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from the desk of Editor

Year 2012 witnessed evolution at both government policy and business practice levels. Publicly, there is much
debate about the companies spending large amounts of money towards remuneration for their top management
personnel. The govt. feels that the perception about the rich and the poor divide is getting bigger and bigger and
wants correction of this perception. Hence it proposes to make it compulsory for the companies to report salaries
that promoters and chiefs get, plus the median salary of their employees at the end of the year. The govt. wants
regulations to be implemented that place a cap on remuneration of top management, as per which more than five per
cent of the net profit cannot be given to one single director of a company.
India continues to lead with the highest worker mobility index of 151. A survey report by Randstad India, a global
human resource services company, observes that eighty-three percent of the Indian workforces make New Year
resolutions that relate to work, with world averages of only 44 percent. The good thing is that India got the highest
score on receiving a pay hike in 2012 (for the period 2011) with 83 percent of respondents having received a pay hike
while the world average was only 55 percent. Even in terms of pro-people approach, companies are training managers,
harbingers of bad news during performance appraisals, to soften the blow for employees, especially in a bad economy,
where pay hikes are low and promotions few. The advice to line managers is to use statistics to break bad news to
employees and hold non-performers accountable and not get personal or emotional.
We are happy that Srusti Management Review has completed five successful years and we are stepping into the
sixth year.
This issue has a special section on papers to be presented in our 13th National Seminar on “‘Quality Enhancement in
Professional Education’” to be held on 15th & 16th March, 2013. The regular section has articles on contemporary
issues like competitiveness in food processing industry, profitability pattern in Indian insurance industry, financial
inclusion in India, reality television shows, industry ready HRD, job satisfaction and girl child labour. We also have
an elaborate case study on Tata Nano. I am sure the book review and the bibliography will be useful.
I wish you a very ‘Happy & Productive 2013’.

RESEARCH PAPER

Profitability Pattern and Value Creation:
A Study of the Life Insurance Industry in India

Sanjay Kumar Patel
Research-Scholar
Faculty of Commerce
Banaras Hindu University
Benaras

Abstract
It is due to globalization, deregulation, natural disasters and terrorist attacks
that the insurance industry is undergoing a massive change and the
metamorphosis has been noteworthy in the last few decades. Value creation
through management of profitability is more and more used and useful in
modern affairs of insurance companies. Some of the factors which are taken
into consideration play a very important role with regard to the performance of
the company and affect the shareholders wealth. The study analyzed investment
income, claims incurred, market share, firm size & board of directors and
endeavors to find out whether they generate any shareholders wealth or not,
whether it adds to the value of the company or not.

Introduction
Never before in the history of the world financial markets has there been so
much interest in corporate governance, investment income, market size, claims
incurred & firm size. It is due to globalization, deregulation, natural disasters
and also terrorist attacks; that the insurance industry is undergoing a massive
change and the metamorphosis has been noteworthy in the last few decades.
The need to understand the importance of corporate governance, investment
income, market size, claims incurred & firm size among insurance firms stems
from the important function these firms play in the economy. This paper
examines relation between board compositions, investment income, market
size, claims incurred, firm size with performance of life insurance firms in India
and estimates value created by 15 life insurance companies from the year
2000-01 to 2008-09 and draws final conclusions.
Review of Literature
International

Keywords
Value Creation,
Shareholders’ Wealth,
Profitability Management

Hancock, Huber and Koch (2001) have shown that how a careful analysis of
the fundamental economic principles underlying the insurance business can
be helpful in identifying the mechanisms by which insurance companies can
create value. It is not the investment activities of an insurance company but
their business origination skills and efficient capital costs management that
ultimately enable them to create value for their shareholders.
Alberto Floreani and Silvia Rigamonti, [2003] examines the stock market
valuation of mergers in the insurance industry between 1996 and 2000 in Europe
and in the US. In the Sample of 56 deals of listed acquiring company concluded
that insurance company’s mergers enhance value for bidder shareholders. In
the opinion of J. Thomas Connelly, Piman Limpaphayom, [2004] one key

1

element of corporate governance is the role of board of
directors in overseeing management. This study
examines the relation between board characteristics and
firm performance among life insurance companies in
Thailand and suggested that managerial oversight is
needed because managers have their own preferences
and may not always act on behalf of the shareholders.
Prior research also suggests that boards of directors
play a critical role in monitoring non-financial companies
in Thailand.
Limpaphayom and Polwitoon, [2004] measured that
weak corporate governance is one of the major
contributors to the crisis. This study find empirical
evidence of a positive relation between bank equity
ownership and short-term bank loans among non-financial
firms listed in the Stock Exchange of Thailand during
1990-1996.
Simpson and Damoah [2005] alleged that assessing
financial soundness in the insurance industry is a
complex task since the overall financial position of an
insurance company depends on many factors, some of
which are difficult to quantify. This study shed light on
the contention regarding ascertaining the financial
soundness of non-life insurance companies using a
developing country as the context.
National
Tapen Sinha, [2005] quoted that with over a billion
people, India is growing rapidly towards a global
economic power. With a relatively youthful population,
India will become an attractive insurance market over
the next decades. The study explores the current state
of development in India’s insurance market and
enumerates the opportunities and challenges offered by
this exciting market. He concluded that how the recent
privatization is playing out in the Indian market. Based
on recent economic estimates, his study provided
projections of segments of the market for 2025.
Arindom Gupta and Debashish Kundu (2008) analysed
the impact of enhancing profitability on shareholders
wealth through merger of ICICI bank. The study used the
profitability measuring variables like market capitalization,
total capital employed, yield, relative profitability, return
on net worth, etc. to analyse the impact on EVA
(Economic Value added), MVA (Market Value Added) and
shareholder wealth. Study concluded that merger’s effect
on profitability is less satisfactory but shown robust
growth over the 7-year period and able to generate wealth
for its shareholders both from an economic as well as
from market perspective.
Ashraf and Faiz (2008) analysed India’s insurance sector
in post privatisation period and emphasized on need of
privatization in insurance sector both in life and general
insurance. The study found low insurance penetration
and density in life insurance as well as general insurance
in India. The study raised different issues like cost
efficiency and development of insurance business.
Dr. Amlan Ghosh (2011) attempted to study the
relationship between life insurance sector reforms in India
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and the growth of life insurance business by constructing
an index to measure the reforms using VAR-VECM model
to find out long run relationship. He concludes with the
help of Granger causality test that the relationship
between the insurance sector reforms and development
of life insurance sector in India is bi-directional which
denote the huge potentiality of the life insurance market
which is still under served and is an untapped market.
Objective Of The Study
The main objective of the study is to evaluate and measure
the role of profitability in value creation find out which
factor of profitability is highly responsible for value creation
in insurance industry. Therefore, it manages in a right
way sustainable growth and safeguards the industry from
financial crisis and economic downturn.
Data And Methodology
The present study is analytical in nature and based upon
secondary data wherein 15 Life insurance companies
which are listed on IRDA (Insurance Regulatory and
Development Authority) have been covered. The period
of the study is from the year 2000-01 to 2008-09. Data
have been collected from the financial statements of life
insurance companies provided by IRDA website.
Evaluation of Profitability Health of Insurance
Companies Using Correlation Matrix
The study examines profitability aspects of firm
performance for determining the value creation. Study
further sets down profitability with the help of five PROFIT
measures , defined as operating return on assets (basic
earning power), return on assets (net income), return on
premium, return on equity, and return on investments.
Operating return on assets (OROA) is the ratio between
earnings before interest and tax divided by book value of
total assets. Return on assets (ROA) is net income
divided by book value of total assets. The return on
premium (ROP) measure captures the return that a firm
earns on its insurance underwriting business alone. This
measure is calculated by dividing underwriting profit or
loss by income from net written premiums. Return on
equity (ROE) is net income divided by the book value of
equity. The return on investments (ROI) measure is
designed to show a firm’s investment prowess, measuring
the return from its investments alone. It is calculated by
dividing net investment and other income by investments.
The two COST measures are the expense ratio and the
ratio of commissions paid to net premiums has been
taken. Consequently, a negative relation will provide
support for the contention that factors do not add to the
shareholders wealth.
Hypotheses
The key hypotheses to be tested in this study are
H01: The board compositions, investment income, market
size, claims incurred & firm size have significant
impact on profitability performance of the firm and
add to shareholder wealth.

Ha1: The board compositions, investment income, market
size, claims incurred & firm size have no significant
impact on profitability performance of the firm and
do not add to shareholder wealth.
If the study shows the positive relationship of any one
factor with the firm performance we accept the null
hypothesis and if it shows negative relationship then we
reject the null hypothesis and accept alternate
hypothesis.

Evaluation of Profitability Health of Insurance
Companies
A. Correlation Matrix and Results for Life Insurance
Companies
The study analyzes investment income, claims incurred,
market share, firm size & board of directors and tries to
find out whether they generate any shareholders wealth
or not, whether it adds to the value of the company or
not, by taking into consideration OROA, ROA, ROE,
ROP, ROI, expense ratio & commission ratio. Reason

behind taking these factors into consideration is that they
reflect the profitability performance of the company.
A.1- Investment Income and Correlation Results:
Investment income means income coming from interest
payments, dividends, capital gains collected upon the
sale of a security or other assets, and any other profit that
is made through an investment vehicle of any kind.
Table A.1 reflects relationship of investment income with
the factors taken into consideration. Bajaj Allianz Life
Insurance Company Limited, ICICI Prudential Life
Insurance Co. Ltd, ING Vysya Life Insurance Company
Ltd & Met Life India Insurance Company Ltd have
reflected negative relationship of OROA, ROA, ROE &
ROP with investment income, while the remaining life
insurance companies have generated positive
relationship. Expense & commission ratio have
symbolized negative bond which is a very good sign
excluding Life Insurance Corporation of India which has
shown a strong positive relationship which indicates that
expenses and commissions move together with
investment income thereby decreasing the investment
income and affecting the performance.

Table-A.1:
Correlation Matrix for Investment Income of Life Insurance Companies
Life Insurance
Companies
Bajaj Allianz

ORO
A

ROA

ROP

ROE

ROI

Total
Assets

Expense
Ratio

Commission

-0.36

-0.36

-0.11

-0.13

1.00

-0.41

0.12

-0.22

0.36

0.36

-0.03

0.35

0.98

-0.39

-0.04

-0.45

ICICI

-0.03

-0.02

-0.05

-0.10

0.98

-0.05

0.04

-0.13

ING Vysya

-0.12

-0.12

-0.04

-0.19

0.99

-0.31

0.05

-0.18

HDFC Standard

LIC

0.40

0.40

0.14

0.84

0.48

0.79

0.42

0.96

-0.20

-0.20

-0.09

-0.18

0.99

-0.63

0.13

-0.63

SBI

0.20

0.20

-0.05

0.24

0.98

-0.48

0.12

-0.51

Reliance

0.19

0.18

0.09

0.68

0.99

-0.66

0.14

-0.91

Aviva

0.42

0.42

0.02

0.27

0.97

-0.08

0.02

0.02

Shriram

0.28

0.32

-0.09

0.66

1.00

0.84

0.08

0.84

Bharti AXA

0.49

0.49

-0.03

0.58

1.00

-0.92

0.00

-0.98

IDBI Fortis

0.81

0.81

0.04

0.87

1.00

-0.94

-0.31

-1.00

Canara HSBC

1.00

1.00

1.00

1.00

1.00

-1.00

-1.00

-1.00

Met Life

AEGON Religare
DLF Pramerica

1.00

1.00

1.00

1.00

1.00

1.00

1.00

1.00

-1.00

-1.00

-1.00

-1.00

1.00

1.00

1.00

1.00

Source: Calculated from financial statements of the insurance companies (2000-2009)

As far as growth of new companies is concerned Shriram
Life Insurance Co. Ltd & Bharti AXA Life Insurance
Company Ltd have shown positive link for all the factors
concerned excluding ROP. While Canara HSBC Oriental
Bank of Commerce, Life Insurance Company Ltd,
AEGON Religare Life Insurance Company Limited & IDBI
Fortis Life Insurance has indicated ideal positive
correlation.

A.2- Claims Incurred and Correlation Results: Claims
represents claims paid during the policy year plus the
claim reserves as of the end of the policy year, minus
the corresponding reserves as of the beginning of the
policy year. The difference between the year end and
beginning of the year claim reserves is called the increase
in reserves and may be added directly to the paid claims
to produce the incurred claims.
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Table A.2 reflects the results obtained with reference to
the claims incurred. For HDFC Standard Life Insurance
Co. Ltd, Life Insurance Corporation of India, Reliance
Life Insurance Company Limited & Aviva Life Insurance
Company India Limited, which have symbolized weaker
linear relationship of OROA & ROA with claims incurred.
Rests of the life insurance companies have reflected
weaker positive relationship. ROP with claims incurred
have shown weaker positive bond, but for this Reliance
Life Insurance Co. Ltd has remained as exclusion which
has generated weaker negative relationship.

As far as relationship of claims incurred with ROE is
concerned ING Vysya Life Insurance Company Ltd, Met
Life India Insurance Company Ltd, & SBI Life Insurance
Co. Ltd have reflected puny advanced association. ROI
& expense ratio with claims incurred of all Life insurance
companies have exposed weaker off-putting connection.
Likewise commissions of Life insurance companies with
claims incurred have shown strong encouraging
relationship.

Table- A.2:
Correlation Matrix for Claims Incurred of Life Insurance Companies
Life Insurance
Companies
Bajaj Allianz
HDFC Standard
ICICI
ING Vysya

OROA

ROA

ROP

ROE

ROI

Total
Assets

Expense
Ratio

Commission

0.28

0.28

0.26

-0.48

-0.73

0.81

-0.27

0.79

-0.08

-0.08

0.24

-0.38

-0.53

0.95

-0.24

0.97

0.15

0.09

0.29

-0.55

-0.63

0.78

-0.23

0.83

0.01

0.01

0.28

0.05

-0.61

0.68

-0.32

0.78

-0.06

-0.06

-0.29

0.57

-0.09

0.86

-0.18

0.77

Met Life

0.36

0.36

0.22

0.34

-0.77

0.95

-0.30

0.96

SBI

0.32

0.32

0.39

0.26

-0.63

0.87

-0.38

0.97

Reliance

-0.20

-0.19

-0.13

-0.80

-0.96

0.83

-0.21

0.99

Aviva

-0.22

-0.22

0.24

-0.36

-0.57

0.80

-0.23

0.72

0.28

0.33

-0.11

0.69

0.98

0.91

0.09

0.90

Bharti AXA

-0.51

-0.51

0.03

-0.59

-1.00

0.93

0.00

0.99

IDBI Fortis

-0.81

-0.81

-0.04

-0.87

-1.00

0.94

0.31

1.00

Canara HSBC

LIC

Shriram

-1.00

-1.00

-1.00

-1.00

-1.00

1.00

1.00

1.00

AEGON Religare

1.00

1.00

1.00

1.00

1.00

1.00

1.00

1.00

DLF Pramerica

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

Source: Calculated from financial statements of the insurance companies (2000-2009)
As far as new Life insurance companies are concerned
they have reflected unconstructive relationship excluding
Shriram Life Insurance Co, Ltd & AEGON Religare Life
Insurance Company Limited which is presenting positive
connection with good growth in future.
A.3- Market share and Correlation Results: Market
share is the portion or percentage of sales of a particular
product or service in a given region that are controlled by
a company. Increasing market liability is one of the most
important objectives used in business. The main
advantage of using market share is that it abstracts from
industry-wide macro environmental variables such as the
state of the economy, or changes in tax policy. According
to the national environment, the respective share of
different companies changes and hence this causes
change in the share market values; the reason can be
political ups and downs, any disaster, any happening or
mis-happening. Other objectives include return on
investment (ROI), return on assets (ROA), and target
rate of profit.
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Relationship of market share is reflected in Table A.3.
ICICI Prudential Life Insurance Co. Ltd, ING Vysya Life
Insurance Company Ltd, Met Life India Insurance
Company Ltd & SBI Life Insurance Co. Ltd (including
Life Insurance Corporation of India) is reflecting optimistic
correlation of OROA & ROA with market share. Rest
other companies are showing inverse rapport.
Relationship of ROP with market share has highlighted
weedy activist affiliation excluding Reliance Life Insurance
Company Ltd where it is negative. Excluding Met Life
India Insurance Company Ltd & SBI Life Insurance Co.
Ltd which has shown positive relationship of ROE with
market share, as rest all the companies have shown
negative bond. ROI & expense ratio has revealed offputting link. Whereas the commission ratio has reflected
strong positive correlation, which should be taken care
of as commission is an outflow to the company.

Table-A.3:
Correlation Matrix for Market Share of Life Insurance Companies
Life Insurance
Companies
Bajaj Allianz

OROA

ROA

ROP

ROE

ROI

Total
Assets

Expense
Ratio

Commission

0.17

0.17

0.48

-0.81

-0.05

0.87

-0.50

0.77

-0.16

-0.16

0.51

-0.64

-0.05

0.85

-0.41

0.83

ICICI

0.31

0.26

0.55

-0.46

0.09

0.85

-0.42

0.86

ING Vysya

0.25

0.25

0.55

-0.44

0.00

0.94

-0.59

0.73

LIC

0.11

0.11

0.00

0.31

0.43

0.34

0.51

0.56

Met Life

0.15

0.15

0.30

0.12

-0.61

0.99

-0.42

0.98

SBI

0.43

0.43

0.49

0.35

-0.34

0.96

-0.49

0.97

Reliance

-0.20

-0.20

-0.20

-0.87

-0.79

0.96

-0.30

0.97

Aviva

-0.21

-0.21

0.35

-0.66

0.31

0.80

-0.31

0.87

0.58

0.61

-0.02

0.91

0.84

0.99

0.15

1.00

Bharti AXA

-0.64

-0.64

-0.01

-0.72

-0.96

0.98

0.05

1.00

IDBI Fortis

-0.83

-0.83

-0.07

-0.89

-1.00

0.95

0.34

1.00

Canara HSBC

-1.00

-1.00

-1.00

-1.00

-1.00

1.00

1.00

1.00

1.00

1.00

1.00

1.00

1.00

1.00

1.00

1.00

-1.00

-1.00

-1.00

-1.00

1.00

1.00

1.00

1.00

HDFC Standard

Shriram

AEGON Religare
DLF Pramerica

Source: Calculated from financial statements of the insurance companies (2000-2009)

If we look at the newly started life insurance companies
we observe that AEGON Religare Life Insurance Company
Limited has specified perfect constructive link for all the
factors taken into consideration. Canara HSBC Oriental
Bank of Commerce Life Insurance Company Ltd & DLF
Pramerica Life Insurance Co. Ltd have given perfect
negative relationship excluding for expense & commission
ratio where it has given away perfect positive correlation.
This indicates that these companies are reflecting
fluctuating results and need to improve in order to give
better performance in future. Bharti AXA Life Insurance
Company Ltd & IDBI Fortis Life Insurance have reflected
depressing link of OROA, ROA, ROE, ROI & ROP but
negative relationship of expense & the commission ratio
which means that expenses and commission outflow is
not having any impact on market share. Shriram Life
Insurance Co, Ltd has publicized perfect positive
correlation for all the factors taken into consideration
excluding ROP with negative relationship.

A.4- Firm Size and Correlation Results: Firm size is
measured by the book value of total assets (natural
logarithm). The ideal firm size is the theoretically most
competitive size for any company, in a given industry, at
a given time; which should ideally correspond with the
highest possible per-unit profit.
When we look at Table A.4 we conclude that HDFC
Standard Life Insurance Co. Ltd, Reliance Life Insurance
Company Limited & Aviva Life Insurance Company India
Limited has publicized unenthusiastic relationship of
OROA & ROA. While rest of the companies, have shown
positive relationship. Excluding the relationship of
Reliance Life Insurance Company Limited & Life Insurance
Corporation of India which has given inverse results, rest
all the companies have shown positive results in case of
ROP. ROI, ROE and expense ratio have symbolized
negative relationship with the firm size. On the other hand
commission ratios have presented strong positive bond.
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Table-A.4:
Correlation Matrix for Firm Size of Life Insurance Companies

-0.36

Total
Assets
1.00

Expense
Ratio
-0.42

-0.46

-0.33

1.00

-0.31

1.00

0.40

-0.75

-0.03

1.00

-0.31

0.99

0.17

0.51

-0.37

-0.23

1.00

-0.55

0.86

0.00

0.00

-0.19

0.69

0.03

1.00

0.03

0.88

Met Life

0.26

0.26

0.26

0.23

-0.59

1.00

-0.36

0.99

SBI

0.44

0.44

0.52

0.37

-0.34

1.00

-0.46

0.92

Reliance

-0.13

-0.13

-0.06

-0.81

-0.68

1.00

-0.15

0.90

Aviva

-0.05

-0.05

0.32

-0.39

0.02

1.00

-0.28

0.97

0.57

0.61

0.05

0.88

0.86

1.00

0.23

0.99

Bharti AXA

-0.76

-0.76

-0.15

-0.83

-0.91

1.00

0.18

0.97

IDBI Fortis

-0.96

-0.96

-0.37

-0.99

-0.94

1.00

0.61

0.95

Canara HSBC

-1.00

-1.00

-1.00

-1.00

-1.00

1.00

1.00

1.00

1.00

1.00

1.00

1.00

1.00

1.00

1.00

1.00

-1.00

-1.00

-1.00

-1.00

1.00

1.00

1.00

1.00

Life Insurance Companies

OROA

ROA

ROP

ROE

ROI

0.25

0.25

0.41

-0.75

-0.07

-0.07

0.33

ICICI

0.22

0.15

ING Vysya

0.17

LIC

Bajaj Allianz
HDFC Standard

Shriram

AEGON Religare
DLF Pramerica

Commission
0.93

Source: Calculated from financial statements of the insurance companies (2000-2009)
If we look at the newly started life insurance companies
commission ratio also. Shriram Life Insurance Co. Ltd
we observe that AEGON Religare Life Insurance Company
has given away ideal positive relationship for all the factors
Limited has specified just the helpful relationship for all
taken into consideration excluding ROP with inverse link.
the factors taken into consideration. Canara HSBC
Oriental Bank of Commerce Life Insurance Co. Ltd have
A.5- Composition of Board of Directors and
given ideal negative relationship excluding for expense
Correlation Results: A board of directors is a body of
& commission ratio where it has revealed perfect positive
elected or appointed members who jointly oversee the
rapport. DLF Pramerica Life Insurance Co. Ltd is charting
activities of a company or organization. The body
perfect inverse relation of OROA, ROA, ROE & ROP
sometimes has a different name, such as board of
and perfect positive relationship for the rest of factors.
trustees, board of governors, board of managers, or
Bharti AXA Life Insurance Co. Ltd & IDBI Fortis Life
executive board. It is often simply referred to as “the
Insurance have reflected downbeat bond of OROA, ROA,
board.”
ROE, ROI & ROP but inverse bond of expense & the
Table- A.5: Correlation Matrix for BOD of Life Insurance Companies
Life Insurance
Companies

OROA

ROA

ROP

ROE

ROI

Total
Assets

Expense
Ratio

Commission

Bajaj Allianz

-0.19

-0.19

-0.15

-0.25

-0.28

0.81

-0.29

0.79

HDFC Standard

-0.30

-0.30

-0.25

0.07

-0.59

-0.50

0.33

-0.42

ICICI

-0.12

-0.09

-0.20

0.18

0.88

-0.41

0.16

-0.49

ING Vysya

0.15

0.15

0.41

-0.40

-0.24

0.41

-0.29

0.23

LIC

0.78

0.78

0.65

0.86

0.88

0.44

0.89

0.76

Met Life

0.23

0.23

-0.05

0.24

0.35

-0.28

0.13

-0.23

SBI

-0.23

-0.22

-0.23

-0.23

0.07

0.43

0.07

0.35

Reliance

-0.37

-0.36

-0.18

-0.63

-0.20

0.53

-0.20

0.44

Aviva

-0.50

-0.50

-0.23

-0.60

0.07

0.34

0.26

0.35

0.71

0.73

0.46

0.69

0.47

0.66

0.55

0.64

Bharti AXA

-0.79

-0.79

-0.53

-0.79

-0.42

0.66

0.55

0.51

IDBI Fortis

-0.74

-0.74

-0.58

-0.71

-0.50

0.66

0.69

0.51

Canara HSBC

-0.66

-0.66

-0.66

-0.66

-0.66

0.66

0.66

0.66

0.66

0.66

0.66

0.66

0.66

0.66

0.66

0.66

-0.66

-0.66

-0.66

-0.66

0.66

0.66

0.66

0.66

Shriram

AEGON Religare
DLF Pramerica

Source: Calculated from financial statements of the insurance companies (2000-2009)
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Relationship of all the factors concern (OROA, ROA,
ROE, ROP, ROI, Expense & Commission ratio) with the
BOD is quite a matter of concern as it has symbolized a
negative relationship as reflected in Table A.5. Not only
old Life insurance, existing companies but, also newly
started Life insurance companies. Where all the Life
insurance companies, have shown negative result Life
Insurance Corporation of India has remained exclusion
for this by giving positive result.

A. Correlation Matrix Results for Life Insurance
Industry
Table B.1 reveals that OROA, ROA & ROP have negative
relationship with investment income and expense and
commission ratio move together with investment income,
which reflects strong relationship of these factors with
investment income, so does not add to the wealth of the
life insurance companies.

Table-B.1:
Correlation Matrix for Life Insurance Sector
OROA

ROA

ROP

ROE

ROI

Total Assets

Expense Ratio

Commission

INVT INCOME

-0.10

-0.11

-0.03

0.03

0.67

-0.61

0.70

0.75

CLAIMS INCURRED

-0.84

-0.84

-0.76

-0.63

-0.24

0.29

0.33

0.75

FIRM SIZE

0.77

0.77

0.70

0.53

0.10

-0.19

-0.80

-0.94

MKT SHARE

0.55

0.55

0.61

0.66

0.17

-0.35

-0.68

-0.74

BOD

0.85

0.86

0.80

0.64

0.05

-0.09

-0.72

-0.94

Source: Calculated from financial statements of the insurance companies (2000-2009).
Looking at the claims incurred we observe that it plays
an important role in increasing the shareholders wealth.
As the claims incurred are the expense to the company
and OROA, ROA, ROP, ROE & ROI, which measures
the performance of the company does not move with the
claims incurred. On the other side results have come up
with the fact that market share, BOD & firm size play an
important role in increasing shareholders wealth and
adding value to the company. Results show that OROA,
ROA, ROP, ROE & ROI, which measure the performance
of the company do move along with the factors, and
symbolize strong positive relationship with them. Looking
at expense & commission ratio, they have presented
negative relationship with market share, BOD & firm size.
Findings
Table C.1 symbolizes list of the life insurance companies
which have generated shareholders wealth in accordance
to the respective factor taken into consideration. Table
C.1 shows that Board composition negatively affects the
profitability of life insurance firms. In all cases, the size

of the board does not have any relation to profitability
performance for life insurers in India. So in this case we
reject our null hypothesis and accept the alternate
hypothesis that BOD does not enhance the shareholders
wealth. But Life Insurance Corporation of India has
remained exclusion to this and it has proved that BOD
generates the shareholders wealth to it. For the
companies which are included in Table C.1 under their
respective heads we accept our null hypothesis that
investment income, claims incurred, market share and
firm size generate shareholders wealth.
Taking newly started insurance companies into
consideration investment income and claims incurred
have generated shareholders wealth but market share
and firm size have generated shareholders wealth only
for Shriram Life Insurance Co, Ltd. & AEGON Religare
Life Insurance Company Limited. All life insurance
companies have added value to shareholders wealth by
taking one or the other factor into consideration but DLF
Pramerica Life Insurance Co. Ltd. & Canara HSBC have
not added to shareholders wealth.
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Table-C.1:
List of Insurance Companies Creating Shareholders Wealth

L
I
F
E
I
N
S
U
R
A
N
C
E

Investment Income

Claims Incurred

Market Share

Firm Size

HDFC Standard Life
Insurance Co. Ltd
Aviva Life Insurance Co.
India Ltd
Life Insurance
Corporation of India

HDFC Standard Life
Insurance Co. Ltd
Aviva Life Insurance
Co. India Ltd.
Life Insurance
Corporation of India

Bajaj Allianz Life
Insurance Co. Ltd.
ICICI Prudential Life
Insurance Co. Ltd.
Life Insurance
Corporation of India

Bajaj Allianz Life
Insurance Co. Ltd.
ICICI Prudential Life
Insurance Co. Ltd.
Life Insurance
Corporation of India

SBI Life Insurance
Co. Ltd
Met Life India
Insurance Co. Ltd
ING VYSYA Life
Insurance Co. Ltd.

