (IBEF). Autoparts market in India 

get competitive since the arrival of number of 

foreign auto component manufacturer after 

economic reform and government allowed FDI in 

this sector, by setting up in India state of the art 

facility which produces standardized high-quality 

precision product. The industry is getting 

competitive and margin have reduced and 

economies of scale become an important 

component of firm's competitiveness. 

Functional area Perspectives and issues involved 

Mr. Kumar while chairing the meeting reviewed the 

work progress from different functional heads. The 

General Manager (GM) - Production has expressed 

his concern about workers safety and health, falling 

capacity utilization in the plant in the wake of 

falling demand, supply bottleneck from supplier 

that led to increasing cost of production. It has 

happened in the backdrop of Indian automobile 

industry declined by 18% in FY 2019-20 with 

passenger car sales halved in March 2020 due to 

depressed consumer demand and negative 

consumer sentiment as stated by SIAM 

(financialexpress.com, April,13,2020) The GM-

Marketing shown his concern about closure of 
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markets, increasing inventory pile up at dealers and 

retailers' level and their inability to take further 

from company production facility. The GM-Human 

Resource expressed concern about increasing 

complain from different departments about 

employee's lack of motivation, protection of 

employee salaries and how to keep employee 

motivated during these testing times. Besides he 

was concerned about lack of interest among 

employee for training sessions and type of trainings 

that would be suitable during these times so that 

post lockdown employees will have optimum level 

of physical and mental health.  He also expressed 

the concern about manufacturing workers belong to 

other state may leave due to continued lockdown 

and are not very optimistic about their future 

earnings. Given these challenges he has his task 

cutout where he has to not only to retain his existing 

worker but to keep them motivated so that once 

company manufacturing operations resume 

company don't face shortage of skilled workers. The 

GM-Finance expressed concern about loss of 

revenue, increasing cost, decrease in profit, lower 

margins, liquidity crunch, obstruction in payment 

cycle etc.  How company can keep its cash cycle 

running as Auto component market is not 

completely cash based and runs majorly on credit. 

What impact company may face if it goes for 

borrowing to finance its fixed cost. Special invitees 

that include Worker union representative shown his 

concern about protection of workers' rights, jobs 

and wages with no employee layoff besides Board 

members representative expressed his deep concern 

about loss in share prices and loss to the 

shareholders value and overall equity of the 

company. All the concerns were recorded in form of 

Minute of meetings and It has been decided that key 

functional area heads would meet next week to 

chalk out the business plan to be presented by Mr. 

Kumar in the next board meeting.  Meeting ended 

with thanks to all the functional head and invited 

members. 

Concern: 

As Mr. Kumar mulling over the business plan with 

his key functional heads. He was in a dilemma that 

during these unprecedented times whether he how 

he should focus on clearing the inventory, 

incentives given to channel members to clear the 

stock and buy fresh inventory and keeping his 

supplier satisfied. How to maintain relation with 

OEMs during this time, how to keep cash cycle 

moving, keeping the employee motivated, no 

layoff, enhancing work place safety and social 
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security amid pressing resources and wider demand 

for the funds. He has to make tradeoff and careful 

choices. Therefore, how he will steer his business 

during this time, how resource would be allocated 

optimally amid conflicting demand and what would 

be future course of action as manufacturing resumes 

and demand for automobile revive post lockdown 

needs his urgent attention. These were some of the 

pertinent questions in his mind while he will prepare 

the business plan which he will present in board 

meeting due next month.    
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Factor of Service Quality in An
Organized Retail Store:
A Study on Perceptions and
Expectations of Customers

ABSTRACT 

The organized retail sector has become one of the 

fastest-growing industries in India. Indian retail 

industry is worth 500 billion US dollars, as per 

IBEF Report (December 2013). According to the 

same study Rapid urbanisation with rising buying 

power, middle and upper-middle class expanding, a 

joint effort of financial houses and banks with 

retailers providing low-interest rates, Govt 

encourages. Global retail policy and entry policies 

and FDI inflows are the key driving factors behind 

the growth in the retail sector. Consumer behaviour 

is the investigation of how people settle on choices 

to spend accessible resources on utilization related 

things. The present study “An empirical 

investigation on perceptions and expectations of 

customers for the factor of service quality in an 

organized retail store” comprises the investigation 

of Consumers' expectation and Perception as well 

as their Shopping Experience at organised retail 

stores. It, therefore, finds out the service quality of 

Organized Retail Stores.