SBI Life Insurance
Co. Ltd
Met Life India
Insurance Co. Ltd
ING VYSYA Life
Insurance Co. Ltd.

Sriram Life Insurance
Co. Ltd
AEGON Religare Life
Insurance Co.

Sriram Life
Insurance Co. Ltd
AEGON Religare
Life Insurance Co.

SBI Life Insurance Co.
Ltd
Reliance Life Insurance
Co. Ltd
Bharti AXA Life
Insurance Co. Ltd
IDBI Fortis Life Insurance
Canara HSBC Oriental
Bank of Commerce
Sriram Life Insurance Co.
Ltd
AEGON Religare Life
Insurance Co.

Reliance Life
Insurance Co. Ltd
Bharti AXA Life
Insurance Co. Ltd
IDBI Fortis Life
Insurance
Canada HSBC Oriental
Bank of Commerce

BOD

Life Insurance
Corporation of
India

Conclusion
In profitability factors, investment income is performing
better than other factors of life insurance industry as per
the results predicted by correlation matrix. Public sector
companies are performing better than Private sector
companies. Newly started life insurance companies have
not performed up to the mark. Canara HSBC & DLF
Pramerica Life Insurance Co. Ltd. have not generated
any shareholders wealth. Public sector life insurance
companies have generated shareholders wealth with
regard to board of directors. Board of directors does not
generate any shareholders wealth in case of Private
sector life insurance companies. By examining the
relation between investment income, claims incurred,
market share, board of directors & firm size with firm
performance this study sets out to examine the
effectiveness of a monitoring mechanism generally
believed to help alleviate incentive problems. The results
add insight into corporate governance practices and the
connections to the performance and behavior of insurance
firms. The findings from India, with financial markets
similar to other Asian markets, will have significant
implications for other financial markets. Further studies
should examine similar relations in other emerging
markets in order to gain in-depth understanding of the
issue.
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Abstract
There is tremendous growth and opportunities in food processing industry in
Odisha. The sample includes only companies with fewer than hundred employees and those that operate in the food processing industry. Market orientation, innovation, and business performance have been taken as proxy of competitiveness. Mean comparison statistics was used to compare market orientation, innovation and business performance of clustered and dispersed SMEs.
The main findings were found through data analysis, notably there was significant difference between clustered and non clustered SMEs in market orientation, innovation and business performance.

1. Introduction
Small enterprise promotion has continued to remain an important and integral
part of Indian development strategy much before the First Five-Year Plan, even
dating back to 1938 when the National Planning Committee documents were
being prepared. The concerted policy emphasis upon small firms as a vital
vehicle of progress draws upon this sector’s crucial historical role in generating
substantial employment and income at the regional level and acting as a
shock-absorber during periods of economic crisis. The small enterprise sector
has continued to contribute immensely in creating large scale job opportunities
across space and, in the process, helped reduce inter-regional and ruralurban disparities in growth. The role of micro, small and medium enterprises
(MSMEs) in the economic and social development of the country is well known.
It is the nursery for entrepreneurship, often driven by the individual creativity
and innovation, with a significant contribution in the country’s GDP,
manufacturing output, exports and employment generation. MSMEs contribute
8 per cent of the country’s GDP, 45 per cent of the manufactured output and
40 per cent of our exports.

Keywords
Industrial clusters,
Competence barrier,
Knowledge management,
Industrial aggregations

The European Union makes a general distinction of businesses on the basis
of number of employees. If number of employees is zero, it means the business
is self employed. If number of employees are between 2-9 then the business
is micro, 10-49 employees is small business and 50-249 is medium size
business. In the Indian context, micro, small and medium enterprises as per
the MSME Development Act, 2006 are defined based on their investment in
plant and machinery (for manufacturing enterprise) and on equipments for
enterprises providing or rendering services. In case of manufacturing if the
investment is upto Rs.25 lakhs, the business is micro. If the investment is
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upto Rs.5 crore, then the business is small and more
than Rs.5 Crore and upto Rs.10 Crore, then the
enterprise is medium enterprise.
2. Food Processing Industry In India
The Food Processing Industry in India offers unique
opportunities in production and export of processed food.
The food market is worth approximately Rs 10.1 lakh
crore out of which the Food Processing Industry
comprises 53% or Rs 5.3 lakh crore. The food processing
industry employs 13 million people directly and 35 million
people indirectly.

2.1 Composition of the Industry
The Indian Food Processing Industry is varied in its
production. The major categories under which food is
processed in India are : Fruits & Vegetables, Milk and
Milk Products, Meat & Poultry, Marine Products, Grain
Processing, Beer & Alcoholic Beverages, Consumer
Foods i.e. confectionery, chocolates and cocoa products,
soya-based products, mineral water, high protein foods,
soft drinks, ready-to-eat and ready-to-cook products,
salted snacks, chips, pasta products, bakery products
and biscuits. Table1 narrates the segments of food
processing industry.

Table-1
Segmentation of food processing industry by Products
Segment

Products

Diary

Whole Milk Powder, Skimmed milk powder, Condensed milk, Ice cream, Butter and
Ghee, Cheese

Fruits & Vegetables

Beverages, Juices, Concentrates, Pulps, Slices, Frozen & Dehydrated products, Potato
Wafers/Chips, etc

Grains & Cereals

Flour, Bakeries, Starch Glucose, Cornflakes, Malted Foods, Vermicelli, Beer and Malt
extracts, Grain based Alcohol

Fisheries

Frozen & Canned products mainly in fresh form

Meat & Poultry

Frozen and packed - mainly in fresh form, Egg Powder

Consumer Foods

Snack food, Namkeens, Biscuits, Ready to eat food, Alcoholic and Non-alcoholic
beverages

Source: Ministry of Food Processing India, Annual Report 2011
2.2 Opportunities Galore in Food Processing
Industry
There are abundant opportunities for food processing
companies in India. In terms of volumes of production,

India ranks amongst the highest in the world in some of
the food products. Table-2 shows areas of Food
Processing in India which have considerable output.

Table-2:
Food processing categories in India and quantity of annual production
Food Processing Category

Quantity/Volume

Processed

Annually (in Million Tons)

terms of production
st

Milk and milk products

88

1

Fruits and Vegetables

150

2

nd

Rice

132

2

nd

Sugarcane

289

2

nd

Fish Production

6.3

3

Wheat,

Groundnuts,

Tea,

Coffee,

Spices, Sugar, Eggs and Oilseeds

-

Source: Ministry of Food Processing India, Annual Report 2011
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Amongst

rd

the

top

producers in the world

five

In India around 2% of fruits and vegetables are processed,
37% of milk is processed 1% of meat and poultry is
processed and 12% of fish is processed. Comparing this
to 80% quantity produced being processed in developed
countries; it has been realized that a massive opportunity
exists in the food processing business in India. These
opportunities were not fully realized till after the
liberalization of the Indian economy. The Government
since has approved of joint ventures, foreign collaboration
and foreign direct investment (FDI) in this sector. The
government has also implemented many schemes to
develop this industry. De-licensing, establishment of food
parks, establishing packaging centers, and integrated
cold chain facilities are some of the initiatives taken by
the government. The Industry has also been opened to
Foreign Direct Investment (FDI), up to a 100%.
3. Literature Review
Arvid Andersson, Carl-Filip Clausson, Daniel Johansson
(2009) studied in detail, “Competence Barriers to
Innovation in case of Small Enterprises”. As per the
findings of the research, innovation is, in most cases, a
necessity for firms in today’s changing market place.
However, innovation is no easy process and there are
many barriers and impediments to innovation that needs
to be overcome in order to efficiently innovate. The
purpose of this Research Report is to investigate into
competence barriers to innovation within Small
Enterprises and the consequences these barriers might
result in.
Ramayah, Thurasamy, et al (2009) proposed to develop
an integrated model to explain technology adoption of
SMEs in Malaysia. Although, resource has been an issue
among SMEs they cannot lie low and ignore the
technological advancements that are taking place at a
rapid pace. With that in mind this paper proposes a model
to explain the technology adoption issue among SMEs.
Daiva Radzeviciene (2008) analysed the role of knowledge
management in small and medium-sized enterprises in
Lithuania by looking at information and knowledge
resources, the development of information technology
which supports the business process and the main
processes of KM inside companies. There appears to
be a strong awareness of KM. However, the development
of adequate methods to make IM and KM fully effective
appears to be lacking or only partially realized. There is
some evidence to suggest that Lithuanian SME managers
are becoming more psychologically prepared to work
within KM.
3.1 Industrial Cluster
Anderson (1994) defines industry cluster as a group of
companies that rely on an active set of relationships
among themselves for individual efficiency and
competitiveness. According to Porter (2008), a cluster
is a geographically proximate group of interconnected
companies and associated institutions in a particular
field, linked by communalities and complementarities.
He describes cluster as networks of companies,
suppliers, services firms, academic institutions and
organizations in related industries that, together, bring

new products or services to the market. Yingming (2010)
says that industrial clusters are industrial aggregations
formed by industrial sectors with close economic links
in a specific territory. In addition, Long and Zhang (2011)
argues that the literature on clustering has highlighted
at least three key positive externalities of industrial
clusters: better access to the market and suppliers, labor
pooling, and easy flow of technology know-how. However,
they argue that the main advantage of clustering in
developing countries with limited financial development
is in helping firms alleviate financial constraints.
3.2 Market Orientation and Innovation
Some empirical studies found a positive relationship
between market orientation and managers’ perceptions
of overall firm performance i.e., Jaworski and Kohli (1993),
managers’ perceptions and financial performance i.e.,
Pelham and Wilson (1996); Slater and Narver (1994),
and managers’ perceptions and new product performance
i.e., Atuahene-Gima (1996). At the same time, several
studies did not support a direct positive relationship
between performance and market orientation i.e., Han
et al., (1998). A possible explanation for the lack of clear
relationship with market orientation is that it is a more
complex relationship than those tested for in previous
studies i.e., Pelham (1997). However, market-orientated
firms have been demonstrated to be successful at
maintaining a strong competitive position (Wang, et al.
2011). It occurs because market-oriented behavior lead
the firms to be more innovative. Johnston et al. (2011)
argue that market-oriented firms are strategically and
tightly aligned with the market in such a way that they
are able to put their customers‘ expressed needs when
creating new product.
3.3 Innovation and Performance
Innovation in the food processing industry is a rather
complex process and can involve different parts
throughout the food system, from the development of
new ingredients to the formulation of new food products,
from the improvement of methods of food preservation to
new ways of packaging (Earle, 1997). Innovation,
according to Verhees and Meulendberg (2004) can be
defined as the process of developing a new item, the
new item itself, and the process of adopting new item. In
a small firm, innovativeness implies a willingness of the
owner to learn about and to adopt innovation, both in the
input and output markets. Raymond and Pierre (2010)
argue that innovation is a concept that has been defined
and characterized in many ways by researchers.
Forsman (2010) defines innovation as the generation and
implementation of new or improved processes, services,
products, production methods or single actions aimed
at increasing the competitiveness of enterprise. Parrilli
and Elola (2011) argue that competitiveness is guaranteed
by innovation and quality upgrade.
4. Research Model And Hypotheses
Based on the literature above it is suggested that, the
performance of SMEs in the food processing industry is
affected by innovation. Innovation is one of the most
important factors to enhance competitiveness either in
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small companies or in large companies because in many
cases product of SMEs also competes with product of
large companies. Market orientation (customer
orientation, competitor orientation, and inter-functional
coordination) will affect innovation due to market oriented
companies usually always monitor their customers’
needs and wants, at the same time they have to deal
with competitors better. In order to satisfy their customer
and compete with competitors, companies should develop
innovative product based on the customers’ needs and
wants.

The respondents involved in this research comprised of
100 managers and owners who had knowledge of past
and present organization practices comprehensively,
particularly with regard to market orientation, innovation,
and business performance. Out of 100 respondents, 50
respondents were collected from cluster area and the
rest were collected from outside cluster. Sample needed
in this research should fulfill several criteria. First, SMEs
should be located both in cluster and non cluster area.
This consideration had been taken in accordance with
the research objectives, i.e., to compare clustered and
dispersed SMEs food processing. Second, the sample
includes only those SMEs which are having investment
less than Rs.5 crores and those which operate
exclusively in the food processing industry.

The hypothesis is intended to examine the difference of
cluster and non cluster SMEs in terms of business
performance, innovation and market orientation. The
hypotheses are described as followed:

5.2 Factors considered for the Study

H1: There is mean difference in business performance
between clustered and dispersed SMEs in food
processing industry.

Business performance is operationalized as a composite
of three measures; sales volume, market share and
profitability. To measure business performance, we used
the subjective measurement method. This method was
selected due to SMEs in Odisha generally have no good
and consistent records, especially monthly and yearly
record of finance and production. By such condition, it
was better to use subjective measurement to measure
performance instead of objective measurement. The
concept of innovation used in the survey is rather broad.
It includes both small improvement in product,
processing techniques and marketing strategy and more
radical changes such as the introduction of new products,
processes and marketing strategies. To compare
clustered and dispersed SMEs, we did mean comparison
analyses.

H2: There is mean difference in innovation between
clustered and dispersed SMEs in food processing
industry.
H3: There is mean difference in market orientation
between clustered and dispersed SMEs in food
processing industry.
5. METHODOLOGY OF RESEARCH
5.1 Sample and Data Collection
To analyze the differentiation between clustered and
dispersed SMEs food processing in Odisha, a survey
has been conducted on SMEs food processing located
in cluster and dispersed. For clustered SMEs, the data
have been collected from SMEs food processing industry
in four clusters located in Odisha. Firstly, it has been
decided that four clusters which represent food
processing industry in Odisha will be taken and those
are (1) Pickles cluster located in Ganjam District, (2)
Fishery cluster in Balasore District, (3) Temple Food
cluster located in Khurda District, (4) Poultry cluster in
Mayurbhanj District. Sample taken from each cluster
proportionately depend on the number of firms in each
cluster and depend on the willingness of managers or
owners of firms to be interviewed. For dispersed SMEs,
we collected data from SMEs food processing industry
located far from cluster area but in the same district.

6. RESULTS AND DISCUSSION
6.1 Clustered and dispersed SMEs: the Performance
Gap
This section contains empirical evidence on performance
differences between clustered and dispersed SMEs in
Odisha’s food processing industry. We argue that
clustered SMEs must be better in terms of business
performance compared to their dispersed SMEs
counterpart. It is because clustered SMEs receive more
support from government and also geographic proximity
among SMEs create many opportunities for SMEs to
improve their performance.

Table-3:
Comparison of performance between clustered and dispersed SMEs
Factors

Cluster

Performance

Mean

Standard

Non cluster

Difference

Mean

Standard

Mean

Deviation

Difference

Deviation

p-value

Sales

3.56

0.736

3.18

0.829

0.36

0.034

2.538

Market share

3.42

0.717

3.12

0.917

0.31

0.041

2.049

Profit

3.56

0.823

3.12

0.871

0.46

0.043

2.616

Source: Own Calculation by SPSS Package
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As illustrated in Table-3, there are significant difference
between clustered and dispersed SMEs in terms of
sales, market share and profit. We can say that these
three performance indicators show the performance gap
between clustered and dispersed SMEs. Hypothesis 1
predicts that there are mean difference in business
performance between clustered and dispersed SMEs.
This research result supports hypothesis 1. Therefore,
this result of study also makes us clear that clustered
SMEs have higher performance compare to non clustered
SMEs. The research result in line with another study
related to cluster i.e. Folta et al., (2006), Waits, (2000).

6.2 Market Orientation and Innovation Gap
After observing the performance gap between clustered
and dispersed SMEs, the question is whether this is
(mainly) due to market orientation or innovation activities.
In this section, the different levels of market orientation
and innovation between clustered and dispersed SMEs
have been observed. This observation will answer the
question why clustered SMEs have better performance
than dispersed SMEs.

Table-4:
Comparison of market orientation and innovation
Variable

Cluster
Mean

Non cluster

Standard
Deviation

Mean

Standard
Deviation

Difference
Mean
Difference

t-value

p-value

Market Orientation
Customers Orientation

3.48

0.890

3.11

0.882

0.37

0.023

2.300

Competitors
Orientation
Internal Coordination

3.60

0.907

3.17

0.951

0.43

0.012

2.552

4.06

0.928

3.89

0.889

0.26

0.111

1.607

Product Innovation

2.93

0.954

2.58

0.944

0.35

0.046

2.020

Process Innovation

2.62

0.846

2.27

0.936

0.35

0.034

2.149

Marketing Innovation

3.37

0.736

3.03

0.901

0.34

0.028

2.219

Innovation

Source: Own Calculation by SPSS Package
As can be seen in Table-4, two components of market
orientation (customer orientation and competitor
orientation) are significantly different between clustered
and dispersed SMEs. In this case clustered SMEs have
higher level of customer orientation and competitor
orientation than dispersed SMEs. However, in terms of
internal coordination, there is no significant difference
between clustered and dispersed SMEs. Probably it is
because the small number of employees do not make
any difference in coordination activities between clustered
and dispersed SMEs.
Eisingerich et al. (2009) suggest companies that integrate
and expand information flow may benefit from more
effective coordination of actions and consequently higher
product innovation performance.
Table-4 shows that clustered and dispersed SMEs have
significant difference in term of product innovation,
process innovation and marketing innovation. It means
that hypothesis 3 is confirmed by this study. In this case
we can see that clustered SMEs have higher level of
innovation than dispersed SMEs. This study has been
completing previous study about the role of industrial
cluster in increasing innovation (i.e. Aylward & Glynn,

2005; Tambunan, 2005, by providing empirical data in
small and medium food processing industry. In this study
we mentioned that high level of innovation in cluster area
is affected by market orientation. As mentioned above
market orientation is the determinant factor of innovation.
Since market orientation in clustered SMEs is higher
than dispersed SMEs, innovation level in clustered SMEs
is also higher than dispersed SMEs.
7. Conclusions
This study has addressed the important consideration
when comparing performance, market orientation and
innovation across clustered and dispersed SMEs in
Odisha’s food processing industry. The findings indicate
that business performance in clustered SMEs is
significantly better or different than that in dispersed
SMEs. Other findings indicate that market orientation
and innovation level in clustered SMEs is significantly
higher than that in dispersed SMEs. By these findings,
basic hypotheses (there are mean difference between
clustered and dispersed SMEs) that are proposed in this
study are proven. Location factor, in this case is cluster
and non cluster, has influence on competitiveness. Such
conclusion has been confirmed by the fact that cluster
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gives positive condition for developing market orientation
and innovation in which SMEs in the cluster area can
perform better than dispersed SMEs.

Long, C., & Zhang, X., “Cluster-based Industrialization
in China: Financing and Performance” , Journal of
International Economics, 84(1), 112-123.
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Abstract
Job satisfaction is an important variable in organization behavior and sales
management. This study explored the impact of person-job fit and personorganization fit on the job satisfaction, organization commitment and
turnover intentions of newspaper employees in India. A survey of newspaper
employees found that person-job fit had a strong positive relationship with
job satisfaction and person-organization fit had a positive relationship with
organization commitment. Job satisfaction had a positive influence on
organization commitment and a negative influence on turnover intentions.
The differences in job satisfaction across age and experience categories
were not significant but employees with higher educational qualifications
reported lower levels of job satisfaction. An implication for managers is
the importance of measuring fit and job satisfaction.

Introduction
Job satisfaction is how content an individual is with his or her job. Scholars
and human resource professionals generally make a distinction between
affective job satisfaction and cognitive job satisfaction. Affective job satisfaction
is the extent of pleasurable emotional feelings individuals have about their
jobs overall, and is different to cognitive job satisfaction which is the extent of
individuals’ satisfaction with particular facets of their jobs, such as pay, pension
arrangements, working hours, and numerous other aspects of their jobs.

Keywords
Person-job fit, Personorganization fit, turnover
intentions, organization
commitment

One of the biggest preludes to the study of job satisfaction was the Hawthorne
studies. These studies (1924–1933), primarily credited to Elton Mayo of the
Harvard Business School, sought to find the effects of various conditions (most
notably illumination) on workers’ productivity. These studies ultimately showed
that novel changes in work conditions temporarily increase productivity (called
the Hawthorne Effect). It was later found that this increase resulted, not from
the new conditions, but from the knowledge of being observed. This finding
provided strong evidence that people work for purposes other than pay, which
paved the way for researchers to investigate other factors in job satisfaction.
Scientific management (Taylorism) also had a significant impact on the study
of job satisfaction. Frederick Winslow Taylor’s 1911 book, Principles of
Scientific Management, argued that there was a single best way to perform
any given work task. This book contributed to a change in industrial production
philosophies, causing a shift from skilled labor and piecework towards the
more modern of assembly lines and hourly wages. The initial use of scientific
management by industries greatly increased productivity because workers
were forced to work at a faster pace. However, workers became exhausted
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and dissatisfied, thus leaving researchers with new
questions to answer regarding job satisfaction. It should
also be noted that the work of W.L. Bryan, Walter Dill
Scott, and Hugo Munsterberg set the tone for Taylor’s
work.
Some argue that Maslow’s hierarchy of needs theory, a
motivation theory, laid the foundation for job satisfaction
theory. This theory explains that people seek to satisfy
five specific needs in life – physiological needs, safety
needs, social needs, self-esteem needs, and self-

actualization. This model served as a good basis from
which early researchers could develop job satisfaction
theories. Job satisfaction can also be seen within the
broader context of the range of issues which affect an
individual’s experience of work, or their quality of working
life. Job satisfaction can be understood in terms of its
relationships with other key factors, such as general wellbeing, stress at work, control at work, home-work
interface, and working conditions.

LITERATURE REVIEW

OBJECTIVES OF THE STUDY
1. To know the satisfaction level of employees in
Newspaper Industry
2. To know the factors influencing the satisfaction
of employees.

Sampling Unit
For the purpose of research 4 leading newspapers of
Nagpur of different languages have been selected. They
are The Hitavada, Dainik Bhaskar, Lokmat and Navbharat.
The method used is stratified sampling method under
which random samples are taken from each stratum.

RESEARCH METHODOLOGY
S.No Category
The research purpose in this study has been assessed
as exploratory. The research is exploratory because it
will explore the influence of job satisfaction of employees
on the overall performance of the Newspaper Industry.

1
2

Supervisory level
Workers

Number
300
300

Sample Design

Statistical Tools used: Primary Data Analysis

Geographical area/ Universe:

Chi-square test has been used to analyze primary data.

Universe of Study-Nagpur Region

Employees Data-Tables and Analysis
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To investigate the employee’s feedback on Job
Satisfaction, data were collected from 150 employees
of each of the four newspapers; namely, ‘The Hitavada’,
‘Dainik Bhaskar’; ‘Lokmat’ and ‘Navbharat’. On the basis

of the responses of these employees on various issues
included in the questionnaire, the collected data are
presented in tables and diagrams.

Table - 1
Age wise classification of employees
Age (Years)

Hitavada

Dainik Bhaskar

Navbharat

Lokmat

Total

20-35

45

126

15

75

261

35-50

90

6

120

45

261

Above 50

15

18

15

30

78

Total

150

150

150

150

600

Fig1-Graph showing Age wise distribution of employees (take care of colour of bargraph)

On the basis of sample data, the proportion of young
employees (between ages 20-35 years) is more in Dainik
Bhaskar; whereas the proportion of employees in the
ages 35-50 years is more in Navbharat. Among the 4
newspaper agencies, the proportion of senior employees
(age above 50 years) is relatively more in Lokmat.

Does age of an employee has any significance? With
the advent of technology, the young graduates who are
familiar with working on computers are found suitable for
employment in newspapers. This may be the reason of
a high percentage of young employees in the
newspapers.

Table2
Educational qualification wise classification of employees

Qualification

Hitavada

Dainik Bhaskar

Navbharat

Lokmat

10

18

0

30

58

Graduate

83

51

96

75

305

Post Graduate

57

81

54

45

237

Total

150

150

150

150

600

Under Graduate

Total

Most (approximately 90%) of the employees working in newspapers are graduates and post-graduates which is
obvious.
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Table3
Salary wise classification of employees
Salary Per Month

Hitavada

Dainik
Bhaskar

Navbharat

Lokmat

Below 10,000

18

51

15

90

10,000-15,000

75

81

30

30

15,000-20,000

36

18

45

15

20,000-30000

21

0

60

15

The selection procedure includes one or more of the following stages. The following table gives the number of
selection stages an employee has to clear before being employed in the newspaper.
Table 4
Stages in the Recruitment and selection Process
Stages of Selection

Hitavada

Dainik Bhaskar

Navbharat

Lokmat

Preliminary Interview

60

51

30

60

Written Exam

9

0

0

15

Selection Test

9

0

0

15

111

132

120

105

Reference Check

0

33

15

0

Physical Exam

0

0

0

0

Job Offer

150

150

150

150

Induction

0

33

0

1

Interview

Table - 5
Classification of employees according to the responses on ‘Reporting Authority’s Supportive Role’
Reporting Authority’s

Hitavada

Dainik Bhaskar

Navbharat

Lokmat

Yes

93 (62 %)

117 (78 %)

45

120 (80%)

No

57

33

105(70 %)

30

Supportive Role

Table - 6
Classification of employees according to the responses on ‘Encouragement for offering opinions & ideas’
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Do Offer Ideas

Hitavada

Dainik Bhaskar

Navbharat

Lokmat

Yes

93

99

90

75

No

57

51

60

75

Srusti Management Review, Vol -VI, Issue - I, Jan.-2013

Fig - 2
Graph showing Classification of employees according to the responses on
‘Encouragement for offering opinions and ideas’
It can be seen that more than 50 % of the employees in all the 4 newspapers responded positively in their responses
on ‘Encouragement from their seniors for offering opinions and ideas’.
Table - 7
Classification of employees according to the responses on
‘Level of satisfaction about their Pay scales’
Pay Scale

Hitavada

Dainik Bhaskar

Navbharat

Lokmat

Satisfied

57

33

69

30

Neutral

57

51

48

30

Dissatisfied

36

66

33

90

Fig - 3
Graph showing Level of satisfaction on the Pay scales

It is remarkable that many employees have not responded or are found neutral on satisfaction about their pay
scales. Almost 20 % (Lokmat) to 46 % (Navbharat) of the sampled employees are found satisfied about their pay
scales.
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Table - 8
Classification of employees according to the responses on
‘Level of satisfaction with working conditions’
Working Conditions

Hitavada

Dainik Bhaskar

Navbharat

Lokmat

Satisfied

117

81

135

90

Neutral

33

18

0

45

Dissatisfied

0

51

15

15

Fig - 4
Graph showing Classification of employees according to the responses on
‘Level of satisfaction on working conditions’
It is observed that, 78 % and 90 % of the sampled employees in Hitavada and Navbharat respectively and 54 % to 60
% employees in Dainik Bhaskar and Lokmat respectively are satisfied about working conditions in their office.
Table - 9
Classification of employees according to their opinion on
‘Level on satisfaction on Perks and Allowances’

Perks & Allowances

Hitavada

Dainik Bhaskar

Navbharat

Lokmat

Satisfied

51

18

30

0

Neutral

51

0

60

90

Dissatisfied

48

132

60

60

Perks & Allowances
Satisfied

16.50

Neutral

33.50

Dissatisfied
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Percentage of employees (out of 600)

Srusti Management Review, Vol -VI, Issue - I, Jan.-2013

50

Fig - 5
Graph showing the satisfaction of employees on Perks and Allowances
In general out of 600 responding employees from the 4
From the above table and diagram, employees of Hitavada
newspapers, only 16 % are satisfied with the perks and
are found to be almost equally divided in their opinions
allowances. 34 % preferred to be neutral and 50 % have
on satisfaction about perks and allowances. Most of the
shown dissatisfaction on the facility of perks and
responding employees (88 %) of Dainik Bhaskar are
allowances.
found to be not satisfied with the perks and allowances
which they receive.
Table- 10
Classification of employees according to the opinion on
‘Level of satisfaction with working hours’
Working Hours

Hitavada

Dainik Bhaskar

Navbharat

Lokmat

Satisfied

99 (66%)

48

135 (90 %)

90 (60%)

Neutral

42

51

15

60

Dissatisfied

9

51

0

0

Fig- 6
Graph showing Classification of employees according to
‘Level of satisfaction with working hours’
90 % of the employees of Navbharat expressed
happiness about their working hours. About 60% and
66% employees of Lokmat and Hitavada respectively are
found happy about working hours. On the other hand,

only 34 % of employees of Dainik Bhaskar responded
satisfaction on working hours.
In general 372 out of 600 employees (62 %) are found to
be satisfied about their working hours.
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Table - 11
Distribution of employees according to the opinion on
‘Level on satisfaction on Leave’
Hitavada

Dainik Bhaskar

Navbharat

Lokmat

Satisfied

75 (50%)

99 (66%)

135 (90 %)

90 (60%)

Neutral

57

0

15

60

Dissatisfied

18

51

0

0

Leaves

Total
399
132
69

Fig - 7
Graph showing distribution of employees according to the opinion on
‘Level on satisfaction on Leave’
90 % of the employees of Navbharat are found to be
satisfied on the facility of leave. More than 50 % of the
employees of the other three news paper expressed
happiness on availability of leave.

In general, 399 out of all 600 responding employees
(66.5%) have opined that they are satisfied on the facility
of leave.

Table- 12
Distribution of employees according to the opinion on
‘Level of satisfaction on Retirement Benefits’
Retirement
Benefits

Hitavada

Dainik Bhaskar

Navbharat

Lokmat

% out of 600

Satisfied

51

18

33

15

19.5

Neutral

48

51

84

75

43

Dissatisfied

51

81

33

60

37.5

Fig - 8
Graph showing the classification of employees on the satisfaction of employees on Retirement Benefits
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It is remarkable that, only 19.5 % of the total responding
employees of all the 4 news papers are found to be satisfied
about retirement benefits, whereas 43 % have preferred to
be neutral on this issue and 37.5 % are not satisfied.
Important Findings(i)
(ii)

(iii)

(iv)

(v)

(vi)

(vii)

(viii)

(ix)

Most of the employees (approximately 90%) working
in newspapers are graduates and post-graduates.
Among the responding employees, proportion of
employees receiving monthly salaries between Rs.
10,000-15,000 is approximately 50% in Hitavada and
Dainik Bhaskar whereas 60% of the Lokmat
employees get Rs. 10,000/- or less. On the other hand,
40% of Navbharat employees get between Rs. 20,000/
- to 30,000/- as salary.
About 62 %, 78 % and 80 % of the sampled employees
of ‘Hitavada’, ‘Dainik Bhaskar’ and ‘Lokmat’
respectively have responded positively for their
reporting authority’s supporting role. However, 70 % of
the sampled employees of Navbharat have responded
for their reporting authority’s non-supporting role.
It can be seen that more than 50 % of the employees
in all the 4 newspapers responded positively in their
responses on ‘Encouragement from their seniors for
offering opinions and ideas’.
It is remarkable that many employees have not
responded or are found neutral on satisfaction about
their pay scales. Almost 20 % (Lokmat) to 46 %
(Navbharat) of the sampled employees are found
satisfied about their pay scales.
It is observed that, 78 % and 90 % of the responding
employees in Hitavada and Navbharat and 54 % to 60
% employees in Dainik Bhaskar and Lokmat
respectively are satisfied about working conditions in
their office.
Employees of Hitavada are found to be almost equally
divided in their opinions on satisfaction about perks
and allowances. Most of the responding employees
(88 %) of Dainik Bhaskar are found to be not satisfied
with the perks and allowances which they receive.
In general out of 600 employees from the 4 newspaper
agencies, only 16 % sampled employees are satisfied
with the perks and allowances. 34 % of the employees
have preferred to be neutral and 50 % have shown
unhappiness about perks and allowances.
90 % of the employees of Navbharat expressed
happiness about their working hours. About 60% and
66% employees of Lokmat and Hitavada respectively
are found happy about working hours. On the other

hand, only 34 % of employees of Dainik Bhaskar
responded satisfaction about their working hours. In
all, 372 out of 600 employees (62 %) are found to be
satisfied about their working hours.
(x) 90 % of the employees of Navbharat are found to be
satisfied about the facility of leaves. More than 50 %
of the employees of the other three news paper
agencies expressed happiness about availability of
leaves. In general, 399 out of all 600 sampled
employees (66.5%) have opined that they are satisfied
about the facility of leaves.
(xi) It is remarkable that, only 19.5 % of the total
responding employees of all the 4 news papers are
found to be satisfied about retirement Benefits, whereas
43 % have preferred to be neutral on this issue and
37.5 % are not satisfied.
The following are contradictory facts that are observed from
the study :
(a) Though 70 % of employees of Navbharat are satisfied
with availability of employer satisfaction programme,
70 % of the sampled employees of Navbharat have
reported the authority’s non-supporting role, more than
50 % of the employees in all the 4 newspapers
responded positively on ‘Encouragement from their
seniors for offering opinions and ideas’, 46 % (Navbharat)
of the sampled employees are found satisfied about
their pay scales.
(b) 78 % and 90 % of the sampled employees in Hitavada
and Navbharat and 54 % to 60 % employees in Dainik
Bhaskar and Lokmat respectively are satisfied about
working conditions in their office. But only 16 %
sampled employees are satisfied with the perks and
allowances. 34 % of the sampled employees have
preferred to be neutral and 50 % have shown
unhappiness about the facility of perks and allowances.
In the next section, we carry out the categorical analysis
the data.
Data Analysis
Categorical Analysis Employees’ Data
From the collected data on 600 employees of these 4 news
paper agencies in Nagpur, we prepared the two-way cross
tables (contingency tables) to know whether there exists
any association between the two characteristics under
study. This study of association is carried out using the
chi-square test for independence of two attributes. The
analysis is presented below:

Contingency table for Educational Qualification and Monthly Income of employees
Monthly
income(Rs.)
Educational
Qualification

Below

10,000-

15,000-

20,000 -

10,000

15,000

20,000

30000

Under Graduate

47

11

0

0

58

Graduate

116

125

35

29

305

Post Graduate

11

80

79

67

237

Total

174

216

114

96

600

Total

25

To study whether there exists an association between
the educational qualification of employees and their
monthly income, we use the above contingency table for
carrying out the chi-square test.
To test the null hypothesis,
H0: The monthly income of employees is independent of
their educational qualification.

Against the alternative hypothesis,
H1: The monthly income of employees depends on their
educational qualification.
We set the level of significance á=0.05. Under the null
hypothesis the expected frequencies (Eij) are obtained
in the following table.

Estimated Number of employees with the Monthly Salary (in Rs.)
Monthly
Income (Rs.)

Below

10,000-

15,000-

20,000-

10,000

15,000

20,000

30000

Under Graduate

16.82

20.88

11.02

9.28

58

Graduate
Post Graduate

88.45

109.8

57.95

48.8

305

68.73

85.32

45.03

37.92

237

Total

174

216

114

96

600

Educational
Qualification

The expected frequencies Eij corresponding to the ith
row and jth column in the above table are obtained
using the formula, Eij =

(R ) (C )
i

j

N

; where Ri and Cj are

the ith row total and jth column total respectively in the
table- (6.2.1); i = 1,2,3 and j = 1,2,3,4.
Under the null hypothesis, the calculated value of chisquare, denoted by,

χ = ∑∑
2

6

3

4

i −1 j =1

(O ij− E ij)

Decision Rule: If the p-value of the test is less than the
level of significance á=0.05, then reject the null
hypothesis at 5 % level of significance and accept the
alternative hypothesis.
Since the p-value is zero (less than á=0.05) we conclude
that, in the print media, the monthly income of employees
is associated with their educational qualification.
Similar analysis using the above test was carried out on
the basis of the following contingency tables. The tables
with the p-value and conclusion are presented below-

2

Eij

Total

=203.684 with the

corresponding p-value = 0
Contingency table for Work Experience and opinion on Difficulty in getting Job
DIFFICULTY IN GETTING JOB

χ

2
3

WORK EXPERIENCE

YES

NO

TOTAL

0-5 yrs

90

139

229

5-10 yrs

78

109

187

10-20 yrs

49

88

137

Above 20 yrs.

20

27

47

TOTAL

237

363

600

= 1.369 , with a p-value = 0.713

Since the p-value > á=0.05, we accept the null hypothesis and conclude that, the work experience of employees
in the print media is not associated with difficulty in getting job.
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Contingency table for Work Experience and Monthly Income of employees
Monthly income (in Rs.)
Work Experience

χ

2
9

Total
Below 10,000

10,000-15,000

15,000-20,000

20,000-30000

0-5 yrs

65

70

69

25

229

5-10 yrs

42

70

30

45

187

10-20 yrs

53

64

10

10

137

Above 20 yrs.

14

12

5

16

47

Total

174

216

114

96

600

= 69.75 with a p-value = 0.

Since the p-value < á=0.05, the hypothesis of
independence is rejected. So, we can conclude that,

the work experience of employees is associated
with their monthly income. In other words, monthly
income of employees is related to their length of service
or experience in the print media.

Contingency table for Work Experience and Encouragement from management for offering idea

Encouragement for offering Ideas

χ

2
3

Experience

YES

NO

Total

0-5 yrs

125

104

229

5-10 yrs

104

83

187

10-20 yrs

98

39

137

Above 20 yrs.

30

17

47

Total

357

243

600

= 12.064 , with a p-value = 0.007.

Since the p-value < á=0.05, the hypothesis of
independence is rejected. So, we conclude that, the
work experience of employees is associated with

encouragement from management for offering their
ideas in the print media. In other words, due to
seniority in the service, employees get opportunity for
suggesting new ideas in their news paper field.

Contingency table for Level of satisfaction about Working hours and Working conditions
Working Conditions
Working Hours

Total
Satisfied

Neutral

Dissatisfied

Satisfied

306

24

42

372

Neutral

103

47

18

168

Dissatisfied

14

25

21

60

Total

423

96

81

600

27

χ

2
3

= 112.059 , with a p-value = 0

Since the p-value < á=0.05, the hypothesis of
independence is rejected. So, we conclude that, the
level of satisfaction of employees about working
hours is associated with their level of satisfaction
about working conditions in their office. In other
words, happiness about working hours is related to
happiness about working conditions in the print media.
Conclusions
It can be concluded that the management supports the
employees. This is evident from the following results of
the survey conducted amongst the employees of these
newspapers.
z

More than 60 % of the sampled employees of
‘Hitavada’, ‘Dainik Bhaskar’ and ‘Lokmat’ have
responded positively for the ‘reporting authority’s
supporting role’.

z

It can be seen that more than 50 % of the employees
in all the 4 newspapers responded positively in their
responses on ‘Encouragement from their seniors
for offering opinions and ideas’.

z

It is observed that, 78 % and 90 % of the sampled
employees in Hitavada and Navbharat respectively
and 54 % to 60 % employees in Dainik Bhaskar and
Lokmat are happy about working conditions’ in the
office.

z

In all, 62 % of the employees are found to be satisfied
about the ‘working hours’.

z

In all, out of 600 responding employees, 399, i.e.
66.5% have expressed satisfaction about ‘availability
of leaves’.

z

In the print media, the monthly income of employees
is found to be associated with their educational
qualification.
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Abstract
Television continues to be the most prominent entertainment medium in the
Indian M&E industry. Viewers of reality television who are addicted to these
daily programs often get deeply involved into any situation. Often, certain reality
television shows are based on topics that have no thought process or concepts.
However, some reality shows show positive things, which viewers can learn
and apply in their daily life. The study is restricted to Amritsar District. For
research 100 respondents from different places of Amritsar have been
surveyed. Convenient non-probability sampling method has been used in the
study. The study showed that people are interested to watch the reality shows
rather than daily soaps but movies come first in the preference. There are a
number of features due to which reality shows are becoming more popular like
Cost effective, Emotional Connect, Relatedness, Family Appeal, Quick Results,
etc.

Introduction
The advent of reality shows can be traced back to the forties with shows like
Allen Funt’s Candid Camera, that captured candid reactions of people to
humorous tricks and prank. TV shows without stringent story-lines, soon became
increasingly popular with the audience. Ordinary people captured in real-life
situations seemed to amuse the audience, which was hitherto bombarded
with ultra-dramatic soaps and movies.
Reality television broke the monotony to create interesting scripts and out-of
the box ideas that made them stand out from the run-of-the-mill shows. Although
drama-lovers are still glued to their idiot boxes at prime time, reality shows are
hogging the limelight big time.

Keywords
Entertainment Industry,
Realityshow, involvement

Some of these reality shows are talent hunts, game shows, celebrity shows,
documentary-style shows, makeover shows, or some of them are just plain
voyeurism personified. However different their concepts might be, all the reality
shows, intrinsically run on the same path. They put ordinary people or
celebrities in real-life situations and allow peeping toms to enjoy the thrill of
watching them!
Besides giving the audience the thrill and excitement of live un-edited action,
reality television allows the audience to be a part of the show. Take for example
The American Idol, or the moviemakers’ favorite reality show- On the Lot,
these shows allow the audience to choose the winner through a voting system.
Although the credibility of these voting systems is debated about forever, the
interactivity factor definitely fetches the show a lot of following.
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Indian Entertainment Industry
The Indian Media & Entertainment (M&E) industry is
highly driven by strong consumption in non-metro and
small cities, intense emergence of regional media and
burgeoning new media businesses and formats.
According to a report jointly prepared by KPMG and an
industry body, the industry registered a growth of 12 per
cent in 2011 over 2010. While television (TV) retains its
top slot as an entertainment medium, segments like
animation, VFX, digital media and gaming are up-coming
as major media. Multiple movies crossed Rs 100 crores
(US$ 20.04 million)-business in domestic theatrical
collections and Rs 30 crores (US$ 6 million) mark in
Cable & Satellite (C&S) rights.
Advertising spends across all media accounted for 41
per cent of the overall M&E industry revenues, aggregating
to Rs 300 billion (US$ 6 billion) while advertising revenues
witnessed a growth of 13 per cent in 2011.
REALITY TV SHOWS OF INDIA Reality shows come
from USA. The mother of this concept is European
countries have given sizeable contribution as well. When
in the year 1993 reality shows came no one thought that
one day such reality shows would be life line of the TV
channels. Reality Shows are fast replacing the daily
‘daughter-in-law versus mother-in-law’ soap television.
The high TRPs of the reality shows made them the number
one choice of every possible television channel. From
Talent-Hunt shows, to dance dramas, to acting- flicks,
talk shows, chat-shows, cookery shows, art and craft
shows, astrology shows, the list is endless. All such
shows have engulfed (flow over and swamp) most of the
television space and they have a strong audience.
Anything that strikes the emotional chord is an instant
hit in our country. The reason for this is that we Indians
are high on the emotional quotient and every Indian (even
the most practical one) has an emotional soul hidden
somewhere. The success of reality shows in India can
be attributed to a great extent to this weakness of ours.
Apart from this, the relief that these shows provide from
the saas-bahu soaps, which currently dominate television,
is another reason for their immense popularity.

z

z

z

z

z

Most Popular Reality Shows on Indian Television
z

z

z
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MTV Bakra
No one can ever forget Cyrus Broacha’s grinning
face and the confusion and bewilderment created
amongst his victims. A wicked show with witty
pranks followed by loads of laughter.
Kaun Banega Crorepati
Amitabh Bachchan’s stint on television that was
perhaps the first reality show on Indian television to
garner humongous audience response. The second
season of the series was hosted by Shahrukh Khan
but did not seem to fare just as well.
Indian Idol
This show has been one of the most popular reality
shows on Indian television and perhaps due to the
voting factor. With boys next-door turning into
Srusti Management Review, Vol -VI, Issue - I, Jan.-2013

ultimate singing sensations, this show already has
completed three seasons.
Sa Re Ga Ma
What started as a humble talent show hosted by
Sonu Nigam soon metamorphosed into an ultraglam, uber dramatic reality show with the various
celebrity judges like Himesh Reshamiya, AlkaYagnik,
Abhijeet and Ismail Darbar constantly at loggerheads
with each other.
Big Boss
The Indian version of UK’s Big Brother was the most
sensational and controversial reality show in India.
Although long forgotten Actor Rahul Roy emerged
as the winner, it was people like Anupama Verma,
Aryan Vaid (due to their on-air love-affair) and Rakhi
Sawant (due to her in-your-face attitude) who got
instant recognition from this show.
The Great Indian Laughter Challenge
This hunt for India’s biggest comedian created a
laughter riot on air with almost all its contestants
enjoying tremendous popularity. Star Judges Shekhar
Suman and Navjot Singh Siddhu enjoyed great
following too.
Nach Baliye
An original concept that involved celebrity couples
trained by their choreographers battling against each
other in an entertaining dance competition. The show
has celebrity judges like Saroj Khan, Malaika Arora
Khan, Farhan Akhtar, Kunal Kohli, David Dhawan,
Isha Koppikar and Vaibhavi Merchant. The first
season was extremely popular and so was the
second one, however the third season seems to be
losing its charm.
Jhalak Dikhla ja
This was the Indian version of the hit show Dancing
With the Stars, which was also very popular. The
first season had celebs like Mona Singh, Mahesh
Manjrekar and Shweta Salve as participants and
Farah Khan, Sanjay Leela Bhansali and Shilpa
Shetty on the judges panel. The show also had
Shiamak Davar, Urmila Matondkar and Jeetendra on
the judging panel whereas the participants included
celebs like actress Sonali Kulkarni, anchor Mini
Mathur and singer Mika.

Reality shows seem to be a huge trend on television,
but anything that is popular has to bear the brunt of
constant criticism and analysis. Controversies about
these reality shows being ‘planned and scripted’ or the
voting lines being a hoax continue to rise every now and
then. Sometimes reality is stranger than fiction, they
say! Well as for television, don’t be surprised or shocked
as yet...something far more real and far more strange
might be on its way...till then...Enjoy Reality TV!
Reasons for popularity of Reality Shows:
z

Cost effective: It is possible to tap a very large
dedicated heterogeneous audience base at very less
cost. This makes reality shows a very cost-effective

marketing tool and consequently has gained
popularity.
z

z

z

Emotional Connect: This not only attracts new
customer base but keeps the existing customer base
loyal because of the emotional- connect.

Distribution of Respondents by age

Age

Respondents

Relatedness: Reality shows have a strong reflection
of the dreams, struggle, and emotions of commonman. Hence people tend to relate very strongly to
the characters of such shows.

Under 18

17

18 – 30

39

31 – 40

25

Family Appeal: Reality shows are mostly family
catches. Grandparents, parents and children all
watch such shows mostly together. The formats of
most shows are such that they attract audience
across age groups and genders.

41 – 60

19

Over 60

0

z

Quick Results: The formats of the reality shows have
a built in quick response seeking factor from the
audience.

z

High Involvement Level: Most of the reality shows
demand conscious as well as subconscious
involvement of the audience.

In India people mostly watch Adventure reality shows,
Celebrity reality shows, comedy reality shows, Game
reality shows, Prank shows and also watch Talent hunt
shows.

It can be observed that 17% of them are under 18 years
of age, 39% of them are between 18-30 years of age,
25% of them are between 31-40 years of age and rest
19% of them are between 41-60 years of age.
Hours spent on watching television:

Time

Respondents

1 hour or less

15

2 -3 hours

53

4 -5 hours

23

6 -7 hours

9

More than 7 hours

0

Objectives of the study :
z

To study the perceptions toward Indian reality shows.

z

To study the reasons behind participants and judges
to join reality shows.

z

To study the reasons for inviting guests to the reality
shows.

Research Methodology
The data for the study was collected with the help of
structured questionnaires. The questionnaire is selfadministered. To develop a list of items for framing a
questionnaire, existing literature is revised, brainstorming
was done. The design of the research is descriptive in
nature and also quantitative in nature. In this study we
have used multiple cross sectional descriptive design,
which produces the phenomenon in which the decision
maker is interested. Primary data has been used. The
sampling units are the general viewers. Viewers are from
Patiala. For research 100 respondents from different
places of Amritsar have been surveyed. In this study nonprobability, convenient sampling method has been used.

Programmes watched:
Programs
News / Documentary
Sports
TV Drama
TV Comedy
TV Movie
Daily Soaps
Talk Shows
Reality Shows

Respondents
26
29
24
32
39
21
16
45

62% of respondents said that they agree that they enjoy
watching reality show and rest 38% of them say that
they disagree that they enjoy watching reality show.
Involvement so that do not wish to change channels:

Results & Discussion
Out of 100 respondents 61% were females and rest 39%
were males.

Agree

30

Disagree

32

Sometimes

38

30% agreed that they got so much involved that they
did not want to change the channel, 32% disagreed
and rest 38% of them agreed that sometimes they did
not change channels.
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I like being able to talk about reality TV shows
with people I know.

Agree

62

Disagree

15

Sometimes

23

62% of respondents said that they agreed, 15% of them
said that they disagreed and 23% of them said that
they sometimes talked about reality TV shows.
I like reality TV shows because it puts me in a good
mood.

Agree

39

Disagree

35

Sometimes

26

Findings
The study concludes that though reality shows are among
the most preferred way of entertainment through
television, their popularity is decreasing & viewers now
understand the motives of show makers. But still viewers
would like to see them. The future of the reality shows is
brighter than other shows as viewers believe that they
are interesting.
z

In this study we can see that people are interested
to watch the reality shows rather than daily soaps
but movies comes first in the preference.

z

Though reality shows are full of controversies still
majority of population prefer to watch the reality
shows.

z

It has been found that people are participating in the
reality shows for various reasons but the main reason
behind participating is that they are getting good
platform and another reason is exposure.

z

Mostly people believe that the celebrities participate
in the reality shows because of publicity that they
are getting from the reality shows.

z

It was found that the main reason for inviting
celebrities in the show is for publicity of guest’s
upcoming event.

z

At the end the researcher found that viewers know
that most of the reality shows are unreal and way of
money making for marketers but still they prefer
reality shows because they are interesting compared
to daily soaps.

z

Most of the viewers at one end believe that popularity
of reality shows is declining but on the other end
reality shows are more popular than daily soaps.

I like watching reality TV shows because I can
relate to the participants.

Agree

23

Disagree

47

Sometimes

30

Watching reality TV shows makes me feel smarter
than the participants in the show.

Agree

15

Disagree

53

Sometimes

32

Reason behind people participation in reality show

Showing Talent

36

Exposure

31

Money

15

Getting Good Platform

18

Suggestions
z

Reality shows must be based on the cultural ethics
and society we live in.

z

There must be some check on the content as
children get exposure to issues pre-maturely.

z

Reality shows promoting social causes should be
made as they make the public aware as well as
motivate them to become Samaritans.

z

Strict rules must be implemented to keep a check
on language used in reality shows.

z

Result criterion must be more transparent and must
be based on the real test of talent.

Reasons behind inviting guests in reality shows

Fame

31

Money

23

Exposure

25

Publicity

21

Reasons for inviting guests

Increasing TRP

37

Publicity of Guest's Upcoming event

39

To give honor to invited guests

24

34
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Abstract
In India, the focus of the financial inclusion at present is confined to ensuring a
bare minimum access to a savings bank account without frills to all. Internationally,
financial inclusion has been viewed in a much wider perspective. The recent
financial crisis has shown that financial innovation can have devastating systemic
impact. International standard setters’ and national regulators’ response has
been a global concerted effort to overhaul and tighten financial regulations. The
need was felt for more innovative, cost effective and easily accessible delivery
channel which would take financial services to the nooks and corners of India.
The paper attempts to analyze contribution of Indian banking sector as a whole
under the supervision and guidelines of RBI in implementing the financial
inclusion through ‘No frill accounts’, etc. The objectives of the paper are to study
financial inclusion in banking sector, reasons for low inclusion and role of
technology in banking services and to assess the performance of the banks.

Introduction
Globalization has enabled the rise of global trade leading to wealth generation
in developed as well as developing countries. Wealth can be created in any
part of the world with a single click of the mouse. Developing nations, like India
have immensely benefited from the globalizing economy. Wealth has been
pouring into the country as investments (both direct and institutional). Wealth
has also been generated by Indian companies from global trade. This has
directly affected the lives of many citizens in the country. For many, there has
been a dramatic increase in the disposable income. The savings, consumption
and investment patterns have changed in the past few years. This has meant
that there has been an increase in demand for many financial services from
different financial firms.

Keywords
Globalization, Financial
Services, Biometric ATM,
No-Frills, Micro-Credit

The market has responded to the soaring demand with making attractive offers
and services for the customers at affordable rates. The liberalization of the
economy in the 1990s has brought in new players into the field. This has not
only brought in some much needed fresh air to the stagnant financial sector
but also competition for the same market space which was relatively unknown
in the financial sector till then. Since then, there have been progressive reforms
in the financial sector allowing for better and easier facilities and options to the
consumer. An increasing financially aware middle class has realized the
importance of financial services. Banks have streamlined and rationalized
themselves to meet up with the changing demands of the people. Banks have
become partners in growth for many offering them a safer and secure future.
Table 1 below provides a set of summary statistics relating to the penetration
of various categories of financial products as a snapshot from 2010 to 2011.
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Table -1
Financial Inclusion – A Snapshot

Particulars

March 2010

March 2011

June 2011

Total villages covered

54258

100183

107604

Through banks

21475

22662

22870

Through BCs

32684

77138

84274

Through other modes

99

383

460

Urban locations cover through BCs

433

3757

4524

4.93 crore

7.39 crore

7.90 crore

No frill accounts (Amount in Rs. Crore)

4257.07

5702.94

5944.73

No frill accounts with overdraft

1.31 lakh

6.32 lakh

9.34 lakh

8.34

21.48

37.42

No frill accounts

No frill accounts with overdraft (Amount in Rs.
Crore)
Source: Reserve Bank of India

The need for incorporating financial inclusion in India
hopes to bring social inclusion which is much felt in
order to improve the econometrics of India. The
Government of India’s Committee (NABARD 2011) on
Financial Inclusion (released by NABARD) in India
reports on financial inclusion as the “process of
ensuring to be critical” in solving this challenge. Financial
products / services are identified as basic banking
services like deposit accounts, institutional loans,
access to payment, remittance facilities for life and non
life insurance services. The following list is the
denotation / connotation of financial inclusion in
India. Affordable credit
z

Savings bank account

z

Payments & Remittance

z

Financial advice

z

Credit/debit cards

z

Insurance facility

z

Empowering SHGs (self help groups)

as the banking industry has recognized this imperative
and has undergone certain fundamental changes over
the last two decades.
Literature Review
According to Stephen Sinclair, et al. (2011), financial
inclusive system facilitates efficient allocation of
productive resources as well as potentially reduce the
cost of capital incurred. An all-inclusive financial
system enhances efficiency and welfare by providing
avenues for secure and safe saving practices and
by facilitating a whole range of efficient financial services
like easy day-to-day management of finances, safe
money transfer, etc. The Govt. of India as well as
the banking industry has recognized this imperative
and has undergone certain fundamental changes over
the last two decades.
Biswas (2010) mentioned to boost micro financing
initiatives and financial inclusion program banks are
deploying Biometric ATM solutions to its rural customers
helping illiterate or barely literate folks to become part of
the banking user community.

Financial services have failed to adequately reach
poorer population for a number of reasons, which
includes inadequate infrastructure, perceptions that
lending to the poor is too risky to be commercially
viable, inhibiting regulatory/ legal environments and
limited understanding of governmental situation and
awareness of financial services by the poor.

Cole et al. (2009) concluded that financial literacy program
has no effect on the likelihood of opening a bank savings
account, but do find modest effects for uneducated and
financially illiterate households. In contrast, small
subsidy payments have a large effect on the likelihood
of opening a savings account. These payments are more
than two times more cost-effective than the financial
literacy training.

Financial inclusive system facilitates efficient allocation
of productive resources as well potentially reduce the
cost of capital incurred. An all-inclusive financial
system enhances efficiency and welfare by providing
avenues for secure and safe saving practices and
by facilitating a whole range of efficient financial services
like easy day-to-day management of finances, safe
money transfer etc. The Government of India as well

Gupta and Gupta (2008) explained that the increasing
proliferation of mobile services and ATMs in rural areas
of India has created a new opportunity to attain financial
inclusion and thus an effective tool to provide financial
services to the un-banked areas with reduced overheads
with providing access to banking services in remote rural
destinations of India.
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The Reserve Bank of India setup a Commission (Khan
Commission) in 2004 to look into Financial Inclusion and
the recommendations of the commission were
incorporated into the Midterm review of the policy (200506). In the report RBI exhorted the banks with a view of

achieving greater Financial Inclusion to make available
a basic “no-frills” banking account. In India, Financial
Inclusion first featured in 2005, when it was introduced,
from a pilot project in Union Territory of Pondicherry, by
K C Chakraborthy, the Chairman of Indian Bank.