INTRODUCTION

India's growth story was driven by the retail sector. 

From traditional village fairs, avenues, shiny 

supermarkets, and stores, the retail has expanded 

drastically and is growing stronger.

Ms. Jyoti Gupta,
Faculty Member
National Institute of Micro, Small
and Medium Enterprises, Hyderabad.
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While trading is deemed as the ancient form of retail 

sales in India, given its scale and complexity, has 

changed to meet the country's specific needs. Fair, 

melas, and mandis always formed place in the 

Indian countryside. They still exist in most places 

and constitute an integral part of life and business in 

different areas.

The Khadi &Village (KVIC) has also been founded 

after independence. Upwards of 7,050 KVIC stores 

are now available throughout the region. The Indian 

economy has significantly evolved over the last 

decade. Investment in different sectors was 

however restricted from the 1950s to the 1980s 

because the market and government actions 

favoured the tiny section of investors. In the period 

1985-90, initial actions were taken toward the 

liberalization. Many limitations on private 

corporations were lifted at that time and the Indian 

economy eventually developed from a control in the 

1990s into a "market-friendly" economy.

In recent years, there has been a spread of retail 

chains in various formats like supermarkets, 

department stores,  cash and carry stores, large 

format stores in malls and discount stores. Various  

factors facilitated the spread of retail chains such as 

availability of low price, quality products, 

improved shopping facilities, convenient shopping 

with entertainment and the entry to Indian industrial 

houses like RPG,  Birla and Tatas into retailing.

With the arrival of many new players, in the Indian 

retail market, the sector has become one of the most 

competitive and high growth sectors. It is projected 

that total production expenditures will hit almost 

3600 billion US dollars by 2020, compared with 

1,824 billion US dollars by 2017. Theretail share of 

the National Gross Domestic Product (GDP) is 

more than 10 % of the total GDP. India has the fifth-

biggest retail industry in the world.In the 2019 

Business-to-consumer (B2C) e-commerce index, 

India ranked 73 at the United Nations Conference 

on Trade and Advancement. India is ranked 63 in 

the 2019 World Bank “Ease for Doing Business” 

ranking and the 5th biggest retail spot in the 

world.India is the fifth world's largest retail 

destination. India was ranked 16 in the FDI Trust 

Index (after the United States, Canada, Germany, 

UK, China, Japan, France, Australia, Switzerland, 

and Italy).

1.1 FACTORS INFLUENCING THE 

RETAIL SHOPPER (CUSTOMER)

The shopping behavior of retail buyers is a topic of 

worldwide research. However, the fundamental gap 

remains the sophistication of markets and formats. 

In the last century, retail organizations in India have 
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changed a new phenomenon is taking place in India. 

In strategic formulation, retailers must know the 

rationale behind customers purchasing or 

patronizing a company. The purchase behaviour of 

retail shoppers is influenced by many factors. 

Customer's behaviour can be divided into five 

different categories, namely psychological, 

personal, cultural, social, and other variables that 

affect retail purchase behaviour.

1.2 CUSTOMER  PERCEPTION

The consumer is somebody who uses the product or 

collects it. The experience of the consumer is special 

to every person. Different people can be identified 

by a brand based on their experience. Customers 

today investigate to collect full product and service 

details when shopping and question where to buy. 

They concentrate on price, brand image, delivery, 

promotion, and advertising when they buy or visit 

any retail stores. The choice of outlet remains 

confusing for the consumers. In India, retail is a 

growing business.The picture; the features, the 

product portfolio, the variety, facilities and the 

actions of employees have a strong impact on 

consumers. We need selection procedure of retail 

stores, choice of customer and shopping conduct for 

the individual, style and taste of the shopping 

process, choices during the buying process, The 

wholesaler should aim to draw consumers to the 

store by concentrating constantly on their 

distinctive features and thereby contributing to the 

product, accompanied by advice from visiting the 

store that has a beneficial impact on the outlook, 

they are convinced to buy first.