Table - 2
Banking and Financial Inclusion - Statistics

Measures

Values

Values

(for the Year 2009-10)

(for the Year 2010-11)

No-Frill Accounts

4.15 Cr

7.43 Cr

Rural Bank Branches

31,727

32,683

ATMs

47,953

49,258

POS

5,22,148

7,27,761

Cards

173 million

184 million

Kisan Credit Cards

76 million

73 million

GCC issued by PSBs

6,68 lakh

9.5 lakh

403 million out of which 187 million
(46%) don’t have a bank account
Source: Reserve Bank of India
Mobile phones

929 million out of which 293 million
(31%) don’t have a bank account

Financial Inclusion and Banking Sector in India
The growth of banking industry during last decade (20002010) in various population segments presents not so
comforting a picture of financial inclusion efforts during
the last few years. Following snapshot analysis would
unfold interesting inferences. Based on the
recommendations of the C Rangarajan Committee Report
on Financial Sector Reforms, the government created
the Financial Inclusion Fund (FIF) for meeting the cost
of developmental and promotional interventions for
ensuring financial inclusion, and the “Financial Inclusion
Technology Fund (FITF)” to meet the cost of technology
adoption with an overall corpus of Rs 5 billion each.

RBI is giving an incentive of Rs 50 per smart card account
opened by banks under this scheme to partly meet the
cost. The Indian Banks’ Association has also constituted
technology committees in order to formulate uniform open
standards for the technologies at play so as to ensure
interoperability between banks and other service providers
for the benefit of the customers. The interoperable
systems will facilitate the transfer of domestic and
international remittances to the villagers in a seamless
manner.

To address the problem of high transaction cost and
outreach, the RBI advised the banks to migrate all their
branches to the computer-based core banking solutions
that allow real-time transactions, as also to increase use
of information technology based solutions, such as smart
cards, mobile phones and hand-held devices to extend
the reach. Measures were taken to simplify account
opening; these included banks being mandated to offer
basic banking ‘no-frill’ accounts, with low or zero minimum
balance, and simpler ‘Know Your Customer’ (KYC) norms
for the low income groups in urban and rural areas for
accounts with balances not exceeding Rs 50,000.

Nationalisation of banks in India in 1969 and 1980 marked
a paradigm shift in the focus of banking from class
banking to mass banking. The multi-agency approach
consisting of cooperatives, regional rural banks (RRBs),
commercial banks, non-banking financial institutions, etc
has played a key role in catering to the credit needs of
rural population. Most of these agencies have been acting
not merely as financial intermediaries but also playing
a key developmental role. In the post nationalisation era,
launching of SHG-Bank linkage programme in 1992 and
its success as one of the largest micro-credit programmes
in the world could be considered as a landmark
programme can be regarded as the most potent initiative
since independence for delivering financial services to
the poor in a sustainable manner.

The reach of banking while ensuring that the government
social security payments reach the rural beneficiaries
on time, at low cost and without leakages, the
government and the RBI are encouraging state
governments and banks to disburse such benefits through
bank transfers into the beneficiaries’ accounts. Presently,

New initiatives in Financial Inclusion

More recently, and perhaps as a negative reaction to the
distortion of priorities implied by the term ‘micro-credit’,
attention has turned to ‘financial inclusion’ as an
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appropriate policy goal. This may best be understood
by considering its opposite, ‘financial exclusion’. This
occurs when particular social groups are excluded from
access to the formal financial system. Financial exclusion
exists in all economies, developed and developing
countries. Households may be excluded by remoteness
from facilities, by inability to satisfy collateral or
documentary requirements, or by transaction costs and
the service policies of financial institutions. An appropriate
definition of financial inclusion would be ‘the condition of
having access to relevant and sustainable financial
services’.

z

Adoption of EBT

z

Simplified branch authorization

z

Opening of branches in unbanked rural centers

z

Road map for providing banking services in unbanked
villages with a population of more than 2,000

z

Financial inclusion plans of banks for three years

z

Other Rural Intermediaries

z

Usage of Regional Language

z

Easier Credit Facilities

The term ‘financial inclusion’ does not supersede the
term ‘micro-finance’. However the exclusion of people
from financial services is a more general problem, to which
micro-finance is one of a number of possible solutions.
The need to consider not just the creation of new
specialized ‘micro-finance institutions’ (MFIs), but to think
about how far orthodox financial institutions, including
commercial banks, credit unions and savings and loan
cooperatives, might be able to reach out to lower income
and isolated households currently suffering exclusion. It
is need to think in a more ‘systemic’ manner, to consider
how financial systems might be made more inclusive.

Financial Inclusion and Information Technology

This brings us to an important distinction: that between
micro-credit ‘schemes’ and systemic changes designed
to increase financial inclusion. Efforts at constructive
financial system development are always and everywhere
preferable to micro-credit ‘schemes’. The latter are
usually short term in focus, are sometimes politically
inspired, and are often designed as ‘add ones’ to activities
in other sectors, such as agriculture, community welfare,
poverty alleviations rather than as ends in themselves.
In India the focus of the financial inclusion at present is
confined to ensuring a bare minimum access to a savings
bank account without frills, to all. Internationally, the
financial exclusion has been viewed in a much wider
perspective. Having a current account / saving account
on its own, is not regarded as an accurate indicator of
financial inclusion. There could be multiple levels of
financial inclusion and exclusion. At one extreme, it is
possible to identify the ‘super-included’, i.e., those
customers who are actively and persistently courted by
the financial services industry, and who have at their
disposal a wide range of financial services and products.
At the other extreme, it may have the financially
excluded, who are denied access to even the most basic
of financial products. In between are those who use the
banking services only for deposits and withdrawals of
money. But these persons may have only restricted
access to the financial system, and may not enjoy the
flexibility of access offered to more affluent customers.
RBI’s initiatives for financial inclusion in India
z

No Frill Accounts

z

Simple KYC Norms

z

Engaging business correspondents

z

Use of technology
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Technology is a key enabler in increasing financial
inclusion. In India the use of smart cards and ATM
machines is helping to overcome issues such as lack of
adequate infrastructure, high transaction costs and low
volumes of transactions. Nowadays ICTs (Information and
Communication Technologies) are being used in many
fields to improve the efficiency, reliability and ease of
operation. One of the sectors where ICTs are being used
extensively is banking. They are widely used in the form
of mobiles, ATMs, intelligent core banking systems and
so on. India has a large section of society which is very
traditional and people have the habit of saving money. In
most cases they save the money in their house itself.
And the cash transfer takes place personally by hand.
So there is a need for proper banking facilities to manage
the money and make cash transactions at affordable
price. And recent statistics show that more than seventy
five percent of India’s population does not have access
to banking. So there is a huge need for financial services
i.e. banks which can deliver the banking services at
affordable costs. This process of delivering banking
services at cheaper costs to the unbanked is called
Financial Inclusion.
“ICT solutions are required to capture customer details,
facilitate unique identification and to ensure reliable and
uninterrupted connectivity to remote areas and across
multiple channels of delivery,” says Usha Thorat, Deputy
Governor of the Reserve Bank of India. “They can offer
multiple financial products (banking, insurance, capital
market) through the same delivery channel while ensuring
consumer protection, as well as develop the
comprehensive and reliable credit information system so
essential for efficient credit delivery and credit pricing.”
To support this development, in 2008 the Indian Finance
Minister set up a Financial Inclusion Technology Fund
of around US$125 million to meet the cost of technology
adoption, including evolving industry-wide standards for
IT solutions.
The banking system has grown enormously in the last
five years keeping pace with and in some cases leading
the country’s remarkable economic growth.
Simultaneously, the banking system has improved its
strength, efficiency and resilience. There have also been
significant improvements in the payments and
settlements system and electronic payments and RTGS
is now much more in use. IT has played a major role in

these achievements. Today banks have centralized
operations, more and more banks and branches are
moving to CBS , network based computing, new delivery
channels such as networked ATMs, internet banking,
smart card based products, mobile access etc and are
using IT for customer relationship management, customer
transaction pattern analysis, credit profiling and risk
management.
At the same time, a large number of households continue
to be excluded from the formal banking system and as
per some recent surveys their share has increased. The
extent and reasons for exclusion are many and have been
well documented in the Rangarajan Committee (RC) report
and more recently in the very comprehensive and
analytical section on financial inclusion in RBI’s latest
Currency and Finance (RCF) released a few days ago.
The RCF points out that despite the broad international
consensus regarding the importance of access to finance
as a crucial poverty alleviation tool, it is estimated that
globally over two billion people are currently excluded
from access to financial services.
Many people are financially excluded because of various
reasons like lack of information, insufficient
documentation, lack of awareness, high transaction
charges, lack of access and illiteracy. So the main
objectives of the financial inclusion should take care of
all the above problems with the help of ICTs. One of the
key barriers to access to financial services to the poor
and particularly to those living in remote rural areas is
the price of being banked and the access to banks. The
costs include both the fees charged by the financial
institutions and the time and money required to access
the bank. So there is need of a system where the services
can be delivered to the remote areas at low cost, which
can be done through mobile banking i.e. banking services
on mobiles.
Conclusions and Recommendations
Broadly, financial exclusion is construed as the inability
to access necessary financial services in an appropriate
form due to problems associated with access, conditions,
prices, marketing or self-exclusion. The working or
operational definitions of financial exclusion generally
focus on ownership or access to particular financial
products and services. There is no single comprehensive
measure that can be used to indicate the extent of
financial inclusion across economies. Specific indicators
such as number of bank accounts, number of bank
branches, that are generally used as measures of financial
inclusion, can provide only partial information on the level
of financial inclusion in an economy.
Poor households face many constraints in trying to save,
invest, and protect their livelihoods. They take financial
intermediation very seriously and devote considerable
effort to finding workable solutions. As a result, the
informal sector in India teems with lenders of different
sorts and mechanisms offering widely varying ways to
save and insure. The informal sector has, until recently,
offered low income households convenience and flexibility

unmatched by formal intermediaries. But the informal
sector also has many weaknesses and cannot do what
a well functioning formal sector institution can.
1.

Instead of focusing on micro-credit, or even microfinance, governments would do better to focus on
‘financial inclusion’ as an overriding policy goal. They
should attempt to measure the proportions of their
populations with access to financial services, as a
yardstick of progress over time towards greater
financial inclusion.

2.

Diversity is desirable: a wide range of approaches
and institutions will be needed to eliminate financial
exclusion. Governments need to think in a more
‘systemic’ manner, to consider how the whole
financial system might be made more inclusive.

3.

Pessimism about the sustainability of voluntary
sector initiatives, including Grameen Bank
replications, may prove overdone. However rigorous
market surveys should precede the establishment
of such schemes if they are to qualify for government
or external assistance

4.

Private sector investments and public/private
partnerships have great potential and government
should facilitate such initiatives

5.

Some public initiatives do more harm than good.
Governments should avoid ‘packaging’ ill conceived
micro-credit schemes into other sectoral projects

6.

Innovations in information technology are cutting
micro-finance transaction costs in other regions.
Telecoms reform in Forum island countries will
increase the potential for sustainable micro-finance
in the region using new information technologies

7.

Governments may support micro-finance directly,
through support for financial system building at the
grassroots, or indirectly by providing an enabling
policy and regulatory environment

The solution proposes common infrastructure for the rural
data collection and information management and
processing and sharing of the delivery channel by the
banks with a view to substantially reducing the
transaction costs and improving the speed and quality
of delivery. The elements involved in the solution are the
establishment of a data center and ensuring its two way
connectivity to the mobile multi service delivery system
available at the villages for providing the banking,
extension and other services as well as connectivity to
all the concerned banks and other service providing
agencies. The solution involves the outsourcing of data
management as well as of the delivery channel
establishment and operations with required safeguards
regarding the data ownership and operations. To sum
up, banking and financial inclusion is the road that India
needs to travel toward becoming a global player. Financial
access with innovative measures taken by the banks
will attract global market players to our country and that
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will result in increasing employment and business
opportunities.
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Abstract
Developing industry-ready human resources is a big challenge for India in
the prevailing socio-technical system. At the cross-roads of competitive
business practices, Indian industries demand huge job openings; whereas
the young Indian professionals have less or no jobs. This is the outcome of a
mismatch between the demand and supply of human resources of HRD
centers with respect to the industry. A sustainable business model for
developing human resources to leverage employable people to the market
is described in this paper. The purpose of the paper is to propagate design
thinking amongst the practicing managers, professionals, academicians,
researchers, students and society at large. The careful design of HRD process
eliminates all types of mismatches, suitably capturing the voice of the
industries, for a better ‘fit for use’ or quality. The paper is based on the concepts
of ‘product design and development’.

I. Introduction:

Keywords
Industry-ready,
Socio-technical system,
Business model,
Product design

Indian economy even after the six decades of its independence faces
unemployment as a major issue. This is probably due to highly competitive
business environment that succumbs to huge job openings to meet the variety
of requirements arising out of new adoptions and updations in business
practices. But at the same time, young professionals of the economy have
fewer or no jobs in hand. The reason can be attributed to a great mismatch of
quality and quantity between the demand and supply of human resources. A
sustainable model of product design and development, carefully designs the
products, and do not suffer from the manufacturing and marketing hustles at
its later stages of its lifecycle. This concept can be feasibly adopted in the
present day complex HRD practices to leverage the market. A carefully
designed HRD process can eliminate the mismatches by capturing the voice
of the industries, and developing a better ‘fit for use’. Advancements of
technologies and professional course curricula alone do not suffice for a
competitive advantage unless they are consistently and collaboratively
exercised. Continuous improvement on this collaborative front of socio-technical
dimensions can lead India towards global competitiveness.
Enterprise competitiveness is based more and more on the quality of the
human resource of the enterprise. Developing good human resources thus
becomes an important cornerstone of an enterprise competitiveness strategy.
As an integral part of this strategy, various HR policies and practices could
contribute in creating human capital. The human resource development culture
leads to creativity, productivity, value-sharing, multi-skilling, collaborative work
culture, so on. Flexible enterprise, expensive supervision, standardization
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and rule-based governance of work demands wellgroomed human resources, who are committed,
motivated, skilled for sustenance, tech-updated, at all
levels.
II. Competitiveness:
Competitiveness is a relative ability and performance
of a firm, sub-sector or country to sell and supply goods
and/or services in a given market. Firm-level
competitiveness is the drive of enterprises to maintain
and improve their own status of business in the sectors.
State and National Competitiveness has emerged as a
new paradigm in economic development with the
awareness of both the limitations and challenges posed
by global competition, at a time when effective
government action is constrained by its budget; and
the private sector facing significant barriers to compete
in domestic and international markets. The Global
Competitiveness Report of the World Economic Forum
defines competitiveness as “the set of institutions,
policies, and factors that determine the level of
productivity of a country”.
The institutional model applied in the National
Competitiveness Programs (NCP) varies from country
to country; however, there are some common features.
NCPs should have strong, dynamic leadership from the
private sector at all levels – national, local and firm. At
the outset, the program must provide a clear diagnostic
of the problems faced by the economy and a compelling
vision that appeals to a broad set of actors who are
willing to seek change and implement an outwardoriented growth strategy. Based on a bottom-up
approach, programs that support the association among
private business leadership, civil society organizations,
public institutions and political leadership can better
identify barriers to competitiveness; develop jointdecisions on strategic policies and investments; and
yield better results in implementation. National
competitiveness is said to be particularly important for
small open economies, which rely on trade, and
typically foreign direct investment, to provide the scale
necessary for productivity increases to drive increases
in living standards. International comparisons of national
competitiveness are conducted by the World Economic
Forum, in its Global Competitiveness Report, and the
Institute for Management Development, in its World
Competitiveness Yearbook.
Dimension of Competitiveness:
The Global Competitiveness Index provides a holistic
overview of factors that are critical to productivity and
competitiveness and group them under nine pillars:
1. Institutions (financial) – public and private
2. Infrastructure – transportations, public utilities, wired
and non-wired communications
3. Macro economy – surplus/deficit, savings, inflation,
interest, debt/GDP, exchange rate
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4. Health and primary education – eradication of
diseases, birth and death rate, life expectancy,
primary education enrollment
5. Higher education and training – quality, and on-the
–job training
6. Market efficiency – local and global markets,
domestic and foreign competition, goods market,
labor market, financial market.
7. Technology readiness –FDIs and tech-transfer,
computer, internet, cell phone
8. Business sophistication – supplier network,
operations strategy,
9. Innovation – Quality, R&D, collaboration, IP
protection, Patents
India’s Global Competitiveness:
India improved its business environment (as per table
below).
Table 01:
India’s performance on different factors of
competitiveness
_____________________________________________________
Sl.No. Factors
1.
Market efficiency

Ranking
21

2.

Business sophistication category

25

3.

Innovation factor

26

4.

Institutions factor

34

5.

Efficiency enhancers

41

6.

Higher education and training

49

7.

Technological readiness

55

8.

Infrastructure category

60

9.

Macro-economy

88

10.
Health and primary education
93
______________________________________________________
Companies’ strategies for competing in an industry can
differ in many ways. Following are the common strategic
dimensions of firms to differentiate from one another in
an industry:
Specialization:
The degree to which the firm focuses its efforts in terms
of the width of its line, the target customer segments,
and the geographic markets served.
Brand identity:
The degree to which, the firm seeks brand identification
rather than competing on price or other variables. Brand
identity is achieved by advertising, sales force, or other
means.
Push versus pull:
The degree to which the firm seeks to develop brand
identification with the ultimate consumer directly versus

the support of distribution channels in selling its
product.
Channel selection:
The choice of distribution channels ranging from
company-owned channels to specialty outlets to broadline outlets.
Product quality:
The level of product quality, in terms of raw materials,
specifications, adherence to tolerances, features, and
so on.
Technological leadership:
The degree to which, the firm seeks technological
leadership versus imitation. A firm could be a
technological leader but deliberately not produce the
highest quality product in the market; i.e. quality and
technological leadership do not necessarily go together.
Vertical integration:
The extent of value addition reflected in the levels of
forward and backward integration, including the firm’s
captive distribution, exclusive or owned retail outlets,
in-house service network, etc.
Cost position:
The extent to which, the firm seeks the low-cost
position in manufacturing and distribution through
investments in cost-minimizing facilities and equipment.
Service:
The degree to which the firm provides ancillary services
with its product line, such as engineering assistance,
an in-house service network, credit, and so forth.
Price policy:
Price position will usually be related to such other
variables as cost position and product quality, but price
is a distinct strategic variable that must be treated
separately.
Leverage:
The amount of financial leverage and operating leverage
the firm possesses.
Relationship with parent company:
The firm could be a unit of a highly diversified
conglomerate, one of a vertical chain of businesses,
part of a cluster of related businesses in a general
sector, or a subsidiary of a foreign company, and so
on. The nature of the relationship with the parent will
influence the objectives of the firm, the resources
available to it, and perhaps determine some operations
or functions shared with other units (with resulting cost
implications).
Relationship to home and host government:
Home and host governments can provide resources or
other assistance to the firm, conversely can regulate
the firm, or influence its goals.

These strategic dimensions, being related, can be
described for a firm at differing levels of detail, and other
dimensions might be added to refine the analysis; the
important thing is that these dimensions provide a good
overall picture of the firm’s position. The scope for
strategic differences along a particular dimension
clearly depends on the industry. An industry normally
has firms with a number of different though internally
consistent combinations of dimensions.
III. Socio-technical System (STS):
Socio-technical system approaches advocate a humancentric analysis that investigates the impact of the
technical system on people and considers ways in
which technology can be designed more effectively for
people. To fully exploit technology in high tech
industries, one also has to address the human and
organizational workplace aspects. Technology can be
copied, but the level of which it is exploited depends
on the less replicable employee knowledge,
participation and understanding, big picture
considerations, communicative skill, motivation and
cooperation (Lars, 2009). That is where therefore arises
the need of a STS.
Socio-technical system theorists advocate the
importance of joint-optimization in effective,
organizational design. Joint-optimization, a word coined
by Emery, has a very specific meaning here. It holds
that the most effective arrangement within human
organizations will be those that integrate the demands
of both technical and social aspects of interactions. In
this sense, socio-technical system design is aimed at
the full utilization of both technical and human resources
in workplace. In order to achieve this objective, the
original focus was on the introduction of semiautonomous work groups, which were capable of selfregulating in terms of technical and social requirements.
These semi-autonomous work groups, precursors of
today’s self-directed work teams, were facilitated
through a program of action research. Through this
action research intervention, the quality of work life
including job satisfaction, morale and productivity were
significantly improved (Zhao, 1993).
The idea is to:
z

Strengthen the discipline of “organization and workplace design” into high-tech industries development
processes

z

Build on existing proven methods to which some
of the participants are familiar with

z

Make organizational and social aspects more
visible to technical personnel

z

Merge two disciplines into one tool, to better see
coherence

z

Create the same type of picture for different aspects
that influences the value creation process
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Figure 01: Scio-technical system in relation to HRD [Source: Fig.1, p.3, Alistair, 1999]

A socio-technical system defines the business
organizational relationships, according to the coupling
between agents determined by types of event flows
between them, and secondly, by operationalizing
transaction cost theory to obtain an a priori view of
relationships according to the market context for a client
and supplier (Alistair, 1999). Here the industry is the
client and professional schools or training centers are
the supplier. Coupling metrics are applied to assess
the degree of dependencies between the system and
the users. High-level requirements are suggested to
deal with different types of organizational design.
IV. Socio-technical System as a Competitive
Dimension for India:
As indicated in the Socio Economic Survey of India
2007–08, the combined GER (Gross Enrolment Ratio)
– Primary, Secondary and Tertiary education is
calculated by expressing the number of students
enrolled in primary, secondary and tertiary levels of
education, regardless of age, as a % of the population
of official school age for the three levels. Central
Government Expenditure on Social Services and Rural
Development launched in 2000-01 is a new initiative for
basic rural needs.
Consumption pattern across different Monthly Per
Capita Expenditures (MPCE) of population has a direct
bearing on the per capita income and employment.
NSSO’s data on 2004-05 reveal that the spending of
rural population on an average is about 55% on food
and the remaining 45% on non-food items.
V.

Role of Human Resources for enhancing
Competitiveness:

Indian socio-economic environment comprise of people,
very honest, hard working, and are eager to prosper.
This in by and large, due to more young people getting
advanced education, and training in high tech fields,
which are highly valued today. HRD is all about development and up gradation of human capital; process
for developing human expertise through training and
development; bringing qualitative changes in human
capital, etc. As believed about the role of HRD, it
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z

Helps and facilitates the human resources

z

Imparts learning at multiple levels as its core
function

z

Brings a desired change through learning process

z

Evaluates the learning and performance
effectiveness both

z

Remains committed to the development of people
towards organizational goals

z

Develops and maintains a systems

Through all its functional roles, HRD activities simply
ensure availability of right number of men , right kinds
[types in terms of skill], at the right point of time, at the
right places for utilizing the most economically and
effectively and develop their potentials in terms of skills,
performance and capacity. Selection of personnel for
an organization refers to the process of offering job to
“best-fit”. Performance appraisal is a means of helping
supervisors to evaluate the work of employees, helping
the individual to develop his or her present role
capabilities and to assume more. Counseling helps the
employee to recognize his own strengths, weaknesses
and potential and helping further to prepare action plans
for self-development. Career planning involves identifying
the right potential well in time to take over higher
responsibilities. This includes promotion and planned
job rotation under various conditions and environments
of challenge. Training as an integral part of HRD
process, improves the capabilities of the human
resources on the job. Training is expected to indicate
positive changes in knowledge, skill and attitudes. HR
Department analyses and develops various training
programs. Job analysis is about studying and collecting
departmental information pertaining to operations and
responsibilities of a specific job. Job description is an
organized factual statement of duties and
responsibilities of a specific job, whereas, job
specification is a statement of the minimum acceptable
qualities necessary to perform a job properly.

VI. Designing Effective HRD Programs:
Defining the objectives of HRD interventions, Creating
HRD programs, Selecting the trainer, Preparing a
program chart, Scheduling the HRD program etc. are
the essential steps of designing an effective HRD
program. Then it is exercised or implemented in terms
of improved training delivery methods, on the job training
method, classroom training approach, Self-Paced/
computer-based training, right media, and evaluation.
VII. Developing
Resources

Industry-Ready

Human

World class companies often outsource major functions
rather than supporting in-house. So also they do not
deploy and develop their human resources to the fullest
extent. Hardly, there exists the motivation and scope
for the required training and development facilities. Cost
and burden of training is often found off-loaded without
much involvement of the management into the process
which later cause cost escalation in terms of retraining,
low productivity, high attrition etc. Right job description
should be passed on to the different tiers of HR supply
chain i.e. in the form of career guidelines in the line of
company’s core competence. There arises a need of
close collaboration, like vendor relation development
programs. The HRD process can be executed by
development team i.e. the host and partnering agencies,
similar to the factory networks of lean operation, where
the critical points of the value chain are integrated and
within six-sigma control.
The development team needs to understand the
recruiter’s interest and the job qualifying criteria; identify

the skill sets required by the company, possessed by
the candidates, offered by the education and training
centers. Carefully designed, clearly reviewed-approvedagreed and closely supervised education and training
programs need to be implemented. The content of the
program should have an optimal blending of theory and
practice duly reviewed by specialists of the domains
or an expert committee. Typical industrial problems can
be assigned to the identified groups of professional
students or trainees, through guided case analysis and
or project works so as to develop core competencies
for industry-readiness. Leading business and
engineering schools and professional institutes should
take major initiatives by remain customer focused,
meaning to impart value based learning and trainings
right from the source.
The developers can have two ways of looking at the
core technological competencies:
1)

Generic and Specific

2)

Local and Global

The real challenge lies on the part of developers to
successfully identify the factors that are critical to
quality. They may have to operate within two extremes
like highly integrated to highly outsourced HRD
functions. There it becomes the responsibility of the
developers to indicate the economic impacts to all the
partnering industries, institutes and agencies.
A Sustainable Model for Developing IndustryReady Human Resources

Figure 02: Generic process of human resource development
[Adapted from: Operations Management, Roberta S. Russell, and Bernard W. Taylor; Prentice Hall of India Pvt. Ltd. Ed.
4, 2007, Ch.3, The Design Process, Figure 3.1, p.78]
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As per the above model, idea generation takes place
first by receiving inputs from the global market demand;
competitor’s human resources; professional schools of
education and training; R&D laboratories and centers;
and industry. Then a mission is set and a feasible proposal of human resource development program comes
up. In this phase the competence mapping is done within

a structured HRD system architecture to develop the
predefined functional abilities and skills. This is a detailed level of developing human resources confirming to
the job specifications of industry and the deliverable standards set by the HRD system. Final outcome of this
system is the industry-ready people who get easy employment.

Figure 03: Human Resource Development Life Cycle
[Source: Panda (2010), “Value of Elders in the Human Lifecycle,” World Elders’ Day Celebration, PRACHESTHA,
Koraput, Orissa, October 2010]

The project life cycle of human resource development
can be seen as above. The lifecycle indicates the rigor
of effort, as an unique project, put in to the HRD process.
It starts with a proposal where the need of the industry is
identified; then shows an agreement to develop or groom
the selected resources; then executing the development
program; then the program ends with accomplishment
of its objectives by producing employable and deployable
resources.
The development process presented in Figure 03 is a
generic model which can further be customized to unique
0

I

II

Planning

Goal Setting

HRD System

organizational context. Market-pull is stimulated from the
industry end, often described by the technology
associated, skill sets required, multiple roles, tasks and
responsibilities at a job. On the other hand, the developers
can also influence the client industries by providing certain
technology-enabled human resources as technologypush; product and process experts as platform-based
human resources; specially trained people as
customized human resources; and similarly high-risk,
quick-built, complex-system human resources.

III
Detailed
Development
Programs

IV
Evaluation
and
Assessment

V
Appraisal

Mission ----------------------------------------------------------------------------------------------------------Æ Employment
The six phases of human resource development process are:
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0.

Planning
The zeroth phase has a strategic initiative for industry and institute collaboration. Plans begin with technology and
skill development for the client industries. The output comes in the form of a project mission statement of works
which specifies the job description, skills, culture, reporting structure etc.

1.

Goal Setting
This phase identifies the target industries, alternative resources are evaluated in terms of various skills and abilities,
and competitive short-listing of human capital is projected.
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2.

HRD System
This phase includes the competency architecture for different performance levels and sub-levels defined by functional
roles and skills.

3.

Detailed Development Programs
This phase lays out the complete development program indicating standard sets of functional roles, assistance and
responsibilities for different time and circumstance to come.

4.

Evaluation and Assessment
This phase prepares a batch of people with certain degrees of readiness to work on some industrial assignments and
sample projects. The industry experts ultimately give a satisfaction report.

5.

Appraisal
The industry-ready human resources are appraised by the development program to ensure success at workplace which
then happens on regular basis.