However, today's consumers do not concentrate 

exclusively on purchase; both internally and 

externally environments of the retail store are 

involved. Family and friends, acquaintances and 

contact networks educate the pre-sale experience 

exceptionally.

1.3 IMPORTANCE OF  STUDYING  

CONSUMER  BEHAVIOUR IN RETAILING

The company faces a crucial challenge in the 

development of market-successful goods and 

services. The manufacturer will develop a product 

that will be popular in the market through an 

accurate view of customers' needs. The place to start 

for strategy formation is customer awareness or 

perception of consumer purchasing behaviour. That 

is not just necessary to consider, but also to 

consider, what customers know about such an item. 

This helps in deciding the contact networks and the 

goods to be built to meet consumer requirements. 

The company will determine how well its brand 

positioning objectives have been accomplished by 
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assessing customer awareness. The business has to 

look at customer perceptions; the positioning 

approach may be considered a success if there is a 

successful match.

The numerous reasons that contribute to the buy, not 

just the shop in which the buy was made, must be 

understood. This involves a variety of influences 

from both outside and from inside. The process 

begins by:

· Understanding how the product/service quality 

has been determined;

· Recognizing the customer's request for 

information;

· The selection process for different goods and 

stores;

· The method of payment;

· The actions after purchase.

REVIEW OF LITERATURE

Purchasing in India was a transformation with new 

technologies, several channels, and tremendous 

improvements in customer shopping behaviour 

Hisam, Sanyal, and Ahmad (2016). Also in form of 

massive shopping areas, multi-story centers, large 

shopping apartments, leisure activities, and food 

courts mostly under one roof, new retailing arrived 

in India.

Amiri and Faghani (2012) explored the correlation 

among both services strategy and responsibility for 

the standard of cellular money commercial 

financial facilities in Iran in their study perceived 

network efficiency (application of SERVQUAL 

model). As the objective and various parameters of 

service efficiency, the researchers utilized patient 

engagement as their exogenous variables; in other 

words observable, accurate, efficient, optimistic 

and empathetic variables.

Vanjari & Thorat (2020) said that, along with 

traditional retailers, the advent of new retail shops 

would lead to market growth even with the growth 

of traditional retail formats. Regulatory and 

systemic constraints that generate growth 

opportunities for the emergence of urban retail are 

being reduced.

Kumar & Marishkumar (2020) indicated the 

service quality position has increased many times 

the vigorous rivalry in integrated retail stores and 

its prominent role to customer satisfaction.

Neela and Abirami (2020) claimed that organized 

product retailers fail to recognize emerging 

developments and improvements in modern retail 

due to lack of successful business strategies that 

satisfy current customer demands, thus meeting 

urban and rural demand preferences. 
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Upadhyay and Singh (2008) considered that 

supreme consumer quality gives an advantage in the 

business in their analysis titled 'measuring 

customer-perceived value from various retail 

formats.' They also noticed that amusement is more 

and more regarded as a significant strategic factor 

for retail delight. The study has revealed that in 

providing economic value to them, customers view 

hypermarkets at in line with the basic retail outlets.

OBJECTIVE OF THE STUDY 

1. To Evaluate Consumers' Perception towards 

service quality in Organized Retail Stores.

2. To Study the Effect of Consumers' shopping 

preferences on their Shopping/ Buying Behavior in 

the Organized Retail Stores.

3. To Study the Effect of various Demographic 

Variables such as age, gender, income, occupation 

etc. on the Consumer Buying Behaviour in 

Organized Retail Stores.

RESEARCH METHODOLOGY 

The present research is framed to investigate the "A 

Study on Customer's Perception and Expectation 

towards Service Quality of Organised Retail 

Stores".

?Research Design: Analytical

? Sampling Technique: Random Sampling Method

? Sampling Area: Greater Mumbai region of 

Maharashtra

? Research Approach: Questionnaire survey, 

Journals, Newspaper, Published records, etc.

? Research Instrument: Survey Questionnaires 

filled through a personal visit from customers of 

retail stores of Greater Mumbai region (study area)

? Sampling Unit: Retail stores of Greater Mumbai 

region

? Data Collection: Primary and Secondary data

?Data Analysis: Descriptive and Inferential 

statistics

The data for the study will be taken into 

consideration for the period 2019-2020.