(Figure 04: Six Phases of Human Resource Development Process
[Adapted from: Operations & Supply Management, Chase; TMH Edu. Pvt. Ltd., 12 Ed., 2010, Ex. 4.1, Ch-4, p.111])

IX. Quality Function Deployment (QFD) in HRD:
This approach of developing human resources captures
the voice of industry and translates them optimally
through the development program using cross-functional
teams. QFD process can list the qualities and
characteristics of the human resources desired by an
industry. Also it determines the importance or weight
attached to them to develop a house of quality matrix.
The matrix helps the team translate customer
requirements into concrete execution of HRD programs.
This helps in showing the comparative benefit of entering
into the deal can be explained by evaluating the technical
and functional qualities of the developed human
resources.
Hotel, entertainment, healthcare and infrastructure
industry facilities are reasonably good in India to attract
FDIs and tourists. Airline technology has greatly
increased tourism leading to an unprecedented level of
interaction among individuals from different parts of the
globe. Tourism with 5,83% of GDP and 8.27% of
employment has drawn special attention. The estimated
shortfall of tourist accommodation was tuned up to 1.5
lakh rooms in 2010. India’s tourism sector has a potential
to contribute towards the economy by generating revenue
directly and employment in core as well as related
industries. India’s international tourist arrivals in 2005
were just less than 4 million, and their average stay was

over 20 days. India’s domestic tourism increased from
67 million in 1991 to 366 million in 2004, which is growing
rapidly.
X. Conclusion:
W. Edwards Deming says, “Quality is achieved by
teamwork i.e. through employee participation in decision
making; breaking down the barriers between
departments”. Similarly, quality in developing industry
ready human resources is achievable with teamwork of
industry, institute, and the society at large. Like the
quality in physical goods production needs to lift the
barriers between different departments, operate beyond
the information silos, maintaining a better supply chain
(i.e. through better supplier/vendor relation - process
control - customer relation), our objective can be well
achieved by a thorough handshake between these
agencies.
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Abstract
Exploitation of girl child labour is the result of the prevailing tradition-bound
society like ours, where girl child labour is both a consequence and a cause of
poverty. It is unfortunate enough that the Labour Laws that deal with children
are concerned with the organized sectors only, whereas the unorganized sectors remain totally uncovered by the legislation. In India, the major concentration of girl child labour is in unorganized sectors where they are exploitedsocially, economically and sexually. The expropriation of child labour endangers child’s both mental and physical development. Strict legal actions should
be initiated to change the prevailing socio-economic system so as to eradicate
the problems of child labour, which is a severe violation of basic human rights
and a threat to global economic and social growth.

Introduction
A child in is an important living component of the human society. Children are
like mirrors of the society. They are the future custodians of the sovereignty of
the nation. They are the potential embodiment of the ideals, aspirations and
ambitions of the nation. They are the messengers of our ideologies, philosophies
and cultural heritage. Children are the future leaders of the nation. Hence,
children are considered as the most important assets of our nation. The future
of our nation is largely determined by how its children grow and develop
themselves in the society. It is shameful to note that today millions of children
are forced to work in dirty spheres for nominal wages to support the income of
their families. They also work in non-domestic areas for very small wages,
exposed to myriad risks in their lives. Sometimes they work as bonded laborers
because of the follies of their parents. Such practices are mostly prevalent in
rural areas.
Born Inequalities

Keywords
Girl child labour,
Socio-economic, Legal
Actions, Human Rights

The expression ‘children’ here includes both male and girl children. Girl children
are exposed to more horrendous exploitations than their male counterparts in
our society. In many cases, such things happen with the knowledge of their
parents in Adivashi and Harijan dominated areas. India has a male dominated
population. A male child is considered as an asset of the family whereas his
girl counterpart is despised as an unwanted member of the society. Girls suffer
gender inequality in every sphere of life. Our experience shows that girl children
in India emerge and grow from a scenario of discrimination, negligence and all
types of social torture. In matters of education, they are shorn-of proper attention.
They are also less cared for by their parents in this regard. In matters of general
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upbringing, they are awfully discriminated, abused and
exploited and even get much less from their parents in
their food requirements compared to the male children
in the family. This, for them, gives rise to a state of low
self-esteem and for this reason; they opt for
submissiveness and live a life of differential treatment.
The life of a girl child is thus one of morbid exploitation
and acute oppression. This situation is very common to
every state in our country. We have the practice of girl
child workers in our society despite stringent laws in
this regard.
Education of girl child
During the last two years, things have improved to some
extent after introduction of Right to Education Act. The
various social educational programs given to students
have in general improved the ratio of admission in primary
and upper primary schools checking the unhealthy
practice of child labour to a large extent. However the
quality of elementary education is still far behind as the
schools do not have the required number of teachers.
As per a mapping of the progress under the Right to
Education Act, it is revealed that over 81.5 lakh of children
of our country including mostly girl children are still out
of school verandah. A massive enrollment has still got to
be made to bring them under the educational program of
the nation. The situation is however better in Odisha
although we have not reached the desired goal on this
score. It is quite heartening to know that Odisha is the
second state in our country to implement the Right to
Education Act having the state rules in this behalf.
Recently, the National Review Mission Team of
Government of India has observed that the innovative
interventions initiated by our State Government in the
primary education wing are quite commendable after
introduction of the RTE Act in the state. Around 95% of
the total children in the age group of 6-14 years have
been enrolled in the state. But the state has performed
a low gender parity index in the process of overall
admission. In Malkangiri district, the index of ‘out of
school children’ rate is 21.9% against the state average
on this is 7.2%. What is driven out in this connection is
that although over the period of time, we have made great
achievements in this regard; we are still far away from
our target in the matter of female education.
Origin and growth of child labor in Odisha
The origin of child labour in Odisha dates back to the
period of Company Rule as it existed prior to 1st April
1936 when it was formed as a separate state. As the
situation prevailed then, portions of Odisha had been
tagged to the erstwhile Indian provinces of Madras, Central
Province, Bengal and Bihar according to the
administrative convenience of the East India Company
and the crown. A number of princely states had merged
with the newly created Odisha in 1948(S.N. Tripathy).
The origin of child labour problem was deep rooted in the
socio-economic and the historical factors that prevailed
during the19th century and the early part of 20th century
Odisha. The exploitative land revenue policy of the British

52

Srusti Management Review, Vol -VI, Issue - I, Jan.-2013

Government, inter alia caused untold sufferings to the
poor peasants of Odisha under the princely states. The
exploitation of the Zamidars and the autocratic system
of the Zamidari system led to a system of steady
impoverishment in the socio-economic fabric of the state.
The cultivators sank deeper and deeper into debts in the
hands of money lenders, merchants, rich peasants and
the other moneyed class people. It was but natural that,
following this awful situation, the tenants were losing
their tenancy rights and were being ejected from their
lands on flimsy grounds. They were thus becoming sub
tenants under their money lenders. (S. C. Bhola). During
the period of drought and famine the Odiya peasants
had hardly any savings for their rainy days. Whenever
crops failed, they fell back upon money lenders not only
to pay the land revenue but also to feed their families.
Under this exploitative background the problem of child
labour including that of girl children became a sequel to
this socio-economy scenario infested with poverty, and
indebtedness. This situation reached its climax during
1866 -1947.
This situation had become very acute during the British
rule in Odisha. It was actually this inchoate economic
situation in the rural areas that had intensified
perpetration of agricultural labourers and child labourers.
The male children under these forced circumstances had
no other go than to be engaged as farm labourers under
the rich landlords. Their sole purpose was to add to the
income of their respective families. The girl children for
the same reason were also forced to work as domestic
servants in the houses of big landlords and moneylenders
(Indian Annual Report). The parents were even selling
their girl children to old widowers in the name of marriage
for paltry sums of money. Thus the order of the socioeconomic situation as it had prevailed then had a terrible
economic impact on the living conditions of the poor
people. This has also led to the growth of Dadan
Labourers. During non-agricultural seasons, the farm
labourers were moving out from their villages to distant
places and even abroad to work as daily labourers to
supplement their family income. We have many instances
to show that they were being engaged in difficult jobs
under the most unhealthy conditions to which they had
no previous access (Dr. P. Ch. Das) . These are the
several factors that had led to the origin and growth of
child labour including girl child labour in our country. This
is also the reason why the tenants in Odisha were going
outside to work as Dadan labourers under hazardous
working conditions while girl children were working in
other places to supplement the family income. This
situation is massively rampant in the rural areas of
Odisha even to day. The central and the state
governments have introduced several employment
programmes to provide employment to jobless people
during the non agricultural seasons. Even then migration
of tenants to other places as Dadan labours has not
been checked.
Girl child labour in Odisha.
Girl child labour in Odisha is a socio -economic problem.
This has accrued due to the attitudinal makeup of the

parents. Actually the parents are responsible for this
social anomaly. In the rural areas, a good number of girl
children are engaged in contributing to the family purse
by selling their labour. This feature is very common
among the girl children of the migrant indebted families
in big towns of Odisha. In rural areas, the schooling of
the girl children is impeded by some intricate factors
like caste, religion, early marriage, size of the families
and such other factors.. Thus girls are the worst victims
of both class and caste hierarchies and gender
discrimination. There is a strong belief even to day that
a girl child however qualified she is, has to finally

compromise with the pots and pans of the kitchen in her
mother-in- law’s house and therefore her education is
ultimately a great waste . At present, the problem of girl
child labour has become the burning issue of the society.
There are extreme forms of girl child labour like slavery,
compulsory labour due to debt bondage, prostitution and
such other social evils.
In Odisha, a thorough survey was made on the score in
different districts in 2007. The table below lists out this
alarming situation.

TABLE-I
Position of Male and Female Child Labour in Odisha.( 2006-07)
Sl. No.

District

Male

Female

Total

1

ANGUL

3641

3472

7113

2

BALANGIR

8153

6697

14850

3

BALASORE

9873

7664

17537

4

BHADRAK

3603

3842

7445

5

BOUDH

2887

3055

5942

6

CUTTACK

7798

6711

14509

7

DEOGARH

4915

5026

9941

8

DHENKANAL

5327

4960

10287

9

GAJAPATI

11327

12336

23663

10

GANJAM

33463

25498

59961

11

JAGATSIGNPUR

2453

453

2906

12

JAJPUR

5755

4395

10150

13

JHARSUGUDA

4110

3935

8045

14

KALAHANDI

20093

21558

41651

15

KANDHAMAL

1020

520

1540

16

KENDERAPADA

5678

3015

8693

17

KEONJHAR

6155

2487

8642

18

KHURDHA

5772

2925

8697

19

KORAPUT

16789

15002

31791

20

MALKANGIRI

8810

9587

18397

21

MAURBHANJ

16849

15905

32754

22

NAYAGARH

5076

3327

8403

23

NOWRANGPUR

8873

8221

16954

24

NUAPADA

8239

8781

17029

25

PURI

3163

1524

4687

26

RAYAGARH

18730

17792

36522

27

SAMBALPUR

8560

8811

17371

28

SONEPUR

6521

5777

12298

29

SUNDERGARH

5825

2845

8670

30

BARGARH

10947

9075

17537

261265

225196

483989

TOTAL

Source: Labour Statistics in Orissa (2010)

53

Why is Girl Child labour preferred?
Various attempts have been made from time to time to
identify the magnitude of girl child labour in our state.
Despite all efforts, it has become very difficult to be
accurate with regard to detailed statistics about
perpetration of girl child labour in different sectors .Our
experience shows that we have one great hazard on this
score. This is mainly the non-cooperation of our own
people. However, as things stand now, there are some
common factors that have encouraged this problem in
our society. These common factors may be summed up.
In the first place girl children by nature are very calm and
docile and they do not mind accepting lower wages
compared to their male counter- parts. In some occupations
like Bidi rolling, Agarbatti rolling, Pampad rolling, etc. girl
children are found more suitable than male children workers.
Generally they have a knack to receive their training in
their professions more seriously and more carefully than
the male children workers. Girl child workers are very serious
to their professional activities as domestic helps. They
render better services than male child workers as they are
considered more stable, disciplined and obedient in their
behavioral dispensation. Add to this, the employers also
prefer girl child labour as girl children are not associated
with Trade Union activities like strikes and so on.
The above facts are neither comprehensive nor universal.
They only sell out the general idea that female child labour
is more in demand in certain industries due to the
disciplined behavior of the girl child labourers.
THE WOES OF GIRL CHILD LABOUR
The woes of a girl child worker belonging to a low caste
family are best known to one and all in the society. In low
class families a girl child is considered as a great liability.
She is considered as a bad omen soon after her birth in
the family. In that way she is associated with myriad social
problems. In the first place she is considered a liability as
she is tethered to the problem of dowry. This is a problem
which generally gives a lot of headache to the parents
before the marriage of their daughter.
Even after marriage, the problem of the girl child is not

actually over for the parents. The parents pass through
sleepless nights musing over the post- marriage conditions
of their daughter in her mother- in- law’s house. Most
unfortunately a girl child after she comes up to age is
exposed to the cornel’s eyes of their own kith and kin in
her family. From her very birth, in some families, she is
subjected to domestic violence as if she is an unwanted
member of the family. From her very birth she in some
families is subjected to domestic violence as if she is an
unwanted member of family. For any offence befalling her
before and after her marriage, the girl child alone is held
responsible for all subsequent eventualities although she
is innocent of the happenings.
Terms of employment:
Not only are this, in case of her employment, the terms
and conditions of the employment most excruciating in a
lot many cases. The terms and conditions of her
employment are settled between her parents and their
employer not to the knowledge of the girl child labourer.
Peculiarity enough, her wages go to the pecuniary benefit
of the parents.. Her wages are also settled by her parents.
The parents do not bother about her working conditions
and other factors leading to her safety. After marriage she
is unfortunately exposed to the erratic control of her
husband and other members of her husband’s family. In
either case, she has no independence in her life.
Working Conditions:
Girl child workers are not given proper facilities at their
workplace. They work under hazardous conditions. As
stated above, they are underpaid as they generally get
low wages in their profession. Most girl child workers do
not get extra payment for any extra work they do at their
work place. Despite stringent labor laws, they are mostly
bereft of weekly holidays, shorn of general medical and
health facilities. Sexual abuses are very common among
their masters. At the parents’ level they often suffer beating
and starvation. They do not have any sort of freedom.
They generally work in adverse surroundings sprawled over
ill-ventilated premises exposed to occupational risks. The
table below would reveal an account of most pathetic
general health hazards in different sectors of their service.

TABLE –II
OCCUPATIONS

DISEASE/DISABILITY

Pottery

Asthma, Bronchitis, TB,

Bidi Industry

Nicotine poisoning, headache, anemia, bronchitis, nausea, TB,

Zari Industry

Eye disease, Spinal problem

Domestic Workers

Over-work, physical and sexual abuse, drug-addiction

Brick kiln Industrial labor

Polluted environment due to hot ash, physical retardation and deformities, baldness etc.

Construction Workers

Malnutrition and anemia, severe body ache, physical injuries, TB.

Beggar

Malnutrition, anemia etc

Stone-breaking

Breathing trouble, malnutrition, physical weakness.

Kendu-leaf collection

Frequent attacks of wild animals, stone stokers the edges prick their eyes etc

Rag picking

Cuts and wounds from metal scrapes, sometime even tetanus, diarrhea, and food

Agriculture/Cultivation

Malnutrition, various diseases due to pesticides and insecticides

Source: ‘ The Scourge of Girl child labour in India’ by Vipin Bihari in Asia- Pacific Newsletter 2/2000, PP- 36-38.
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Constitutional Commitment:-

CONLUSIONS AND SUGGESTIONS

Our Constitution has been conceived with a great vision
to avert injurious conditions pertaining to working
conditions of women workers in the society. In spirit, it
also serves as an instrument of emancipation seeking
to erase the conditions of socio-economic deprivation
that are in general the root cause of child employment in
the society. Our Constitution for that purpose provides
for the protection of child workers mainly girl child workers
by imposing restrictions on the minimum age limit in
this behalf so that children including girl children are not
exploited at the work places by their respective employers
with profit motive in view. Article 23( Prohibition of traffic)
and 24 (Prohibition of child employment)of the
Constitution prohibits exploitation of children in all types
of services. Article 23 of the Constitution prohibits forced
labour. No person because of this provision can
encourage supply of child labour under any sort of forced
or compulsory circumstances even due to economic
reasons. This provision covertly imposes a ban on
deployment of child labour which is a case of forced
labour within the meaning of Article 23. Add to this, Article
24 strictly prohibits employment of children below 14
years in any hazardous service. The provisions contained
in Articles 39(e)(Health and strength of workers) and
(f)Children should be given opportunity) of the Constitution
provides for strict restrictions on the abuse and
exploitation of child labour with a wider impact in their
social content. Article 45(Provision for free and
compulsory education) of the Constitution has specific
relevance in providing protection measures in
safeguarding the interests of children in the society. It
provides for free and compulsory education for all children
up to the age limit of 14 years.

India is a tradition bound society. Here, girl children and
women are treated as mere commodities. The girl child
labour has come up in the society as a consequence
borne out of various causes of poverty. It is most
unfortunate that the labour laws of our state that deal
with children in general are, in practice, actually
concerned about the children of the organized sectors
of the society . In India the major concentration of girl
child labour is found in unorganized sectors where the
children are exploited in different ways .This leads to
mental disorder of innocent children. This also impedes
their physical development affecting their education,
health and general wellbeing. We have myriad provisions
of law to check this social anomaly. But the problem is
that we don’t have a many fold approach for
implementation of the existing laws, we do not have a
positive approach on this score. For this reason we need
to have the following positive steps for prevention of the
girl child labour in our country.

Judicial Ruling
In a landmark judgment on 10th December 1996, the
Hon’ble Supreme Court of India has given specific
directions regarding the manner in which the children
working in hazardous occupations have to be
immediately withdrawn and rehabilitated. The Apex Court
has also given directions to state governments to regulate
and improve the working conditions of workers in
hazardous occupation. Several measures have been
proposed in this verdict to solve the problems of child
labour of India. Some of these measures include
imparting of free and compulsory education to children
below 14 years of age, followed by payment of
compensation of Rs 20,000per child in case of release
from the offending employer along with a matching grant
of Rs 5,000from the state to compensate the family of
the child against loss of any sort of income in this behalf.
This amount is to be deposited in a Fund named “Child
Labour Rehabilitation cum Welfare Fund”. As per the
direction of the Supreme Court, the Fund generated thus
shall be utilized only for the welfare of the concerned
child.

The first approach is involvement of dedicated officers
who can best sub serve the interest of the state by
implementing the existing laws with utmost sincerity by
appreciating the seriousness of the problem. The second
approach is effective implementation of employment
guarantee schemes in the rural areas so that the poor
families instead of migrating to other places can be
economically rehabilitated in their own villages. Add to
this, government should augment proper financial
assistance to the poor and needy families during crisis
periods like flood, draught, cyclone etc. The right of
children to compulsory education should be effectively
implemented by proper budget provisions at the levels
of Central government and State government. The Midday Meal scheme which is now implemented in
Government schools, Aided schools and schools run by
Local Bodies should be extended to all private schools
as the later are also coming under the purview of the
RTE Act. NGOs and Government Machineries should
initiate projects with proper plans to augment the income
of the impoverished rural families by virtue of which child
labour including girl child labor can be effectively
checked. Parents of the girl children should be covered
under various awareness programs so that they can be
motivated to send their children to schools. Education
is the main panacea for eradication of all these evils in
our society.
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Abstract
Since from its conception, there have been way too many impediments towards
the success of Tata Motors dream project – Nano. It seems evident that Tatas
have had problems with the entire marketing mix for Nano. There were initial
safety issues with the product; they couldn’t hold on to their original pricing
promise due to rising costs; there was a tough time with the distribution due to
serious mismatch between demand and supply; and there wasn’t a proper
promotional campaign to begin with. This explorative case study looks beyond
the mistakes and attempts to throw light on the consumer psychology regarding
Nano’s initial low market acceptance; which seemed to be quite different from
what the company and industry had speculated in the beginning. While making
qualitative assessment of the perception, attitudes and behavior of the
consumers, the case study also explores the continuous hurdles that Tata
Motors had gone through and the others that it still tries to overcome to ensure
“Nano – the people’s car”, gets its truly deserving position in the market.

“We are happy to present the People’s Car to India and we hope it brings the
joy, pride and utility of owning a car to many families who need personal mobility.”
– Ratan Tata after unveiling Nano at the 2008 Delhi Auto Expo1
“I think it’s a moment of history and I’m delighted an Indian company is leading
the way.”
– Anand Mahindra, Managing Director, Mahindra & Mahindra Quoted by
Hindustan Times before the unveiling of Nano2
“There was a mismatch vis-à-vis the hype. The gestation was too long. It kind
of broke the momentum.”
– Hormazd Sorabjee, Editor of Autocar India3
Introduction

Keywords
Tata Nano, Consumer

On a rainy evening, a 70 year old industrialist was on his way in an overcrowded
Indian city. He looked temporarily relieved from the annoyance of frequent
traffic halts, as his car prepared to start again to make its way out. From the
inside of his luxurious glass windows, his tired wandering eyes briefly looked
around at the busy city crowd before settling at a nearby scooter. He noticed
that there were four persons sitting on it – a woman, two kids, and a man who
was riding the scooter. All of them were tightly holding each other as the man

Psychology, First-time Car
1
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Hindustan Times, “Tata Nano aimed at common man, says Kamal Nath”, New
Delhi, January 10, 2008, Source: http://www.hindustantimes.com/StoryPage/Print/
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tried hard to balance and skip through the packed-up
traffic obstacles. He observed their urgency, as thousand
others, who were headed on that same congested way
that evening. They didn’t have any alternatives; and neither
as if, they were complaining. He thought that perhaps, it
is just a regular small compromise, by regular Indian
people on a regular Indian city. But still, the 70 year old
man wasn’t convinced. He shook his head and asked to
himself – “Shouldn’t they too have the basic privilege of
safety and a little more convenience?”4
That was the precise moment when a latent need was
identified; a beautiful idea was conceived; and was about
to be transformed into a huge business opportunity. But
years later this “Marketing Fairytale” did not proceeded
in reality in the way as it had once begun with.
From the beginning, “Nano” was considered to be the
“Big” idea of a prospective auto revolution for the emerging
world and particularly for India. But even more than two
years after its overstretched commercial entry into the
Indian roads, it struggled to keep up the business
expectations of its ambitious makers. The cheapest
possible car that promised to address the billion
aspirations of the so called “bottom of the pyramids” didn’t
quite able to deliver the way the industry had speculated.
Since, its commercial inception in mid 2009, the sales
were never on a steady upward trajectory that is
presumably typical for such a technological
breakthrough. For the Tatas, the dream car project soon
turned out into a nightmare, when in November 2010,
the USD 27 billion company5 could only manage to
convince 509 cars to its dealers across India. Though,

after that debacle, Tata Motors undertook some serious
readjustments and to some extent did manage to
marginally pull up Nano’s performance from December
2010 onwards. But in spite of all its efforts, Nano was
still far from close to its original intended targets. Till
Mid 2011, it sold just over 5,000 units6 a month. Then,
aiming towards a distantly difficult breakeven, the
company went back to a set of elementary strategies
that included a redrawn full-fledged promotional
campaigning; improvement of productivity and supply
chain coordination; going rural; and opening up of more
exclusive dealerships. All these were made to be the
obvious priority that needed to be addressed before going
too futuristic and working for the 2nd generation of Nano.
However, long before the “Actual-Nano” was unleashed,
the “Idea-Nano” was immediately sold out to a varied
section of audiences, who were dumbstruck by its low
price appeal. The concept was unique, innovative and
hugely appealing to the mass. It was all set to make a
rapid penetration in the growing automobile market of
Indian. A brand new product created for a brand new
segment, virtually didn’t have any competition at that
point from any of the rivals. The Tatas therefore left no
stones unturned to exploit this “partially created and
partially self-generated” explosive hype that surrounded
the whole Nano idea. But then, there are vital questions
that remained to be answered – Why things didn’t work
out as expected? What were the missing links between
the planning premises and the on-road realities? Will
Tata Motors be able to learn from its big mistakes and
turnaround to hold a leadership position with its iconic
brand – “Nano”?

Exhibit-1
Tata Motors – the Global Indian Automobile Giant
Tata Motors Limited is is the world’s fourth largest truck manufacturer, the world’s third largest bus manufacturer,
and India’s largest automobile company, with consolidated revenues of Rs.1,23,133 crores (USD 27 billion) in
2010-11. It is the leader in commercial vehicles in each segment, and among the top three in passenger vehicles
with winning products in the compact, midsize car and utility vehicle segments.
Established in 1945, Tata Motors’ presence indeed cuts across the length and breadth of India. Over 5.9 million
Tata vehicles ply on Indian roads, since the first rolled out in 1954. The Company’s manufacturing base in India
is spread across Jamshedpur (Jharkhand), Pune (Maharashtra), Lucknow (Uttar Pradesh), Pantnagar
(Uttarakhand), Sanand (Gujarat) and Dharwad (Karnataka). Following a strategic alliance with Fiat in 2005, it
has set up an industrial joint venture with Fiat Group Automobiles at Ranjangaon (Maharashtra) to produce both
Fiat and Tata cars and Fiat powertrains. The Company’s dealership, sales, services and spare parts network
comprises over 3500 touch points; Tata Motors also distributes and markets Fiat branded cars in India.
Tata Motors, the first Company from India’s engineering sector to be listed in the New York Stock Exchange
(September 2004), has also emerged as an international automobile company. Through subsidiaries and associate
companies, Tata Motors has operations in the UK, South Korea, Thailand and Spain. Among them is Jaguar
Land Rover, a business comprising the two iconic British brands that was acquired in 2008. In 2004, it acquired
the Daewoo Commercial Vehicles Company, South Korea’s second largest truck maker. The rechristened Tata
Daewoo Commercial Vehicles Company has launched several new products in the Korean market, while also
exporting these products to several international markets. Today two-thirds of heavy commercial vehicle exports
out of South Korea are from Tata Daewoo. In 2005, Tata Motors acquired a 21% stake in Hispano Carrocera, a
4

Imagined based on media reports
Tata Motors Limited is India’s largest automobile company, with consolidated revenues of Rs.1,23,133 crores (USD 27
billion) in 2010-11
6
The approximate average sales of Nano from May 2011 to July, 2011
5
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reputed Spanish bus and coach manufacturer, and subsequently the remaining stake in 2009. In 2006, Tata
Motors formed a joint venture with the Brazil-based Marcopolo, a global leader in body-building for buses and
coaches to manufacture fully-built buses and coaches for India and select international markets. In 2006, Tata
Motors entered into joint venture with Thonburi Automotive Assembly Plant Company of Thailand to manufacture
and market the Company’s pickup vehicles in Thailand. Tata Motors is also expanding its international footprint,
established through exports since 1961. The Company’s commercial and passenger vehicles are already being
marketed in several countries in Europe, Africa, the Middle East, South East Asia, South Asia and South
America. It has franchisee/joint venture assembly operations in Kenya, Bangladesh, Ukraine, Russia, Senegal
and South Africa.
The foundation of the Company’s growth over the last 50 years is a deep understanding of economic stimuli and
customer needs, and the ability to translate them into customer-desired offerings through leading edge R&D.
With over 4,500 engineers and scientists, the Company’s Engineering Research Centre, established in 1966,
has enabled pioneering technologies and products. The Company today has R&D centres in Pune, Jamshedpur,
Lucknow, Dharwad in India, and in South Korea, Spain, and the UK. It was Tata Motors, which developed the first
indigenously developed Light Commercial Vehicle, India’s first Sports Utility Vehicle and, in 1998, the Tata
Indica, India’s first fully indigenous passenger car. Within two years of launch, Tata Indica became India’s largest
selling car in its segment. In 2005, Tata Motors created a new segment by launching the Tata Ace, India’s first
indigenously developed mini-truck. In January 2008, Tata Motors unveiled its People’s Car, the Tata Nano, which
India and the world have been looking forward to. The Nano brings the comfort and safety of a car within the reach
of thousands of families. The Tata Nano has been subsequently launched, as planned, in India in March 2009.
The Company’s over 25,000 employees are guided by the vision to be “best in the manner in which we operate,
best in the products we deliver, and best in our value system and ethics.” Tata Motors is committed to improving
the quality of life of communities by working on four thrust areas – employability, education, health and environment.
The Company’s support on education and employability is focussed on youth and women. In health, it is working
through intervention in both preventive and curative healthcare. The goal of environment protection is achieved
through tree plantation, conserving water and creating new water bodies and, last but not the least, by introducing
appropriate technologies in their vehicles and operations for constantly enhancing environment care.
With the foundation of its rich heritage, Tata Motors today is etching a refulgent future.
Source: http://www.tatamotors.com/know-us/company-profile.php
The Bumpy Ride of a ‘People’s Car’
Even before the car could actually roll out to meet people’s
expectations, it had to face tough challenges from every
corner. From the insides of its design rooms to the factory
and then into the outside open market, it had to struggle
at every stage of its making and subsequent survival.
Following are the biggest among them:
z

The big project of a small car – An engineering
challenge

The history of automobile engineering probably dates
back to the primitive times when man first invented the
wheel. And since then, the wheels of innovation in
automobiles have never stopped moving. In 1995, the
Group Chairman, Mr. Ratan Tata presented the idea of
Indica, as “the Zen’s size, the Ambassador’s internal
dimensions and the price of Maruti 800.”7 There weren’t
too many who could be convinced, but he went ahead
with determination. It wasn’t too long before he turned
that idea into reality and made Indica one of Tata’s
flagship brands. Years later, in 2003, a four-member team

from Tata Motors was asked to work on a new project.
But this time, it was even more challenging than the
former. “It began as an advance engineering project. The
idea was to try and create a very low cost transportation
with four wheels – it was not even defined as a car” 8,
says Nikhil A Jadhav, Industrial Designer, INCAT9, who
has worked with the project since its inception. Later,
the targets were made specific – to build a complete car
whose overall price must not cross the Rs 1 lakh barrier,
without compromising on aesthetics, safety,
environmental concerns and value to the customers. It
was a tough ask for the team who had then went through
an uneven journey filled with technical obstacles, cost
constraints and differences of opinions within. Often, they
had come back to the same place from where they had
to start it all over again. The team frequently felt
handicapped by costing limitations. Girish Wagh, Head
of the Small Car project said, “Our biggest challenge
was to keep the balance between cost and performance.
The brief was that the vehicle should be attractive to
customers without any compromise on quality and

7

Meenakshi Radhakrishnan-Swami and Rashmi K Pratap, “The Tatas without Ratan”, Business Outlook, 3-16
October, 2010, volume 5, issue 21, pp 52
8
Source: http://tatanano.inservices.tatamotors.com/tatamotors/index.php?Itemid= 210&id= 184 & option = com _
content&task=view (Accessed 19-10-2011)
9
INCAT is a unit of Tata Technologies Ltd.engaged in engineering services and enterprise IT services for manufacturing
industries . It has engineering centers in North America, Europe, India and Thailand.
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performance. Mr. Tata set the internal benchmarks. The
company has done a lot of innovations to bring the cost
down.”10 Of course, it was a perfect example of how
constraints lead innovations. The team wanted to have
alloy wheels but they were too expensive, so they came
up with ‘stylein-steel wheels’ – a concept that looks like
alloy but made of pressed steel and costing almost same
as the normal steel wheel. While most of the conventional
cars have front engines, the Nano team came up with an
“out-of-the-box” rear engine concept. It gave a substantial
cost advantage to the cost driven project. “While driving
from rear is a more efficient way of transferring power;
driving from the front is more cost effective as you don’t
have to take the power to the rear. We thought of taking
advantage of both by having a rear engine with front wheel
drive. It made the car more low-cost,” 11 explains, Abhay
Deshpande, Assistant General Manger-Vehicle
Integration, ERC12 Fitting the engine, the gearbox and
the exhaust system into the space behind the rear seats
was another big innovation the team had successfully
incorporated. Creating an optimum balance between
power and efficiency was also one of their greatest
achievements. They started with a 544cc, and managed
to increase the engine to 624cc with 27bhp. The “Nano
Movement” was not only restricted inside Tatas. In fact,
many suppliers too contributed significantly in the
engineering of various components for Nano. However,

there were also moments of disagreements; it wasn’t
always easy to satisfy Mr. Tata, who was not only a
constant observer of the progress, but also an integral
part of the team and provided valuable inputs during the
developments. “In the last week of July, 2007 just when
the team thought it had it all together and could begin
work on the virtual phase, there was one more hiccup.
Mr. Tata felt the nose of the car looked snub; while the
team felt that the nose gave the car a sportier look. But
they went back and did some renderings to increase the
nose; it actually helped increase the length of the car as
well as internal volume,” 13 acknowledges Mr. Jadhav.
When finally the prototype was ready, Tata motors
developed a highly skilled 120-member manufacturing
team. People were taken from both inside and outside
Tata Motors including a vast pool of graduate trainee
engineers from IIT Kharagpur and Jadavpur University.
With the commitment and dedication of all these people,
backed by the visionary leadership of Mr. Ratan Tata, a
new significant chapter was added to the never-ending
history of break-through automobile engineering. “India’s
strength in manufacturing of small cars, which has been
amply articulated by the development of the Nano, and
its frugal engineering expertise positions India as a highly
competitive destination for design, development and
manufacture of small cars,” 14 says Vishnu Mathur,
Director General, SIAM15

Exhibit-2
The Shaping of the People’s Dream
Nearly 72 hours before the launch of his dream car, Tata Group Chairman Ratan Tata spent 90 minutes with
ET1 for a one-on-one on the making of the people’s car. He shares the trials and tribulations he faced during
the journey. Here is some text of the interview. Q: Are you nervous? Is this much bigger than the launch
of Indica? I think I was much more nervous during the launch of Indica because we had never been in car
manufacturing before. We were venturing into a new segment. We are again venturing into a new segment but
in a product line in which we have 10 years of experience now. At the time of the Indica launch, you did not
know whether the market would accept you becoming a car manufacturer from a truck manufacturer. We took
some widely publicised goals at that time that we would be as big as the Ambassador, or we would have the
same size of the Maruti or we would have a diesel engine. We made those statements. We didn’t know those
would be the kind of things the market would go for. So, I think at that time we were much more apprehensive
and nervous than we are today.Q: If one would really start at the very beginning, what really was the
trigger for the idea? Basically, just as an Indian, you know, I would be as concerned of my-self as one of
the rickshaw pullers in Calcutta running with a rickshaw behind with two people sitting back. It bothered me.
My mind will start thinking: Can we put a bicycle there? The same thing bothers me when I visit a plant also.
The workers are bending over when the work piece should be raised or maybe they should sit in a pit or whatever. Because I think human fatigue is something that affects safety. So in this particular case, you could not
help but notice that there were three or four family members on a scooter, the kid standing in the front, the
guy driving the scooter and the wife sitting side saddle holding a little kid. And when you’re driving a car, you
certainly say, Oh my god, be careful, they may slip. Add to that slippery roads and night time too. Any of
these reasons can be dangerous for transport…
Source: http://economictimes.indiatimes.com/articleshow/2690794.cms
10
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z

Singur Setback– Tatas stuck in between a
politicized battle-ground

The left party comfortably won once again in the 2006
state assembly elections in West Bengal. Their unbroken
record of ruling the state consecutively for more than
three decades as a democratically elected government
continued. The clear verdict from the people was seen
as a support for industrial development, growth and
employment generation for the immense pool of educated
youth in the state, which the left had promised during
their statewide campaign. The Chief Minister, soon after
winning the elections, proudly announced the “good
news” of Tatas selecting the state for their one lakh car
project. But things turned dramatically complex when
Tatas chose Singur as their location for the small car
project. The farmers, backed by the opposite political
party, refused to part their land for the project.
Subsequently, the State Government took a controversial
decision of forcefully acquiring the land from some of the
unwilling farmers. Quickly, the whole site became an
arena for a prolonged political drama. Unfortunately, Tatas
were stuck in between this unsought, unanticipated
political conflict. But in spite of the strong resistance,
they went ahead with their investment in Singur plant.
They invested nearly around Rs. 1,800 crores17 in the
project. But finally they had to give up when it seemed
virtually impossible to resolve the ongoing conflict.
Consequently, Tatas were offered land by other state
Governments to shift their project. Lapping on to this
opportunity, the Gujrat Government put forward an
attractive package to the Tatas. And almost after 2 years
from the Singur debacle, Tatas were able to roll out their
first Nano from Sanand Plant in Gujrat18. Looking back
at that whole Singur crisis, there were two big loosers.
First was the Left party in West Bengal, who incidentally
faced a humiliating defeat and thrown out of power at the
2011 elections. Second was the Tatas, who, during their
excruciating journey from Singur to Sanand, suffered
incalculable loss in the form of time, effort and money.
The India Managing Director Prakash Telang explains
that because of the Singur episode, the momentum was
lost – and all the hype that was surrounding the product
simply backfired because the company was not in a
position to meet the initial demand.19 While announcing
his decision to pullout from Singur, Ratan Tata said, “I
came to Bengal to be a partner of industrial development
of Bengal and returning with great pain in my heart…”20
Many experts pose the question – “Had the Singur
episode indirectly affected Nano’s future?” The answer
is certainly, yes.

z

The haunting stats of post-launch

The first big blow came in the form massive booking
cancellations triggered by media reports of the vehicle
catching fire on the roads. The company itself recorded
10 such incidents and yet termed them as rare. But they
failed to convince the initial buyers who had already
booked the vehicle. Out of 1,00,000 bookings, 30,000
were cancelled immediately. Further, from the initial
customer database, it became evident that the first
1,00,000 car buyers were not the typical two-wheeler
users that the company had originally targeted. In
marketing, a wrong target audience is as bad as a wrong
product or even worst. The company achieved marginal
progress in sales from July 2009 to January 2010. And
then peaked in July 2010, when it managed to sell around
9,000 Nanos. But, just after that it suddenly lost its
momentum and driven down towards a steady fall. The
darkest month was November 2010, when the volume
could only reach a dismal 509 units – it’s lowest ever.
Carl-Peter Forster, Managing Director & Group CEO, in
a recent interview clarified this number saying, “The 509
in November is a classic example where we did not sell
509. We sold a couple of thousand. But it was a stock
correction.”21 Whatever may be the case, but it definitely
served as a wake-up call for everyone at Tata Motors. In
July, 2011 Tata Motors managed to sell only 3260 Nanos,
whereas it’s nearest indirect competitor and a consistent
player, Maruti’s Alto, sold 24974 units.22
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The Financial Express, “Bengal version of Singur story fuels Tata’s fury”, June 15, 2011, Source:http://
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Exhibit-3
Monthly Sales of Nano

Sources: Businessworld, 1 August, 2011 & http://www.indiandrives.com/analysis-of-the-july-2011-car-salesindiandrives-way.html
Exhibit-4
Market Shares in Total Passenger Car Sales in India

Source: SIAM. 2011
Headed on a wrong road
There were too many things that went wrong during the
crucial introductory phase. Matthew J. Eyring 23
interestingly pointed out in a blog article about Nano as,
“A cheap car that’s not really cheap; a safe car whose
safety has been questioned; a poor people’s car that
poor people aren’t buying. That sounds like a failure,
certainly.”24 There are few things that were perhaps
uncontrollable – the recessionary climate, the land crisis
at Singur, the rising cost of raw materials and so on. But
from a more strategic angle, there are other things that
could have been averted or at least dealt differently. Let’s
23

take a look at the things that actually went wrong for the
company.
z

The Advertising Myopia

The primary objective of advertising is to communicate
the value proposition of an offering to its target customers.
Initially, the marketing heads at Tata Motors heavily relied
on the massive hype and independent media coverage
for communicating the Nano. Occasionally, they made
brief press releases and were quite content to see regular
Nano headlines on every major news papers and

President of Innosight, a consulting and investment firm with offices in Boston, Singapore and India
Matt Eyring,“Learning from Tata’s Nano Mistakes“, January 11, 2011, Source:http://blogs.hbr.org/cs/2011/01/
learning_from_tatas_nano_mista.html (Accessed on 09-09-2011)
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magazines. Active advertising was virtually missing from
the scene. Many believed that they are already ahead
with Awareness, Interest and Desire stages that follows
the Action in the AIDA25 model. Tata Motors justified their
initial no-advertising as a step not to exaggerate the
overfull demand26 situation. “There’s no point in creating
demand (through advertising) when there were pending
bookings still to be fulfilled…”27 justifies R. Ramakrishnan,
Vice-President (commercial), Passanger Cars, Tata
Motors. Tata Motors stand also implicitly suggested that
they were staying away from any additional investments
in the Nano project which were seen by them as
practically unnecessary. Advertising budget for new
products generally constitutes the bulk of the total
budgeted investments on a project. Certainly, by
eliminating that “extra” cost, Tata Motors tried to minimize
their already overshooting investment on a categorically
low margin product offering. Incidentally, their first
complete commercial to hit television screens was on
10 December, 2010; way too late and just days after the
shocking November dispatch numbers.28 Moreover, Tata
Motors never believed in celebrity endorsements of their
brands, especially in case of Nano which was projected
as a “People’s Car”. However, some other big players
have followed entirely different strategies. For instance,
“barely a year after Santro made its world debut in India,
HMIL29 emerged as the second largest car maker in the
country by March 1999.”30 One of the first things Hyundai
did was roping in Bollywood’s number one star,
“Shahrukh Khan” to endorse the brand. Given the
popularity of films and film stars in India, the strategy
paid off immediately.
z

Delivery Delays – Turning anticipations into
frustrations

Due to the fierce land protests at Singur, the Nano project
got delayed by long16 months. The production for the
first 1, 00,000 cars were further delayed. Tata Motors
couldn’t accept bookings beyond the initial 1,00,000 cars.
It kept requesting the willing customers to wait, and wait,
and further wait without assuring them of a clear time
frame. David H. Maister in his famous article, “The
Psychology of Waiting Lines”, mentioned that uncertain
and unexplained waits feel longer than finite and explained
waits. So the wait was frustrating for the anticipating
Nano customers who once were actually swept away by
the huge hype and were totally ready to take their
chances with the product. Tata Motors could not deliver
the 1,00,000 units at one or two goes due to their limited
production capacity. They had to rely on a limited batchby-batch production and had to distribute them to the
customers on a priority basis. This further increased the
dissatisfaction of the customers as their waiting time

kept on getting longer and longer. Also, due to their
supply limitations the company initially couldn’t open
enough official bookings for many potential buyers from
smaller towns and cities. Meanwhile, the negative
publicity surrounding the fire incidents made some of
the customers to back-off from their initial bookings. As
a result, around 30 per cent customers cancelled their
bookings and many more perhaps never attempted any.
z

Rising Price and a Falling Economy

Just when Tata Motors seemed to be ready for the
commercialization of their highly anticipated Nano, the
global economy was hit by a downturn. Many experts
thought that India’s growing economy is likely to be least
affected by this global turmoil. But in reality, that didn’t
help to regain people’s confidence who were concerned
about their jobs and income. Under the circumstances,
the generally conservative middle-class wasn’t likely to
take any further financial risks. The whole country seemed
to be on a savings mode, postponing their every big
investment. Meanwhile, the raw material prices also went
up by almost 30-40 per cent, causing Tata Motors to
stretch-out their pricing boundaries for Nano. It would be
fair to say that Tata Motors were unfortunate to be
coincided with the ill-timed slowdown. According to the
India Economy Review report, “A continuation of dull
domestic sales trend, set in by high interest rates, hike
in fuel prices including diesel, high vehicle prices and
inflation from the beginning of the financial year showed
up in passenger vehicle sales in June 2011. Domestic
sales grew by flat 4 per cent to 188710 units in June
2011, weighed down by 275-bp hike in key policy rates
as almost 70 per cent car sales are financed.”31 The
implications of the report was simple – “Tough Times
Ahead”.
z

Targeting Myopia – A total mismatch between
targeted and actual buyers

Prakash Telang, the Managing Director, India Operations
of Tata Motors, confessed, “Of the first 50,000-60,000
Nano buyers, 80 % already owned cars. That meant that
we had probably not reached out to the two-wheeler
user.”32 Certainly, something had seriously gone wrong
with the overall targeting strategy for Nano by Tata
Motors. However, it was not about the fundamental validity
of the target segment as much, as it was about the
accountability of not being able to reach them effectively.
The primarily responsible factors were lack of
advertisement, insufficient handling of critical issues such
as people’s safety concerns, and the surrounding
negative perceptions. The way a group of customers
might react to a particular marketing stimuli, actually
depends upon a complex psychological process that

25

AIDA which stands for Awareness, Interest, Desire and Action is a simple model that explains the customer’s motivational
levels during a buying process.
26
It’s a market situation where existing supply is insufficient to meet the existing demand.
27
Rajeev Dubey, “Not a Nano Problem”, Businessworld, 01 August, 2011
28
ibid.
29
Hyundai Motors India Ltd, the 100 per cent subsidiary of the Korea-based Hyundai Motor Company
30
Lancelot Joseph, “Zipping Ahead”, Business India, July 10, 2011
31
India Economy Review, August 2011, Mumbai
32
Rajeev Dubey, “Not a Nano Problem”, Businessworld, 01 August, 2011

63

goes beyond the obvious looking demographic variables.
The coming section explores these aspects in detail.
Unfolding the Consumer Psychology
Nano was more an outcome of the intuitive imagination
than a concrete concept based on prior field research.
In fact from time and again, there was a considerable
debate from within Tata Motors regarding viability of this
project. But the Tata think-tank perhaps somewhere had
seriously misunderstood the potential buyers. As it turned
out, the initial bookings for Nano almost entirely came
from existing car owners and not from the originally
targeted two-wheeler owners. It seems that Tata Motors
failed to discover the actual psychology of its target
segment. Following may be some of the hidden factors
inside what is known as the consumer black box:
z

Not all two-wheeler owners are practically fourwheeler aspirers

Even at the basic price point, Nano could not be perceived
as a viable alternative for two-wheelers. Nano failed to
retain its original tag as a “Rupees One Lakh Car”. At 3
to 4 times the price of a scooter or even a 150 cc motor
bike, Nano isn’t quite stands as a substitute for upgradation. Moreover, for a large section of the low-income,
middle-aged, habituated and satisfied two-wheeler
owners, a “car” is something they are not yet comfortable
in relating themselves to. The operating cost, rather than
initial investment, is what the average customers
consider when seeking value for money products. People
cannot afford to be impulsive about cars; they do have to
think about the regular recurring costs of fuel, driver,
insurance, pollution tests, taxes, parking fees,
maintenance etc. Even after excluding the optional
liability of a driver (which may be essential for many first
time buyers), the operating cost cannot be tightened
beyond a certain limit. Another factor that is still a
constraint for many urban middle and lower middle class
families is space. The Nano was initially targeted at bigger
cities which are not free from the regular problems of
urbanization like large migratory population, cramped
infrastructure, congested streets and inadequate housing.
Many middle class families living in those cities don’t
have a proper house for themselves; leave aside any
luxury of a personal garage or a parking space. “We can
afford a Nano, but where will we keep it? There is no
provision for separate garage in our small rented
apartments…” points out Mrs. Dasgupta, a young
housewife from Kolkata.
z

Price-sensitive customers can be qualitysuspicious too

The Maruti Alto, largely considered as a fuel-efficient,
value for money and easy to maintain compact car,
33

continues to be the largest selling passenger car in India.
But the same Maruti, when “attempted to launch an
expensive Grand Vitara, the move back fired...”33 Similar
is the case with luke-warm response to Kizashi – the
company’s attempted entry into the niche luxary
segment. It seems clearly that the bottom-up approach
has not quite worked well for Maruti. The reverse may be
true in case of Tata Motors, which still carries the brand
image as a strong, powerful, commercial vehicle
manufacturer in India. In July 29, 2003, on the birth
anniversary of founder chairman JRD Tata, the company
changed its name from Tata Engineering34 to Tata
Motors.35 It may be seen as a part of a grand strategy to
increase their presence and relevance in the passenger
car segment. However, Tata Nano is purely designed as
a small family car. But with a price tag of 1 lakh, it spurred
speculations and debate all over about its quality. In the
Indian market, price and quality together are perceived
as factors directly proportional to each other. Therefore
in case of Nano, the “low-price over-positioning strategy”,
to some extent has automatically created a low-quality
consumer perception. We may call this a kind of
“Unintended Negative Shadow Positioning”. A category
of customers thought the car would not carry a full steel
body and may be compromised on some basic features.
Though Tata Motors did try to visibly counter all these at
the January 2008 Delhi Auto Expo, a substantial category
still held the belief that the steel and other materials
used in Nano is of poor quality, besides it being not a
fully equipped car. This perception was partly built upon
the concept of the rear engine that is generally associated
with ordinary three-wheelers, and thus didn’t go well with
many prospective buyers. The initial “thermal incidents”,
as the company prefers to call the odd cases of the
vehicle catching fire on roads, further reinforced all these
beliefs. The widespread publicity of each incident, the
spread of negative word-of-mouth and the company’s own
hesitations to publicly address the issue did the remaining
damage to its reputation; of the initial 100,000 bookings,
30,000 cancelled immediately.
z

Why not the Alto? – Evaluating the alternatives

Due to production delays and rise in material cost, the
Nano could not hold its promise as “Rs One Lakh Car”.
Currently the base model of Nano is priced at Rs. 1.41
lakh and the top model is priced at Rs. 1.97 lakh36. On
the other side, Maruti – the specialist of small cars in
India had the entry-level 800 and Alto. Though, Maruti
800 was the closest option for customers in terms of
price but the later was more suited as it was comparatively
new and optically more appealing. The fact that Maruti
Alto itself took over the Maruti 800’s position in 2004 as
the bestselling car, shows the trend that consumers are

Jamshed Patel, “The curious battle: A heavyweight showdown between a brand and its products”, Business India,
August 21, 2011
34
Tata Motors was formerly known as TELCO(TATA Engineering and Locomotive Company)
35
“Getting into overdrive”, January, 2004,Source:
http://www.tata.com/company/Articles/inside.aspx?artid =lluZiQpjZAg= (Accessed on 29-09-2011)
36
The Delhi Ex-showroom price of Nano BS IV is Rs. 140,880 and Nano LX BS IV is Rs. 196,956, Source: http://
tatanano.inservices.tatamotors.com/tatamotors/index.php?option=com_booking&task=pricelist&Itemid=303 (Accessed on
27 September, 2011)
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not looking at the price alone. A basic model of Alto
reasonably sells at an approximate price of Rs 2.8
lakhs.37 Therefore, even though being positioned a level
below the Maruti 800 and Alto, Nano does indirectly have
to compete with Maruti. This competition appears even
more tangible when you consider the second-hand car
market. For many average buyers, a second-hand deal
of Alto is lot more sensible than a decently powered Nano.
This is also quite ironic to the fact that Tata Motors had
actually depended on the first-time second-hand car

buyers. Practically, a second-hand Alto may even cost
cheaper than a fully loaded Nano. And technically, the
Maruti Alto is not only more powerful38 than Nano, but
also it is the much established, more trusted, having
high resale value and currently the largest selling car of
India. Moreover, Maruti, through its True Value
Dealership39 gives customers a plenty of options at the
going rate second-hand market prices and also provides
quality assurance, free service and maintenance.

Exhibit-5
On the Race…

Engine displacement
Mileage (Km/lt)
Price (Rs Lakh)**
Instrumentation layout
Transmission
Length
Power windows

Tata Nano

Maruti Alto

Hyundai HA (Eon)*

623 cc and 800 cc
diesel
22

800 cc petrol and
LPG
20

800 cc & 1,100 cc
diesel
22

1.5-2.1

2.3-3.4

2.1-2.4

1 dial

2 dial

3 dial

4 speed

5 speed

5 speed

3,099 mm

3,495 mm

3,500 mm

Front

Front

Front

Source: Businessworld, 5 September, 2011
*Hyundai was yet to launch HA (Eon). The company did not confirmed these details at that time.
** Prices were based on ex-Delhi showroom for petrol versions

Initially, banks were hesitant of financing Nano; partly
because of the low quality perception and partly because
of the high volume projected by Tata Motors. Ashok
Khanna, the senior executive vice-president and head of
auto loans at HDFC bank confesses, “…we felt we were
not equipped to handle the volumes they are talking
about. We would over-burden the branches.”40 Realizing
the fact that 85 per cent of all cars sold in India are
financed, Tata Motors Finance41 came out with an
introductory offer of 8.99 per cent rate of interest against
the market rate of 13.5 per cent. This interest rate and
the initial down payment were very crucial aspects
especially for the budget constraint target segment. But
in spite of that, customers were not convinced. Even if a
customer decides to buy a new Alto, he could do so by
making a similar down payment with plenty of financing
options from different banks. The affordability remains
nearly same for the customers who are able to adjust
with a 1-2 years of extended EMI42. “I went Tata showroom
to see the Nano and the car seemed to be ok…”, remarks
Manish Agarwal, a local businessman from Siliguri, West

Bengal, “…but I also checked in to Maruti and found a
2008 Alto Lxi on offer from its True Value. At just 1.45
lakhs, I didn’t miss the deal,” he adds smartly and smiles.
z

The “Wait & Watch” Segment – A late majority

Talking about “Bottom-of-the-pyramid” target has become
a fashionable mantra for every new venture. But while
launching a new, innovative, but yet high investment
product, this bottom-of-the-pyramid often doesn’t translate
itself into a formidable segment of early-adopters. In fact,
Nano turned out to be a classic example, where the actual
mass reacted with caution, reservation and prolonged
evaluation. Cars, even at a Nano’s price-point still remain
as a high involvement specialty product in India. While,
the early fire incidents made the willing customer to
suddenly hold on; the “wait-and-watch” tendency was
further reinforced by rumors and reports of other
manufacturer’s plans to take on with the Nano. At that
point perhaps the company could have immediately
launched a more effective damage control publicity
campaign followed by aggressive persuasive advertising.
But their strategy wasn’t proactive.

37

The Delhi Ex-showroom price of Maruti Alto Green Std BS IV (Non Metallic) is Rs. 2,792,47.27, Source: http://
www.marutisuzuki.com/prices.aspx (Accessed on 27 September, 2011)
38
Nano has low capacity 623cc two-cylinder rear engine compared to the 800cc (approximately) four-cylinder front engine
in Alto.
39
True Value is a Maruti Ceritified Second-hand Cars Dealership.
40
Rajeev Dubey, “Not a Nano Problem”, Businessworld, 01 August, 2011
41
A 100 per cent subsidiary of Tata Motors set up primarily to finance the products of Tata Motors.
42
Equated Monthly Installment
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z

The Dogmas & Dilemmas

An important aspect for first-time car buyers, especially
for the average Indian middle class is the status symbol
that a car reflects. From the Indian societal context,
buying a car is generally considered to be a huge leap
towards lifestyle and status upgrade. Tata Motors has
itself acknowledged the fact that many customers,
especially from smaller cities and towns are not too
comfortable with the sophisticated purchasing process
for cars. R. Ramakrishnan, Vice-President (Commercial),
passenger cars says, “Many (two-wheeler) customers
feel shy in a swank showroom”.43 On the opposite side,
there are also a group of customers, who are a bit on the
higher income side, are more inclined towards the higherranged options (including the second-hand options),
simply because of the low status perception associated
with Tata Nano. This is where, Maruti gets the advantage
because, definitely Alto (first-hand or second-hand) was
still better positioned as a first car option than Tata Nano
in spite of its ultra low cost USP.
Cars are more often perceived as a status symbol than
necessity in India. Many premium luxury brands that
have entered India during the recent past, have managed
to find a substantial niche who have upgraded themselves
from mid-size to executive segments44. The Indian society
is now fast transforming into a consumerist market from
a traditionally conservative market, where the growing
middle class is continuously looking to upgrade their
lifestyle. This consumer trend has encouraged
companies to come up with product lines that offer
products with incremental value propositions for the Indian
market. Maruti Suzuki, for example offers the highest
number of variants in small cars which are positioned
hierarchically at gradual price points. Generally, a
second-time car buyer looks to upgrade him in this
hierarchical order. For example, an existing Maruti Alto
owner while considering buying his second car would
preferably look for a Wagon R, Estilo, Ritz or similar/
higher offerings from other manufacturers. Interestingly,
during the buying process, that is, Need Recognition,
Information Search, Alternatives Evaluation, Selection
and Purchase, consumers often trade-offs between two
adjacent hierarchical offerings and voluntarily moves up
their desire to the next level. Therefore, it is not
uncommon for an existing Alto owner who is considering
a Wagon R, but finally end-up buying a Swift which is
perceptually and price wise ahead in the hierarchical
order. However, for an ordinary first-time car buyer, the
choice of his first car may become quite a dilemma,
where multiple factors like utility, efficiency, price, quality
and status collectively intermingles to resist a quick
decision-making.