Data was taken from 

?Reliance Fresh

?D Mart

?Vishal Mega Mart

?Big Bazaar

?More

Following table given the descriptive profile of the 

respondents. 
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Table 1 - Descriptive Statistics

The above displays the descriptive statistics of the 

information collected and descriptions regarding the 

same are given here for the questions such as the 

mean, standard deviation, and variance for the 

collected data. The Table 4.4 shows that 385 

respondents were taken under examination and 

completed the questionnaire i.e. selected for the 

results of the study. The highest mean (6.22) is 

recorded for the variable “Monthly Income”. 

However, the lowest (2.96) is recorded for “age”.

H : There is no significant difference between 01

the mean scores of perceptions and expectation 

for factor of service quality in organized retail 

store. 

H : There is a significant difference between 11

the mean scores of perceptions and expectation 

for factor of service quality in organized retail 

store. 

Table 2

Customer's perceptions-expectations of the 

service quality

Above table shows the paired sample statistics of 

customers perception expectation from organized 

retail stores for all factors of service quality. From 

above table it is clear that P-E value for all the 

factors os negative this implies that retail stores are 

failed to meet the expectation level of customers. 

Highest negative values are observed for assurance 

and affordability, this can be interpreted that retail 

stores are failing maximum on these two service 

quality parameters and customers are not finding 

the retail stores as affordable and losing confidence 

in them.

Table 3

Paired Sample correlation (Customer's 

perceptions-expectations of the service quality)
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Table given above shows the paired sample 

correlation of the perception expectation of all 

factors of service quality. From above table it is 

clear that perception and expectation for all factors 

of service quality are negatively correlated.

Table 4
Paired Sample test (Customer's perceptions

-expectations of the service quality)

Table given above shows the paired sample test for 

customers perception expectation for all service 

quality factors. From table it can be seen that sig two 

tailed value for all the factors is greater than .05 and 

thus null hypothesis is rejected and alternative is 

accepted which states that there is a significant 

difference between the mean scores of perceptions  

and expectation for factor of service quality in 

organized retail store. This can also be interpreted 

as mean scores of customers perception and 

expectation from retail stores for all 7 factors of 

service quality varies and discrepancy among the 

perception and expectation is recorded. This shows 

that retail stores are failing to keep up the 

expectations of the customers.

CONCLUSION 

The present chapter titled as analysis and 

presentation were designed to evaluate the 

perception and expectation of customers about the 

service quality of retail stores with special reference 

to retail stores of the Greater Mumbai region. 

Results show that retail stores are failed to meet the 

expectation level of customers and customers are 

not finding the retail stores as affordable and losing 

confidence in them.

Also there is a significant difference between the 
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mean scores of perceptions and expectation for 

factor of service quality in organized retail store. 

This can also be interpreted as mean scores of 

customer's perception and expectation from retail 

stores for all 7 factors of service quality varies and 

discrepancy among the perception and expectation 

is recorded. This shows that retail stores are failing 

to keep up the expectations of the customers.
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The role of e-banking
in Indian Society

ABSTRACT

Online or digital medium has erupted as a disruptive 

technology which has changed the face of banking 

throughout the world and Indian banking is no 

exception. Traditional banking has been completely 

transformed and is no longer restricted to physical 

bank branches. In last few years, a number of digital 

products and services have emerged in Indian 

market which have completely changed the way 

financial transactions took place and businesses 

were transacted. In the process, a lot of benefits 

have reaped to people in the society which has 

shifted e-banking from a convenient medium to a 

necessitated platform for all. This paper highlights 

upon such socio-economic benefits which have had 

arouse in Indian society. The paper also throws light 

on the growth of digital environment in India and 

why e-banking has become an inevitable tool in 

today's world.

Keywords: E-banking, Online banking, Digital 

Banking, Mobile banking, Digital environment.

INTRODUCTION

Adoption of digitalization has become inevitable 

for the banking sector. Online adoption or 

digitalization not only allow banks to extend better 

banking services, it also provides convenience to 

customers and helps in saving their time. Different 

Ms. Jasdeep Kaur
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e-banking products and services like ATMs, plastic 

cards, electronic fund transfer, mobile banking have 

shown an enormous growth in Indian market since 

their inception. These product and services have not 

only revolutionised the banking sector but have 

seeped in various benefits which have made the life 

of people in India easier and better. There have been 

many initiatives from the government and banks 

which have provided opportunities to women and 

weaker sections of societies to empower themselves 

and contribute to Indian economy.     

Literature Review

Prema(2011) suggested that as the users of internet 

banking, tele banking and mobile banking spend 

more time on computer and internet, banks should 

focus their target on such customers to increase the 

acceptability of internet banking.

Lal and Saluja (2012) in their study “E-banking: 

The Indian Scenario” highlighted the fact that there 

is need to give technical training to employees of 

banks to use online medium for bank so that they 

can further reassure the customers to use the same. 

Also, there is a need to devise customer specific 

electronic banking services to meet the demands 

and needs of the customers.

Singh (2013) conducted a study to find the factors 

that act as blockades for the usage of internet 

banking services and also to learn about the 

perception of customer in relation to internet 

banking in semi-urban areas.

Drigã and Isac (2014) in their work gave an 

overview about e-banking services in recent years. 

Despite the fact that there are some challenges and 

issues like security which still need to be tackled 

tactfully, there are number of benefits which accrue 

to both corporate and individual clients if they opt 

for electronic form of banking.

Bapat and Bihari (2015) focussed their research 

work on the progress of electronic payment systems 

especially after creation of National Payments 

Corporation of India. With the evolution of 

electronic payment system, India has only steeped 

forward in constitution of a cashless society.

Nedumaran and Kaleeswaran(2018) in their study 

gave a picture of online banking and its associated 

features. The study also explained the benefits and 

drawbacks which are involved with usage of virtual 

banking.

Research Methodology

The present study is based on data collected from 

secondary sources. The author has collected data 

from different bank websites, newspapers and 
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journals. 

Electronic banking

Electronic banking is an umbrella term and refers to 

all those product and services which allows the 

customers to perform banking transactions without 

visiting a brick-and-mortar institution. Online 

banking, internet banking, virtual banking, digital 

banking, sms banking, remote e-banking - all these 

terminologies are used interchangeably to refer to 

electronic banking or e-banking. 

Growing digital environment in India

India is the second largest online market in the 

world, after China, with over 560 million internet 

users. It has been projected that the nation would 

have over 650 million internet users by 2023.The 

everyday increase in internet user is the reason 

behind the growth and acceptability of digital 

environment in India. The benefits of going online 

are numerous but that have been made possible 

because of increasing internet penetration in India. 

Figure I, given below indicates how the internet 

penetration has increased in India from 2007 to 

2020 onwards. It's because of this penetration that 

banking sector has been able to extend services like 

electronic fund transfer , internet banking , mobile 

banking, provision of e-statements , online bill 

payment  etc. to the customers. 

Figure I
Internet penetration rate in India

Data Source: Statista.com

It is clear from the chart that internet penetration 

rate has been ever increasing in India and with this 

there has also been a rise in digital environment 

which has led to flourishing of different financial 

services including fintech services and online 

banking services. FinTech companies extend 

financial services with new and existing 

technologies that are significantly more efficient 

than traditional financial institutions. With 

increasing internet penetration, the financial 

services like mobile payments, crowdfunding, 

block chain innovations etc. have brought about 

complete upheaval of the financial sector in India. 

Impact of e-banking on Indian Society

Strong banking and financial sector are important 

for economic development of any country through 

which it can extend various financial services 

(Salehi and Azary, 2008, Salehi et al. 2008). Indian 
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banks with adoption of e-banking services have 

made contribution in different sectors which had 

have helped in strengthening the Indian economy. 

Some of such benefits and contributions are listed 

below:

? Provision of increased credit to small businesses 

and households help increase their productivity.

? The use of different e-banking platforms has 

speeded up financial inclusion and poverty 

alleviation programmes which has helped in 

improving economic and social welfare conditions 

of people in the country. That is why the JAM 

yojana (Jan Dhan Yojana, Aadhaar & Mobile 

connectivity trinity) was introduced by PM Shri 

Narender Modi which use the sms banking and 

mobile technology to ensure access to financial 

services, namely banking, savings and deposit 

accounts, remittance, credit, insurance and pension 

to poor in an affordable manner. This success of this 

scheme was acknowledged by Guinness World 

Records and its certificate says "The most bank 

accounts opened in 1 week as a part of financial 

inclusion campaign is 18,096,130 and was achieved 

by Banks in India from 23 to 29 August 2014".