43

Conclusion
Tata Nano’s failure to make an impressive entry into the
market may be attributed to a number of causes. Some
of the problems that they faced initially were somewhat
unexpected and unavoidable such as the Singur crisis
and the subsequent uncertainty over the economic
climate. However, it won’t be unjustifiable to say that
there were some major marketing mistakes happened
early on. One of them was the failure to understand and
address the actual consumer psychology of the target
buyers.
Tata Motors, learning from its earlier mistakes, has
revamped its overall strategy with the Nano. The first
among them was revamping its distribution strategy. The
thrust was given to smaller towns and rural India. They
planned to open more than 300 exclusive dealerships,
which are mostly targeted at tier-3 and tier-4 towns. In
its bid to eliminate quality fears from the minds of its
prospective customers, Tata Motors has increased the
warranty from 18 months to 60 months and 24,000 km
to 60,000 km. Besides, the company has also offered
an attractive Rs. 99 per month maintenance contract to
its customers45 and Rs 15,000 down payment option for
financing. Further, in terms of advertising, Tata Motors
launched new campaigns especially with Nano 2012
edition. In order to increase Nano’s visibility, they also
tied up with Kishore Biyani’s Big Bazaar to display
Nano.46 Tata Nano’s new catch-line – “Aapki Khushiyon
Ki Chaabi” (Key to your happiness), connects much
better with the target audience than the earlier – “Now
You Can”.
The Indian small car market has become more dynamic
than ever. The pricing gaps are increasingly diminishing
between segments. Hyundai rolled out its much
anticipated Eon in October 2011. Though, the Hyundai
Eon skipped the ultra low cost market of Tata Nano, and
is thus perceived to pose no direct competition, but still
there will be a section of the targeted Nano customers
who will include Eon in their product comparison charts,
besides the existing Alto. Moreover, Since Nano hasn’t
made a substantial impact on the sales of other cars,
particularly Alto; therefore some manufacturers would be
looking at the possibilities of pitching products in between
them. Maruti is set to replace its iconic 800 with Cervo
with a price range of 1.75 to 2.75 lakh.47 Beside Maruti,
Bajaj Auto is also not too far behind with its small car
project. Therefore the road ahead is challenging for Nano.
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Abstract
In order to trace out the Critical Success Factors for Quality of Business Education
in India the Determinants for the Quality of the products and services of Business
Schools may be considered as: Core competencies like Intellectual and Social
Leadership of the Top Management ,Institution Culture & impact of Institution
Climate on Individual Performances, Problem Solving and Conflict
Management, Feedback and Information System, Relative ability to anticipate
and deal with the changes in Environments, Policies and Rules for Quality
Management and lastly Transparency with Accountability of the top Management
as a whole. On analysis of the Quality Determinants, the Critical Success Factors
have been identified as: Quality of students, Pedagogy, Placement, Faculty
and Infrastructure. In order to match the expectancy requirement with the
outgoing students a variety of Pedagogical approaches should be encouraged
beyond Lectures, including Live Case Studies, Group and Individual Exercises,
Class Assignments, Live Project Work and Presentations, Role Playing,
Management Games and active involvement of faculty members in
Consultancy Assignment. The Key Performance Indicators have been selected
as Standards of Accreditation, Recruitment Policy & Students, Creating and
maintaining a Learning Environment, Setting Expectations, Motivational
Climate, Expectations Gap, Work Integrated Learning (WIL) programs and
lastly Change in Attitude of Top tier Business Schools.

‘Critical success factor’ is a management concept designed to take quantifiable
goals and break them down into simpler elements. The concept of using critical
success factors maintains that goals are only achievable when broken down
into simpler objectives and tasks, thus making the elements critical. The critical
success factor (CSF) approach to management says that business managers
and leaders should identify and stay doggedly focused on CSFs.
Critical success factors should be periodically evaluated and adjusted as
necessary to account for changes in those identifiers that might affect the
company’s success. Critical success factors vary by organization, but basic
commonalities do emerge. If the goal is “what,” CSFs are the “how.”
Every organization carries critical factors that are essential for success. Failure
of management to identify and achieve these factors will result in the failure of
that organization. Once identified, critical success factors help everyone involved
to focus on the right priorities, gives them measurable goals to aim for and
helps create a culture of teamwork in order to achieve ultimately the desired
Quality.

Institution Culture &

There are at least seven critical success factors during the life of any kind of
organization: Revenue, Customer Service, Quality, Innovation, Communication,
Flexibility, and ‘Research and Development’. If designing the business plan is
the first step towards starting a successful business, identifying the critical
success factors (CSFs) is the next step in maintaining success.

Relationship, Work

Quality of Business Education in India

Keywords
Social leadership,

Integrated Learning,
Standards of Accreditation

In order to trace out the critical success factors for Quality Business
Education in India the determinants for the quality of the products and
services of business schools may be considered as follows:
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Core competencies like Intellectual and social
leadership of the top management.
Institution culture & relationship between Institution
climate and individual performance.
Transparency and Accountability of the top
management and the Board of Governors.
Problem solving and conflict management within
the institutions.
Feedback and information management.
The relative ability to anticipate and deal with the
changes in environments, Policies and rules for
quality management,
The criteria for student admissions ,
Development of internal mechanism for
accumulation and transfer of knowledge, HR polices
in Business Schools.
On analysis of the quality determinants, the Critical
Success Factors for Quality Business Education in
India has been identified as follows:
(1) Quality of students (2) Pedagogy, (3) Placement
(4) Faculty and (5) Infrastructure.
Quality of students: Academic quality may be enhanced
not only by procuring better quality students but also by
improving the quality of students. A distinctive element
of B-schools in India is the diversity of aspiring
candidates from a variety of academic streams such as
engineering, liberal arts, science, commerce, and
medicine, thereby providing a very rich inter-disciplinary
classroom experience. In order to help the students to
choose right career option, Psychological assessment
tools may be applied to pinpoint capabilities of the
students, and identifying promising areas of their
concentration. For example, personality mapping may
be used to predict that a student who is ambitious and
extrovert would do better in the marketing world, while
one with empathy would be suitable for the Human
Resource Development. Harvard Business School now
evaluates applicants on academic ability, personal
characteristics, and leadership experience; where
informal or formal leadership experience outside work
settings is also recognized.
Pedagogy: Booz, Allen and Hamilton recommend “more
courses in communication, leadership, human resources,
psychology, and other fields that provide management
graduates with skills vital to effectively managing people
and team-driven organizations”.
The important question is what skills do business
students need ? What is about the Competency
Mapping ? In traditional business schools there is
often only a limited emphasis on the development of
critical and analytical reasoning and a sense of scientific
inquiry, observation, problem diagnosis, and problem
solving. Curriculum is influenced by the traditional syllabioriented academic pedagogy .The faculty members are
only concerned with completing syllabus with effective
available span of 3 months per semester of 6 months
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and practically rush through topics with a view to
complete the course and deliver lectures using the
material given in the books, literatures & journals As a
result, these MBA products show deficient technical
and social skills and demonstrate a theoretical and
self-oriented attitude with poor sense of social
responsibility. Accordingly most organizations are
being extra burdened for reorienting these
management fresher as per industry need.
Faculty Development Faculty members should be
encouraged to apply knowledge through extension and
consultancy in Industries. Such extension activities help
faculty bring real life experience to the classroom whereby
the students get updated with value based knowledge
that could be easily translated to solve critical problems
in working phase .In this way they become truly
employable. IIM Bangalore has enjoyed significant gains
in its national and international reputation as a result of
involvement of the faculty members in training and
consultancy projects in the IT companies in consequence
of IT revolution and emergence of Bangalore as the Silicon
Valley of India. Hence the development of faculty
members, academic programmes and AcademyIndustry interface are most crucial for the placements
of the output products. The most important challenge for
business education in India centers around the fact that
the high quality education is limited to the top tier schools
and the number of students graduating from these
schools is very much insignificant against the need of
the country.
In order to match the expectancy requirement of
the consumer Industries & corporate houses a
variety of pedagogical approaches may be
encouraged beyond lectures, including case
studies, group and individual exercises, class
assignments, project work and presentations, role
playing, and management games. Each core faculty
is expected to be actively devoted to applied
research, executive development programs,
academic administration and consultancy
assignment in the fields of Operation, HR,
Marketing, Finance or System related issues.
In general, Industries would be reluctant to accept
the approach of the academic institutes for having
lack of faith on them. However Industries could be
made convinced by Management Institutes through
the ‘WIN-WIN’ or ‘GIVE & TAKE’ strategy for mutual
benefit. The Academicians would only monetarily
benefited only in lieu of effective contribution towards
productivity. In this way Impediments to implementing
Quality of faculty members and subsequently the same
of Management students could be settled.
The apex body for technical & professional education ,
All India Council for Technical Education (AICTE) is
responsible for defining the basic framework for quality
of the business-education and approving entry and
expansion of all institutions, but there are in practice,
many problems that undermine its effectiveness. AICTE
requires at least 1,200 contact hours for the MBA
program, in addition to 6-8 weeks of summer internship

and field projects, divided over 2 years for the full-time
format, and 3 years for the part-time and distance learning
formats. Recently, to encourage a process of continuous
review, AICTE also launched National Board of
Accreditation (NBA), using a benchmarking system with
regard to factors such as physical infrastructure, quality
of inputs, and faculty training In order to match the
expectancy requirement of the consumer Industries &
corporate houses a variety of pedagogical approaches
may be encouraged beyond lectures, including case
studies, group and individual exercises, class
assignments, project work and presentations, role
playing, and management games. All India Management
Association (AIMA) used ISO 9000 to develop a quality
assurance system, known as QBS 1000. QBS 1000
program determined and assessed b-school’s quality and
processes and certified their capacity across crucial and
desirable parameters. The QBS 1000 system was
intended to evaluate quality at 100-plus institutions
associated with AIMA (Raghunath, 1998).
The number of approved institutions has now grown to
approximately 1,000 with an annual MBA in-take of about
75,000.Despite the lack of consistency in quality of
business education, high demand for business graduates
and liberalization have led to the two innovative trends –
the emergence of private business schools and niche
players and the increased globalization of business
education. Illustrative specialized niches for management
education include agri-business, banking, computer and
information technology, construction, cooperatives,
defense, education, entrepreneurship, finance, hotel
resource development, industrial relations, international
business, marketing, office, pharmaceutical, police,
production, project, public enterprise, public relations,
quality, rural, sports, telecom, tourism & travel, and
transport. These niches reflect special management
needs of the specific sectors that the B-schools have
tried to cater to. Retail management is being offered by
some B-schools. Retailing employs about 1 million
people in India, but mostly in unorganized sector. Most
retail stores incur substantial losses, making professional
programs highly attractive (Pradhan, 2002).
Institutional progress towards a stated
organizational goal through Key performance
Indicators
The Key Performance Indicators as financial and nonfinancial measures to help Institutional progress towards
a stated organizational goal or objective have been
selected in the present study as
Standards of accreditation, Responsibility &
Change in Attitude of Top tier Business Schools ,
Recruitment Policy and Students.
Standards of accreditation: It is essential that there
should be reliable and widely accepted standards of
accreditation of business schools in India- accreditation
will go a long way in improving the quality of less well
known institutions
Change in attitude of Top tier business schools: Top
tier business schools should have a responsibility &

change in attitude to share their knowledge and skills
with schools that might not have the same standards.
This will not only raise standards, but will also allow
their pass out to be more effective in the workplace.
Recruitment policy of HR department of organizations
need to be more concerned about the actual quality of
business graduates they hire rather than be carried away
by reputations.
Students: Ultimately, it is up to the students to decide
whether they are in the business schools just for passive
learning or if they are also ready to take the action
challenge of forcing changes in their mental attitudes for
preserving the life-long premiums to their learning and
also for sustaining the reputation of their institutions.
Crucial Factors on Quality Expectation
Broadly speaking the most crucial factors on Quality
expectation may be considered as Creating and
Maintaining a Learning Environment, Setting
Expectations, Motivational Climate, Service
Expectations Gap.
Teachers must also consider the cognitive space
necessary for a learning environment based upon the
expectations that they set for students in the classroom
and the process of creating a motivational climate.
Effective teachers create and implement classroom
management practices that cultivate an engaging
classroom environment for their students.
Two specific areas of cognitive space that teachers
include in their plans are setting expectations (rules and
procedures) and creating a motivational climate. .
Maintaining the learning environment, therefore, requires
teachers to focus on group processes ,communicating
awareness of student behavior, keeping all students
attentive in a whole-group focus. These strategies help
teachers to maintain the flow of instruction
Setting Expectations
In general teachers frame behavioural expectations from
the students through rules and procedures. Rules
indicate the expectations for behavior in the classroom,
and how one interacts with one’s peers and the teachers.
Procedures have to do with how things get done.
Both rules and procedures must be taught, practiced,
and enforced consistently in order to implement the
accountability system of the classroom so that the
students realize how they are held responsible for the
academic work that they do. Therefore, one of the critical
aspects of managing classrooms to enhance learning
of the students, is setting expectations.
Motivational Climate
An essential part of organizing the classroom involves
developing a climate in which teachers encourage
students to do their best and to be excited about what
they are learning. There are two factors that are critical
in creating such a motivational climate: value and effort.
To be motivated, students must see the worth of the
work that they are doing and the work others do. A
teacher’s demonstration of value shows students how
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their work is worth while and would contribute to their
performance in working life and also connected to things
that are important for them. As a matter of fact an
understanding of the value of academic tasks
combined with the effort necessary to complete
these tasks really motivate students to learn.
Employers, institutes and students are significant
stakeholder groups in the Industry Based Learning (IBL)
program . Practically Work Integrated Learning (WIL)
programs is supposed to have an impact on stakeholder
expectations and therefore program engagement where
both employers and students expect that the Institute
would be involved in assisting students to apply for the
placements as well as orienting students to the
professional work place skills.
Identification of costs of quality measures in Business
schools & the relative ability of the top management to
deal with such costs and priorities of the central
dimensions of quality management with relevant value
analysis are very crucial issues for the absolutely ‘self
financing’ Business Schools ,
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Abstract
Professional education has gained importance in India after globalization. The
knowledge, attitude and skill have spread to every sphere of education. Even in
rural areas, the need for professional education has been realized. Inspite of
several efforts, our educational institutes are not in the top 200 list in the world.
So it is the need of the hour to find out the reasons behind this. Probably customer
expectation is to be addressed in a systematical manner. Both adequate and
desired expectations have different roles in professional education. The whole
study has taken “student” as the customer in professional institution. It is an
exploratory study with data mostly from secondary sources. Also the factors for
customer expectation have been judged as per the recent market. Internal
Marketing as a tool finds a suitable berth in meeting the customer expectation.
The role of Govt. and other advisory bodied guided me to provide some
recommendations for the future players. The study has not covered other
stakeholders’ expectations in detail except “student’s”. The observations and
suggestions will enlighten both entrepreneurs and other academicians in
professional education.

Introduction
“Knowledge is wisdom”. Education transforms the knowledge and dispels
ignorance. It is the power which drives overall development of individual. In
Indian Context, the role of professional education cannot be ignored. As a
developing nation, skills and knowledge must go hand in hand. Premier institute
like IITs, IIMs, IIITs and others have paved a building pillar to the country. Where
poverty is an effect, probably lack of education is the reason. The customer
mainly the student’s preference, importance and expectation from education
have changed drastically after globalization era. Quality has become a buzz
word for all of us. Minimum expectation from the professional institute has a
range of variation intending to think in depth the real cause. Understanding the
customers has now become a key task before delivery of the quality.
Objectives of the study

Keywords
Customer expectation,
Internal Marketing,

z

To study the education industry and various stakeholders

z

To understand customer expectation in professional education

z

To find out various factors that influence the student expectation

z

To give a new dimension for the coming players in the professional
education.

Research methodology
Exploratory research is used here. Data was collected from secondary sources
such as books, journals to understand professional industry and its various
components. Apart from this, I have visited different important management
and regulatory websites and professional magazines. Some more data were
collected through personal and telephonic interviews and discussion with leading
corporate people and their feelings for professional education especially for
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Engg and management one. In addition to this few
publishers have directly helped to provide useful data on
professional education.
1.0: Professional Education
Professional education is basically the knowledge given
to boost the skills apart from the basic areas. Any
programme that helps to increase knowledge, attitude
and skills (KAS) are basically termed as professional
education. In India due to diversity in geography and
language, we come across much professional education.
The role of professional education is prominent in four
areas; they are engineering, medical, management and
agricultural &allied scienences.Not only in regular mode,
but also in the distance and correspondence mode, many
professional institutes have started functioning. Indira
Gandhi National Open University (IGNOU) is the largest
university having highest no of students imparting
education in India and abroad.

2.0: Education as a service Industry
Education in India is spectacular as compared to other
country in the world. The great Nalanda University has
attracted many students out of India. People from
Western world have appreciated our education system.
It is the fundamental rights as per Indian constitution.
Education is a service industry with lot of factors
responsible for it development and growth. It is run by
both private and public sector. The emergence of many
professional sectors such as vocational schools, finishing
schools etc is definitely a proud for Indian education. It
is the second largest industry after USA in the world.
Employment avenues, age factor, income, knowledge
and women participation has given a new dimension to
professional education. This results a total literacy rate
of 74.04% as per census 2011 where male is 82.14%
and female is 65.46%.Figure-1 shows the details
Academician. This industry is having lot of customers,
may be internal and external.

Fig-1: Major stakeholders in education industry (Secondary sources)
The primary customers are the students. Parents, academicians, investor, entrepreneurs are also important in
education industry.
3.0: Customer expectation
3.1: Customer Expectations: Customer expectation is
the beliefs about the particular service (Zeithaml & Bitner)
that makes as a standard or reference points where he/
she measure the performance. This comparison gives
the satisfaction and dissatisfaction in his/her mind. Any
deviation up to a certain limit is the tolerance zone for
the customer. Different customers have different tolerance
level, known as popularly “Zone of tolerance”. As zone of
tolerance varies, level of expectation of individual also
differs. The minimum level they expect from service
provider is known as “Adequate service”. On the other
hand the highest can be termed as “desired service level”.

Desired Service
Zone
Of
Tolerance
Adequate
DesiredService
Service
Fig-2: Service expectation of customer
(Source: Zeithaml & Bitner)
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3.2: Desired Expectations: In education, especially in
professional one, when students get admitted to
particular organization, they hope to get a good job after
their course completion. This is the desired level of
expectation. Some of the desired expectation is given
below
3.2.1: Infrastructure: Students expect a good
infrastructure in all professional education. Class room
and Laboratories are to be updated and expects quality
in maintenance. Canteen, auditorium, Hostel,
Gymnasium, Medical etc are to be provided with
minimum facilities. All India Council of Technical
Education (AICTE) also prioritizes that when going for
certification. In all engg and management colleges Ac
class rooms are prevalent. So a good environment and
hygiene is the top priority for the students.
3.2.2: National and International Accreditation:
Professional institution certificate is important for the
customers. They must be accepted by all players
particularly the industry .The course must be duely
approved by authority such as AICTE, National council
of vocational Training(NCVT), Medical Council of
India(MCI), and UGC University Grant Commission) etc
so that the students passing, may not face problem in
applying to particular job in private and Government
sector.

3.2.3: Course Curriculum: In India after globalization,
many courses have been introduced by government and
private bodies. Students in all cases expect a good
curriculum in their respective courses so that they earn
updated market knowledge with practice required for that
industry or profession. They also see that the course
must be accepted by many good international
organization or institution when they decide to go for
higher study outside India. For example Many B-Schools
have removed specialization concept and offering MBA
as general mode. Some of the leading institution is
providing courses in workshop mode rather than regular
course structure.

It is essential to critically judge the expectation from the
customer point of view. The following points give an idea
of various customer expectations in Indian scenario.
They are

3.2.4: Placement or Job Opportunities: Regardless of
the situation, all students expect a job opportunities after
Passing the particular courses from the institution. They
do not also map their competency for the particular job.
Their skill must fit the expected job. Also the remuneration
from the particular job is too high. It is observed that at
the entry level, student’s expectation for the salary is
not up to the market structure where they lack practice.
They also expect choice for their proper career in the
industry. Sometimes they cannot comrade on the place
posting, looking for home state or home country or own
locality posting at the initial stage.

3.3.2: Timely Information: As education sector is growing
rapidly and lot of players has entered, many new job
oriented courses are coming. The institution on the other
hand should provide to the continuing students so that
they can avail the opportunity. As a student, he or she
may not be strong enough to collect information from
the outside world. Various competitive exam and related
information must be shared with the students. They also
expect national and international magazines, journals
and books in their library.

3.2.5: Quality Faculty/Instructor: As a practice from old
days, we Indians believe the best quality teachers in all
institution. Not only study, but also in other areas they
should be well equipped. They must exhibit extra as
compared to other teachers or institution. Behavior also
makes an impact with students. They always prefer
people with sound knowledge and pay respect for them.

Various factors are responsible for sensitization of
customer expectation. Both the adequate and desired
level has increased manifold after this. The variation in
these factors is high as result entrepreneurs and investors
need to take some risk to get their return. Some of the
major are

3.3: Adequate Expectations: As stated earlier, adequate
are the minimum level for the customer in service context.
Compared to the education in particular, the students
are always job oriented after completion of the courses.
The job may be in the private or in the public sector. In a
situation where there is a market crash or slow economy,
the expectation level of getting a good job lowers. In those
circumstances, they try to get a job with minimum pay
or sometimes no pay. This situation is known as
adequate level where they compromise many things to
get a job. It is observed that they can accept the job
from unbranded company or for any odd location due to
the scarcity or crisis in the job market.

3.3.1: Regular Class or Teaching: As professional
education, people pay more money as compared to
general stream. As a result, they try that the classes or
the courses must run as per the duration and lesson
plan provided by the institute. Few cases it is observed
that the institute delays in finishing the courses which
hindrances for applying to other courses in timely. Many
good scholars are deprived of getting admission to other
institution because of this reason.

4.0: Factors that influence customer expectation

4.1: Technology: Technology has minimized the distance
between industry and customers. Internet and others
prompted individuals to think and find other opportunities
at a very low cost and minimum time. Digitalization had
imposed a major threat to Text Book. E- Learning and
E- books are the medium of instruction in much
professional institution. Student scan avail the talk by
reputed academicians by sitting at home. Mr.Manzar
Khan, Managing director, Oxford University Press in India
said” Digitization is the way forward for supporting
teaching and learning.
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Content has to be developed, digitized and made
available”. So digital content preparation and
implementation is now a challenge for all Indian
publishers.
4.2: Role of Government & Regulatory Bodies:
Government at both centre and State in India is creating
awareness about various educations available at both
private and Government level. In the budget 18% has
increased towards education stream making it a total of
61,427 crore where higher education is about 15,458
crore.In the National budget 2012-2013, 1000 crore rupees
has allocated for national skill development fund. Also
in 12th Plan, 6000 schools have been proposed at each
block levels to reach the excellence. The National skill
development corporation (NSDC) opened 496 permanent
and 2429 skill mobile centers in 220 districts across 24
states along with their partners. More than 89,500 persons
have been trained and almost 80% employed.
Establishment new IITs, IIMs and AIIMS at different states
has given new thinking lines to study in this top notch
institution. AICTE, UGC and 12 other advisory purified
the Indian education system with proper rules and
regulation. So it has opened the eye of customers.Figure3 shows the market segmentation in detail.
4.3: Entry of Private and Corporate entity: Indian education
in all spheres has invited private and corporate people to
establish world class institution. Nirma University in
Gujarat is one of the examples of that which has come
from Nirma industries. Due to inadequate resources from
Govt, the private entry has given a different taste for the
students are moving towards them. The facilities, courses
and skills from them are quite acceptable by industries
also.Sikim Manipal and Amity University is the best
example. There are a total of 145 private universities in
India as per UGC report.
4.4: Easy Funding for education: Major Banks have made
education loan a route for increasing revenue. Though it
has gone for around 5% as bad loans, they have started
financing vocational education also. In the coming 3
years, National council on skill development has
estimated that around 25 lakhs people will avail the credit
for skill development. Girls are also getting concession
of around 0.5% as reported from UBI management
sources. Hence money is not a constraint for the students
to think other institution as a study point.
4.5: Investment opportunity in Education: Investment in
education invited many world class institutions to India.
As of now 100 % FDI is allowed through automatic route.
As per data from DIPP (Department of industrial policy
and promotion), FDI in education reached to US$ 660.93
million during April 2000-September 2012. Indian School
of Business (ISB) Hyderabad is one of the best examples
where the students get the opportunity of best faculty
around the globe.MCI (Medical Council of India) has also
allowed Fortis heath care, max health care and Apollo
hospital to establish medical colleges in India. So
investment in professional education is indeed a potential
for the customers, to think best possible alternatives.

4.6: Job assistance by Institution: It is the ultimate that
the students should get a job in their appropriate area.
Many engineering and other professional colleges in India
stood their identity with respect to the job they provide.
They took a huge risk and collaborate with industry or
institution for job or skill development work. In Odisha,
KIIT, deemed university is one of the best examples.
We cannot forget BITS as a institution of National repute
for engineering students. At NIT, Warangal the hiring
scenario is different. In B.Tech out of 720 students, 80%
are placed as reported on 14th Dec 2012, but in M. Tech
out of 500, only 150 are placed. As reported from RV
College of engineering, 40% are placed in B. Tech
Category. It is observed from the market that Companies
ignore higher degree such as Masters and PhDs as
compared to B.Tech or BE.
4.7: Entry of women and other weaker section of Society:
If we see the literacy level in India, women have come
forward and this has also reflected in technical, vocational
and other professional institution. Separate women’s
college, polytechnic, university and engineering college
are a model of inspiration towards higher studies. Banks
have agreed to give concession in education loan for
weaker section of the women.
4.8: Competition: At last one thing is common that
competition especially in professional education boost
the competitive mind of the Indian students. Many
coaching centers and institutes have imparted training
to the fresher’s to get admitted into top class Engg,
Management and Other professional courses. Some of
the renowned institutions are SUPER 30 in Patna, ALLEN
in Kota, Rajstan, Aakash Institute, Chanakya IAS, IMS,
ARIFIN and TIME for MBA.
4.9: Internal Marketing: Let us understand what a service
triangle speaks about the service delivery aspects. It is
a process where it motivates employees to deliver the
best service to the clients or Customers. Hence Internal
branding of the employee is involved in the process. Once
the employee is motivated, he/she will go for positive
word of mouth. As students are more influenced by the
teachers in that institution, the next step of choosing a
programme or taking admission in that organization is
influenced by them. In many situations, the admission
decision taken by the students or their parents is changed
by the influence of employee in that organization. So
internal marketing is a reason for changing the customer
expectation.
Recommendations
After a thorough study from various sources and
analyzing the market trend, I recommend the following
things. Of course we may not implement all in the initial
phase, but five things are very much crucial. I can say
these are “Panchmantra”.As the completion is too high;
we must be precise and concise in our approach to the
students. They are given in a Tabular form below.
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Major market trend
Technology evolution

Job Opportunity

Recommendations
•

Digitalization needed in many courses

•

CDs, Videos may be priority for visibility.

•

More industry liasioning is required

•

Student should be aware of the job they are going to do in
corporate

Globalization

•

Students must be exposed to international market and
courses

•

Collaboration with foreign institute will help a lot to the
students

Internal Marketing

•

Adequate knowledge to the facilitator or faculty about the
course

Quality education

•

“Keep to promise” should be the mantra

•

No compromise in quality

•

Quality must cater to the student expectation

Suggestions
The study gives a general understanding of the customers
in this industry. It needs the special expectation for each
category to derive a concrete strategy. Due to time
constraint, the coverage is not adequate. I suggest
carrying a survey among each category to be more and
precise in knowledge about the student mass. This will
clearly depict the student expectation in a deeper sense.

Lovelock, Writz, Chatterjee-Services Marketing,
People, Technology, Strategy, Sixth edition,
Pearson Education, New Delhi

Conclusion

www.technopak.com, “Overview of indian education
sector”,retrieved on 12th Dec 2012

Professional education is a pillar for our economy. This
industry needs a detailed scan of the various viruses
present in order to escape the knowledge which is the
foundation for our future generation. In this context, we
find, students are the main focal point for the professional
education. As a customer, we need to understand their
expectation from before imparting education for them.
When competition is knocking at our doorstep, retaining
the student is now too essential. Their minimum and
maximum feelings and anticipation play a vital role both
for functioning and brand building. We cannot make
quality but the word quality will be automatically come
when we properly understand the expectation of our
customer especially the student community.
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Abstract
The emergence of Total Quality as a distinct field of study is of rather recent
origin, which has made a significant impact on the institutions as well as nations
worldwide. Attaining it is a big achievement, but it is just the start. Under the era
of liberalisation, privatisation and globalisation (LPG), the role of the government
in financing higher education is decreasing gradually. As a result of this policy, a
number of private colleges/universities have opened to cater to the needs of target
customers. As per the norms of WTO, higher education is treated as a commodity,
so product-mix decisions are crucial. The institutions for higher education have
to consider suitable HR strategies, to gain competitive advantages for long-term
benefit... QIP, IQC and other similar systems are introduced to enhance the overall
quality of services. Therefore, a customisation approach to both—internal and
external customers— will work in getting competitive advantages. However, the
main lacuna is academic leadership, which needs to be addressed through
total quality approach for rationalisation.