? The increase in financial inclusion implies more 

access to accounts by people and hence a shift of 

savings from informal mechanisms to new deposits 

which could flow into the financial system-funds 

that could then be loaned out.

? Many people in rural and semi-urban areas save 

cash at home or buy physical assets such as gold and 

livestock, or belong to informal savings groups 

which not only involves risk but also nullifies the 

chance to earn interest and build a credit history. But 

with growing financial inclusion this phenomenon 

is coming down and is increasing shift in savings 

from informal vehicles to formal digital accounts 

which is beneficial for both individual and country.

? Empowerment of women and progress of SMEs 

has also been made possible through online 

platforms which also helps in strengthening the 

Indian economy.

? More transparency in banking transaction reduces 

the chance of government leakage of expenditure 

and tax collection.

? Online banking services help citizens be more 

productive as well. Instead of visiting bank 

branches and spending unnecessary time and 

energy they can use it in more productive work 

which will be more beneficial for country's 

economy.

? As per McKinsey Global Institute (MGI) titled 

'Digital finance for all: Powering Inclusive Growth 

in Emerging Economies', report the digital finance 
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could boost India's gross domestic product (GDP) 

by $700 billion by 2025 and create 21 million new 

jobs across sectors.

E-banking - A saviour during COVID-19 

Electronic banking and digital money also played a 

pivotal role during ongoing COVID-19 pandemic. 

Covid-19 and mandatory social distancing has 

forced a number of people to opt for online banking 

channels to manage their money and consequently 

accelerated the shift to electronic banking. Even 

digital and paperless onboarding is no longer just a 

'nice-to-have' thing rather it has become a necessity. 

Banks are also moving to this change. RBL Bank 

took imitative in this direction by launching an 

instant digital bank account opening capability with 

a video KYC process. Kotak Mahindra Bank too 

launched a digital account opening platform – 811, 

to enable opening of new salary accounts for 

corporate customers. Even corporate digital 

adoption increased during the pandemic period. 

Banks always had capacity and infrastructure to 

process online financial transactions but it was due 

to pandemic that corporate-side adoption hiked. 

Banks like HSBC and standard Chartered also 

claimed that there was hike in corporate interest to 

move to digital transactions. Indian banks also took 

this opportunity to create customer awareness 

among those customers who were earlier reluctant 

to mould to digital world. Rajat Verma, Head-

Commercial Banking, HSBC India stated- “Today 

you have import and export transactions happening 

online, which was not possible 2-3 years ago There 

is a mindset change because the advantages of 

digital are becoming more and more clear.”

Challenges relating to e-banking in India

Many benefits and societal changes have taken 

place because of adoption of e-banking but still 

there are lot of associated limitations which needs 

to be overcome. For example, computer literacy 

issues, high technological set up and maintenance 

cost, unwillingness of older people to turn to new 

technological avenues etc. But security issue is one 

which has always been in lime-light. Despite the 

growing awareness of e-frauds and cybercrimes 

among people, the fact remains that these 

fraudulent activities do happen and hamper the 

growth of digital activities. The fight to curb such 

events has only intensified in recent years and 

probably will help financial sector to grow big and 

better in time to come.  

Conclusion

 Banks looking to accelerate their growth must 

prioritise the transformation of traditional systems 
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as consumer demands are continuously changing 

and those who ignore this; risk falling behind. 

Online transformation is such big change and most 

of the banks in India have realised and adapted to 

this change. The increasing use of smartphones in 

India, coupled with ever-increasing internet 

penetration has changed the face of banking system. 

The electronic transformation has benefitted a lot of 

people in their upliftment and e-banking actually 

became a saviour for many in times of pandemic. 

But despite the fact that a lot of people have reaped 

its benefits, banks need to be vigilant and need to 

ensure that issues like security and cyber-attacks do 

not dither its development and e-banking continues 

to transfer its paybacks and assistances to different 

sections of the society.
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