“Institutions exist in a society for the purpose of satisfying people in that society.
This is the reason for their existence and should be their primary goal.
Management which recognizes this and works on this principle is known as Total Quality.
Institutions which ignore these realities cannot last for very long. “
- Prof. Kaoru Ishikawa

Introduction

Keywords
Quality, Total Quality
Management, Sustainable

At the time of independence there were only 21 universities and 636 colleges
affiliated to the universities all over India. The students enrolments were 241996.
However, recently it has been reported that India is operating as the world’s third
largest system of Higher Education (H.E.) next only to those of USA and USSR;
numbering to more than 365 universities, 26150 colleges and 9731000 student
population. In India, knowledge and education is the second largest organised
human enterprise. India is the third largest scientific or technical manpower in the
world. Thanks to the contributions made by its H.E. system, the world today gives
credit to India as a nation contributing to the knowledge revolution. It has
contributed value-added quality human power to the world, particularly in the
last one decade, which has given us the new identity.
Categories of H.E. and their Control System
H.E. in India can be divided into:
z
Professional Education
z
Technical Education
z
Teacher Education
z
General Education
Studies related to medicine, law, management, advanced cost accountancy, etc.,
fall in the category of professional education. Those related to engineering,
technology, computer etc., fall in the category of technical education. Education
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making people qualified for teaching is termed as teacher
education. Those sections which do not fall into any of the
above three categories are known as general education in
arts, science, and commerce studies. The bulk of the
colleges in the country come under this category of
general education.
Furthermore, they are governed by apex bodies like AICTE,
UGC, NAAC, NBA, ICWAI, ICAI, etc. All these monitoring
bodies are vested with quality control.
Perspective on Management Education
Every management institute should have a perspective
plan. It should do good deal of human resource planning.
A management institute, big or small, located in a metropolis
or town should have a personality of its own. Professional
development need of the faculty can be identified from
two angles, that is,
i. From the angle of making him/her a better
management teacher and
ii. From the angle of contributing to the
personality of the institute.
Institutions complain that the management faculty is
generally not stable. They keep on changing the
institutions. A faculty who is nominated for a long-term faculty
development programme should be under obligation to
remain with the nominating institution for a reasonable
period of time. Even if a management faculty changes from
one institution to another institution, it still remains in the
profession and in the society. Ultimately industry and the
nations get the benefit of a good faculty.
A senior and experienced faculty should develop juniors
in their own institutions. Senior faculty should be large
hearted and kind enough to train the juniors in the
profession. Experienced faculty can offer in house
development programmes in their own institutions. Owing
to professional rivalry and feeling of insecurity, the senior
faculty generally does not come forward for such a kind of
in-house programme. Institutions in their own area of
expertise and strength can offer faculty development
programmes for other institutions. HM and other institutions
of national importance are doing good service by organising
specific or general faculty development programmes.
There is a dearth of good faculty in management. Institutions
are, therefore, reluctant to spare faculty members during
the academic sessions. It will be better if faculty
development programmes are offered during vacations.
A long duration faculty development programme may be
offered in two or three parts so that the institutions are not
deprived of the faculty resources for a long time.
Faculty development helps the faculty as well as
institutions. Therefore, in all fairness the cost of faculty
development programmes should be shared by both. A
major part of the cost should be shared by the institutions
but some part of it should be borne by the faculty also.
Only then willing and motivated faculty will come forward
for faculty development programmes.
The Changing Times and Management Education
What is of concern today is the ability of the business
schools to make the best response to ensure
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competitiveness. B-schools may know the apple cart is
moving, but they don’t realise it is about to topple over. The
danger that seems to be lurking is that many business
schools may still not have understood the new demands
being placed upon them. There appears to be a growing
criticism of both the credentials of business as a subject
for serious academic pursuit, and of the ability of the
business school to satisfy either the demands of
academia or of the world of business. Nevertheless,
business schools have become a significant part of the
economic landscape. However, if the academic world is
not more responsive to the needs of business and society
at large, B-schools, in particular, may find themselves
marginalised.
Thirty influential opinion-forming senior managers who
were interviewed by Taylor (1994) considered the
challenges to the millennium to be:
z
Business schools are not seen to either compete
or collaborate. They were accused of providing similar
course content without attempting to combine their
expertise, or alternatively differentiate the services
they offer.
z
They need to become more proactive in becoming
the transformational organisation that the best
businesses around them aspire to become.
z
They need to improve their own learning approach
to sustain themselves. Exemplify best practice, and
remain at the leading edge.
Management Education in India: Formal management
education was introduced in India in 1954. Management
education in India is currently witnessing a higher than
ever before demand resulting in a significant gap between
supply and demand. This deficit has been well recognised
as a business opportunity and a number of institutes have
been set up to offer management education. Of these, at
least some B-schools are of high quality. In the best
business schools, as much as 50% of the academic material
and content used, such as technical notes, problems and
exercises, are of Indian origin. Classroom teaching is
increasingly becoming relevant to management issues.
The better Indian B-schools are also international in focus.
However, there is a wide qualitative gap between the top
schools and the rest and even among the top ten
management schools; there are considerable variations
in quality (Business World, 1994).
There remain nagging problems about educational
quality, relevance to the need of ‘customer’, inadequacies
in pedagogy and subject areas and, mismatch between
the career aspirations of management students and the
management needs of the country (Khandwalla, 1996).
Ahmad, as far back as in 1988, proposed that, the gap
between the desired objectives of management education
and what was achieved by them in reality, in the Indian
context, was, due to lack of emphasis on professional
values and a heavy stress on quick, upward movement
and personal career orientation, heavy reliance on
lectures and imparting knowledge while ignoring
important skills, attitudes and values for professional
management. Major orientation to private sector
business and little emphasis on other sectors such as

public systems, public sector, voluntary agencies, etc.
Even though management education in India has evolved
considerably over the years, there still remain several
challenges to be faced. A major challenge, except in the
top schools, was the lack of relevance of what was taught
in these schools, to what was needed on the job stressed
that management graduates were deficient in the areas
of leadership, team spirit, and managerial personality.
Furthermore, Khandwalla (1996) pointed out that the
programme content of business schools suggested an
inadequate awareness of the operating context in India,
and of the international business environment and
globalization strategies.
Variations in Teaching–Learning Pedagogy
Most B-Schools offer a wide spectrum of teaching–
learning pedagogy with a high degree of variations from
Institute to Institute across the nation. Teaching–learning
like Case Studies, Lecture Method, Assignments,
Presentations, Management Games, Group
Discussions, Seminars, Role Plays, Class Test,
Simulation Exercises, Industrial Visits, Quizzes, Term
Paper & Mock Interviews etc., offer a true blend of

education and training to all MBA aspirants. To minimise
the gap we need Total Quality Approach in the interest
of the student community at large. Total quality is
performance superiority in delighting customers. The
means used are people, committed to employing
organisational resources to provide value to customers,
by doing the right things right the first time, every time.
The Standardise, Do, Check, Act (SDCA) as developed
by W Edwards Deming is a continuous cycle that has to
be ‘rotated’ perpetually in order to assess the
effectiveness of the system even after it has been
standardised by documenting it and ensuring
compliance. Thus, after the system has been brought to
a stage of stable control, it is to be ‘operated’ and run to
provide the desired output. This is the ‘do’ phase. The
output is then ‘checked’ to determine whether or not it
conforms to the specifications that were planned for. If it
is, then all is well, and the standard system developed
can be adopted without changes. This will remain until
such a time when a change might be needed, on account
of changes in the output that have to be incorporated, or
variations in the system itself; and in that manner the
SDCA cycle needs to be kept rotating, time after time to
minimise the variations.

(The SDCA cycle and its impact on reducing variations)
There are many different quality experts who provide
apparently different approaches to improvement.
However, as long as the process of improvement is not
seen as a mere ‘programme’, or a ‘drive’ that lasts for a
little while and is then abandoned, the process of
improvement has to go through the stages that are broadly

described by the PDCA cycle. Specific actions within
each of the four phases may differ somewhat, depending
on the nature of the perfor-mance improvement that has
to be made, but even then the 10 broad steps would
conform to those described above, as mentioned below:

(PDCA and SDCA cycles and their impact on continuous improvement)
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(Typical steps in performance improvement)
Problems of Financing to H.E.
Traditionally H.E. in India is funded by central and State
Govt. local bodies and also by the contribution of private
sectors. However, due to the changing scenario and
compulsion of the diversion of funds to other areas, a
sizeable reduction in investment in H.E. has been noticed.
As it is clear with the 5-year plans, during the first plan,
22% of the plan outlay was earmarked for H.E. In the fourth
plan it was 38%, in the sixth plan it was 33%, seventh plan
it was 25% and subsequently it was reduced. Thus,
financing from the Government sources is drying up in
the context of the new economic or industrial policies. In
addition, there is a need to spend more on primary education
to bring about social and economic equality. This calls for
privatisation and a decreasing role of the Government in
H.E. Moreover, in view of the increasing cost of H.E. it is
desirable that the students should pay more for their H.E.
Therefore, the fee-structure has been increased. Hence,
there is a need to look for more funding from other sources
and devising innovative strategies for attracting funds.
Strategies
1. Faculty selection recruitment and
placement
2. Training and Development
QIP/FIP/MDP
3. Appraisal, Evaluation and Reporting
4. Remuneration, Incentives
and Reward system
5. Employees Grievances
Mechanism, organizational
Climate & work culture
6. Social – linkages
7. Product - Mix Strategies
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Owing to heavy rush for H.E. in general faculties, education
and professional as well as in technical education, a number
of private education institutions have started delivering H.E.
to those target groups who can afford H.E. This leads to
competition in the market of H.E. Therefore, wisdom lies in
seeking long-term competitive advantages, for whosoever
playing in this domain.
The Students too are Consumers and Education is a
Commodity
As per the norms of WTO, H.E. is treated as a commodity.
So product-mix decision is crucial in the field of educational
service. Moreover, the students’ role is dual: one as a
customer and second as a raw material in the system of
production of teaching–learning interactions. Hence, to gain
competitive advantages for a longer time the institutions for
H.E. have to be considered as suitable strategies. Success
or failure of any educational institution depends upon its
right kind of human resources and HRM strategies.
Therefore, following strategies relating to HR area are of
great importance:Core Concepts
• Best fitted employees or right types of jobs.
Sound policies for this work.
• Holding in-house and out-side training progress
follow-up of training inputs.
• 360° Appraisal system.
Feedbacks or communicating
• Work-based quality-based perks +
other incentives for better productivity.
• Accountability and responsibility under a
specific hierarchy. Overall policy for
better and healthy works culture.
• S.U.P.W. and Social- beneficiaries
Institution - Industry partnership
• 1) Innovative Course Design.
2) Innovative Learning - Teaching - Testing Processes.
3) PDP and strategic placement services.
4) Sound support-service-system and healthy
ambiance and other related facilities.
5) Uniform fee-structure.
6) Local-Global approach.
7) Quick and factual communication for massidea diffusion system.

Facilitating Sustainable Competitive Advantage

CONCLUSION

The value chain provides a basis for assessing the
competitive advantage of any organisation. Such an
advantage arises from an organisation’s choice of a targetcustomers group including geographic location and its
spread (markets), its distinctive competencies and the
pattern of resource deployment including the HRM system,
technological system and other infrastructure. Besides this
the support services and activities make it different from
that competitor’s approach. Basically the competitive
advantage of on institution should translate into some
perceptible benefits to the ultimate service—receivers. In
addition, it should be sustainable over a period of time.
That means no competitor can easily make matching types
of product/services. Through R&D M.R. and O.D.
mechanism an institution must constantly strive for
competitive-oriented sustainable advantages over a period
of time. This is because of the capacities of the people in
the institutions and team building activities. In-short
competitive and sustainable advantage can be obtained
in the following ways:

The prime role of the self-financed educational institution is
to build a sound base of holistic personality of the students
with a view to enhance a young person’s prospects in
the job market. Therefore, some techniques and theories
of management science may be applied to the education
field, including effective leadership styles, vision and mission
etc.

1.
2.

The institution can offer service-features and its
benefits that competitors are unable to match.
The institution can match service features and
benefits of competitors at reasonable price that
the competitors are unable to match.

Quality has become the buzzword in almost all walks of
life. Slackness in maintaining quality has proved to result
in definite failure. More importantly total quality approach
coupled with effective and innovative human resource
strategies in every aspect of higher education shall
ultimately lead to performance improvement in the 21st
century towards accomplishing excellence.
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Abstract
The main purpose of this paper is to examine the concept of quality assurance
from different dimensions and an attempt has been made to deal with some
critical issues related to the quality assurance in distance higher education in
India. India has progressed in leaps and bounds. Distance education can be
invaluable to learners, educators and educational institutions alike. Education
is dynamic in nature and it passes through different stages of development.
The evolution of Indian system of education can be studied based on the basis
of the development. Today learning has a greater challenge in the university
level which advocates good decision making and effective evaluation of the
needs of the industry. The findings of the paper have focused on the various
improvements in the distance learning methods. The paper concludes with
some suggestions for implementation of a technology enabling open and
distance learning by developing a model leading to momentum for distance
education.

Introduction:
“Distance education is beset with a remarkable paradox-it has asserted its
existence, but it cannot define itself.”
Shale, 1988, p. 25
Education is a key factor which determines the nation’s progress. It provides
ample opportunities to develop skills in addition to the knowledge it creates.
University education in India has been characterized by large expansion of
facilities, particularly in terms of institutions and enrolments. In developing
countries like India, the primary objective of education is to increase the
percentage of literates in the country. Therefore, every country developed its
own system of education to express and promote to its socio-cultural identity
(D’Souza, 2007).

Keywords
Education, Management,
Learning, Quality,
Teaching, Paradigms

Distance learning is the learning methods in which students can study at his/
her own convenience, without the need of being physically present at the
classroom. Distance learning has come as a boon for people who want to
pursue their education further but are otherwise not able to do it through a
regular education medium for various reasons such as want of time. To fill this
gap many distances learning educational establishments have come up in
India offering quality education through the online medium. The distance learning
education directory provides an overview of the leading distance learning
educational institutes in India. Distance education in the country got a big
push during the seventies, more and more Universities took distance education
as an alternative mode of education and the educational administrators realized
to make an experiment to test the efficiency of the correspondence education
system at post graduate level, thereby generating a path for state Open University
system in the country. The State Open Universities came into existence in
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response to social need for designing innovative
educational structures, which could overcome the
limitations of the conventional system of education. Open
learning in open system of education is a mode for
acquisition of knowledge and skills through mediated
information and instructions, encompassing all
technologies for learning anywhere at any time.
Literature review:
Today, India is on war footing and heading towards
economic success and modernization. There has been
a steady growth in number of students enrolling every
year for higher education. However, the quality and
quantity of faculty at the Institutes of higher education
continues to remain a major area of concern. Most
premier higher educational institutions in India are facing
an acute faculty shortage and they are failing to meet
the guidelines regarding the student-teacher ratio
specified by the statutory and regulatory bodies for higher
education like University Grants Commission (UGC) and
All India Council for Technical Education (AICTE). A major
challenge developing nations face today is that of creating
an environment conducive to the cultural, economic and
social development of their people. Historically, education
has been a determining factor of the progress of human
civilization (Dutta, 2007).
According to the National Knowledge Commission, for
the first time in this decade, the total number of illiterates
decreased from 329 million to 304 million. The literacy
rate also increased from 18.3% in 1951 to 67.3% in 2004,
as per HRD statistics. The National Literacy Mission
aims at achieving 85% literacy at the end of the Eleventh
5-year plan (2007-2012). The higher education in India
has witnessed many fold increase in its institutional
capacity since independence. During 1950 and 2008,
the number of universities has increased from 20 to about
431, colleges from 500 to 20,677 and the teachers from
15 thousand to nearly 505 thousand. Consequently, the
enrolment of students has increased from a mere 100
thousand in 1950 to over 11612 thousand. In India,
education has always been a subject of heated
discussion and deliberation. While on the one hand India
is still grappling to provide basic primary and secondary
education to many, higher education in India has
progressed in leaps and bounds (Business World, 2009).
Main Players in the Higher Education Systems in
India
University Grants Commission (UGC) is responsible for
coordination, determination and maintenance of
standards, release of grants. Professional Councils are
responsible for recognition of courses, promotion of
professional institutions and providing grants to
undergraduate programmes and various awards. The
statutory professional councils are:
z
z
z
z
z
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All India Council for Technical Education (AICTE)
Distance Education Council (DEC)
Indian Council for Agriculture Research (ICAR)
Bar Council of India (BCI)
National Council for Teacher Education (NCTE)
Srusti Management Review, Vol -VI, Issue - I, Jan.-2013

Rehabilitation Council of India (RCI)
z
Medical Council of India (MCI)
z
Pharmacy Council of India (PCI)
z
Indian Nursing Council (INC)
z
Dentist Council of India (DCI)
z
Central Council of Homeopathy (CCH)
z
Central Council of Indian Medicine (CCIM)
Development of open and distance education in
India
The distance education is used with different names.
Few of them are:
z
Correspondence education
z
Independent study
z
Distributed learning
z
Flexible learning
z
Open learning, etc.
In India, open and distance education had its beginning
in the form of correspondence education in:
z
Higher Education in 1962 in Delhi University.
z
Secondary Education in 1965 in Madhya Pradesh
Board of Secondary Education
z
Elementary Education (Bridge Course) in 1979 in
Open School of Central Board of Secondary
Education.
z
Upper Primary Education in 1991 in Andhra Pradesh
Open School.
z
Primary Education through Open Basic Education
Project of National Open School in 1995-96.
z
Open University – B. R. Ambedkar Open University
in 1982 in Andhra Pradesh.
z

Comparison between: Traditional Classroom Learning vs. Distance Learning
Sl.
No.

Traditional Classroom Learning

Sl.
No.

Distance Learning

1

Learning puts physical presence
to acquire knowledge in the
classroom.

1

Learning puts the classroom at home, office
and linked to computer and internet.

2

Traditional students finds it easier
to to acquire knowledge, skill and
to maintain a job, a family etc.

2

Non-traditional students find it easier to acquire
knowledge, skill and to maintain a job, a family
etc.

3

Classroom teaching enhances the
physical
and
psychological
closeness with the student and
the instructor.

3

Distance learning lacks the physical and
psychological closeness with the student and
the instructor.

4

Classroom learning does help the
students to enjoy the homour way
of teaching methodologies by the
teacher.

4

Distance learning does not help the students to
enjoy the homourous way of teaching
methodologies by the teacher.

5

Traditional classroom teaching
also provides students with the
opportunity to have real social
interaction with one another.

5

Distance learning does not provide students
with the opportunity to have real social
interaction with one another.

6

The interaction in the traditional
classroom allows the students to
help one another in terms of
academics or in terms of personal
issues.

6

The interaction in the distance learning does not
allow the students to help one another in terms
of academics or in terms of personal issues.

Why to study through Distance Education?
1. Achieving higher levels of performance with
consistency.
2. Creating more career options and increase
employment areas.
3. Fulfilling the requirements of the employers for
basic qualifications
4. Insufficient marks to qualify in the entrance
5. Lack of adequate time to pursue full time course
6. Lack of sufficient money towards the cost of the
course
Advantages of Distance Education:
1. Afford to acquire multiple qualifications
simultaneously
2. Exposure to e-learning, satellite education etc.
3. It builds self discipline and self confidence
4. It fulfills social, works and family obligations in
effective time management

5. People are much more comfort in their own home
6. People can study at their own pace
7. Provides education at home which recognizes
globally
8. Study flexibility and no travel expenses
9. Study is affordable, as providers allow students
to pay as they study
Distance Education and the WWW:
The 21st century is about the management of all
the knowledge and information we have generated and
the value addition we bring to it. We must give our
students the skills with which they find a way through
the sea of knowledge that has been created and continue
with lifelong learning. Today, we have the ability through
technology to really and truly teach ourselves to become
the life-long learners (Dutta, 2007). The traditional as
well as internet based learning model are given below:

Figure 1: Traditional distance learning
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Figure 2: Internet based distance learning
Methods:
“Learning can and often does take place without the benefit of teaching-and sometimes even in spite of it - but there
is no such thing as effective teaching in the absence of learning.”
Angelo & Cross, 1988, p. 3
Albert Einstein once said, “I never teach my pupils; I
provide only conditions in which they learn.” Learning is
an adjustment on the part of an individual, which actively
constructs one’s own knowledge by connecting new ideas
to existing ideas, on the basis of the experiences. Learning is generally considered to be any change in an
individual’s response or behaviour resulting from practice to experience. It is difficult to understand the inner
workings of the mind in learning, only the results of the
learning process are observable. Learning is the pro-

cess by which individual acquires various habits, knowledge, skill and attitudes that are necessary for meeting
specific objectives. Learning also changes the behavior
of individuals. The psychology of learning has been divided into three categories such as learner, learning process and the learning situation. The various learning
processes are learner, learning materials, learning methods, methods of instruction, environment, psychological factors, individual differences etc. A model of student’s
success in distance learning is given below:

ICT approach of Distance Learning
01.

E-Learning

E-learning is defined as learning facilitated and supported
through the use of information and communications
technology (ICT). E-learning includes web-based
instruction, virtual learning, online learning etc. Online
Learning is synonymous to web-based learning where
learning is fostered via the www only, in an Intranet or
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Internet. Various e-learning based includes Web-Based
Learning (WBL), Web-Based Instruction (WBI), WebBased Training (WBT), Internet-Based Training (IBT),
Distributed Learning (DL), Advanced Distributed Learning
(ADL), Distance Learning, Online Learning (OL), Mobile
Learning (or m-Learning) or Nomadic Learning, Remote
Learning, Off-site Learning, a-Learning (anytime,
anyplace, anywhere learning), etc.

02. E-Pedagogy
It is the learning design that incorporates educational
quality, values and effectiveness of teaching, learning
and assessment activities supported by technology. In
particular it is based on the use of web based learning
environments, Open and Distance Learning (ODL)
methods and materials that make the most beneficial
use of the audiovisual dimension of pedagogy. Research
and the evaluation literature suggests that new modes
of teaching and learning are emerging through the use of
online networks, access to remote experts and, more
recently, mobile technologies. Pedagogical learning
consists of individual learning, facilitated learning and
collaborative learning. The term “e-pedagogy” refers to a
recent human endeavour representing an embryonic
situation which is not, as yet, an established area of
knowledge like other disciplines that have been the
object of study for many years.

z

Internal Quality Assurance Initiatives and Quality
Sustenance by Accredited institutions.

z

Introducing regulatory framework for distance learning
programmes

z

Moving towards international standards and reducing
divergence of standards within country-common
curriculum.

z

Obtaining international equivalence of degrees and
diplomas.

z

Periodic monitoring to ensure compliance of norms
and standards.

Conclusion
“Learning can and often takes place without the benefit
of teaching - and sometimes even in spite of it - but
there is no such thing as effective teaching in the
absence of learning.”
Angelo & Cross, 1988, p. 3

03. Quality Assurance and Quality Enhancement
Higher education institutions have embarked on e-learning
as a means to support their teaching and learning
activities through quality assurance and quality
enhancement.
Quality assurance focuses on teaching where as quality
enhancement focuses on learning.

04. Evaluation of performance
It is the process of judging the excellence, abilities and
qualities of the students. It includes formal procedures
used to evaluate personalities, contributions and
potentials of students through internal as well as external
evaluations. Internal evaluations are done through midterm examination, quiz, personality development
programs, etc.
05. Standardize higher education curricula
It is not only curriculum that is important, proper
evaluation system plays a major role in the quality of the
output. Indian higher education curriculum has made
substantial progress in increasing the literacy and access
to basic education. Demand for latest curriculum in higher
education arises primarily from two sources i.e., from
the actual beneficiaries and from expected industrial
growth.
Future challenges of Distance Education in India
z

Curriculum design has to be made as per industry
requirements.

z

Developing Research and Development to promote
creative research.

z

Establishing a National Engineers Registration and
Licensing Board (NERLB)

z

Exercising sufficient controls over franchising
arrangements to ensure supervision by parent
institutions, quality, appropriate financial arrangement
and genuine institutional links.

India’s higher education sector presents an interesting
scenario of challenges and contrasts. Due to emerging
globalization, liberalization and open economy,
competitions are not only between individual,
organizations or within a country but also all over the
world. Considering the above emerging challenges, Indian
educational institutions are building strong relationship
with the industry to produce quality professionals for the
industry as a whole. India today encompasses not just
science-the Indian space program, atomic energy
research, biotechnology, but also the social sciences
and the humanities as well including world-class centers
of excellence in Indian universities and in the IITs. Though
India has made tremendous strides in the field of
education, the fundamental goal of education i.e.
character building is still in the process. Character is
built through values, which forms the foundation for any
harmonious society. Finally, a learning system is
meaningful to institutions when it has a sound return-oninvestment (ROI), a moderate to high level of learner
satisfaction with both the quality of instruction and all
support services and a low dropout rate.
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Abstract
Changes in the economic and social fundamentals call for transformation in the
skills, capabilities and attitudes of the masses. This requires a shift in the delivery
and pedagogy used in the current education system. The purpose of this paper is
to promote total quality management in higher education for imparting easily
accessible, quality higher education leading to the economic upliftment of India.
This paper presents a review of current quality management practices within
higher education institutions. The review identifies a reliance on industrial models.
These are applied with only partial success and identified limitations suggest a
need for refinement, particularly in relation to the centrality of student learning
within Higher Education. The focus of the paper is on the benefits that quality
management in education can provide. The findings reveal that it provides better
prospects to the students and also facilitates sharing of best practices and
knowledge across the world. It increases the flexibility of delivery of education.
TQM leads to the democratization of education. The paper also explores the
factors related to policy, planning, technical requirements as well as the training
required by the Teachers, Staff and Management for the successful implementation
of TQM in an education system.

Introduction

Keywords
Total Quality Management,
Quality Management
Practices, Industrial
models

Education is one of the important elements of the service industry. It is the
quality of education that shapes the long-term prosperity and well being of both
nations and their people. One of the emerging philosophies in quality and
management concepts is Total Quality Management, (TQM). TQM has been
applied to business and industry and recently has been experimented and
implemented in professional education institutions to provide high quality and
standards for both industry and professional education institutes. Total quality
management (TQM) is a management strategy which is aimed at imparting
quality awareness in all organizational processes. Principles of Total Quality
Management (TQM) have been successfully adopted and applied in the field of
professional education by developed countries such as Japan, USA. In India,
TQM has been successfully implemented in some professional Institutions
and it has improved the quality of professional education in those institutions.
TQM has become the most important concept because the quality of the student
makes the difference between success and failure of any institution. TQM can
serve as a paradigm for improving every aspect of collegiate functioning from
fiscal administration to classroom instruction.
How Quality can be managed in Professional Education System
Managing quality in Higher Education has proved to be a challenging task. The
literature suggests that there are two main reasons for this. First, ‘quality’ has
different meanings for different stakeholders. Within higher education there are
both internal and external stakeholders who are likely to have disparate or even
contradictory definitions of quality.. Pounder (1999) argues that quality is a
‘notoriously ambiguous term’ given that it has different meanings to different
stakeholders. As a result of the difficulty in defining quality, its measurement
and management has unsurprisingly proved to be contentious. Cheng and Tam
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(1997) suggest therefore that ‘education quality is a rather
vague and controversial concept’
Traditionally, external stakeholders have been concerned
with quality assurance procedures. Quality assurance
refers to the ‘planned and systematic actions necessary
to provide adequate confidence that a product or service
will satisfy given requirements for quality’ (Borah an and
Ziarati, 2002).The focus on quality for external
stakeholders focuses predominantly on the
measurement of procedures and the extent to which they
result in appropriate levels of quality (Jackson, 1996).
The Professional Institutions are required to demonstrate
responsible actions in their professional practices and
accountability in the results they achieve with the
resources used. Elton (1992) in his reference has
suggested three things’ – accountability, audit and
assessment – and suggests that they are concerned
with the control of quality and the people who control
quality It is also suggested that Professional Institutions
are now also required to become learning organizations,
where internal people also interpret and assess the
quality of Higher education provision. The emphasis
should be not only on quality assurance, but also on
quality enhancement which aims for an overall increase
in the actual quality of teaching and learning, often
through more innovative practices (McKay and Kember,
1999). Elton (1992) suggests that quality enhancement
focuses on quality ‘Es’: empowerment, enthusiasm,
expertise and excellence. As students are viewed as an
integral part of the learning process, so the imparting of
quality should be student centric
TOTAL QUALITY MANAGEMENT
Meaning and Practices
Before defining the elements of TQM in education it may
be useful to say a few words about what TQM is not.
TQM is not an imposition. It cannot be done to you or for
you. For TQM to work, an institution must itself want to
introduce it. It is not inspection. It is about always trying
to do things right first time and every time, rather than
occasionally checking if they have gone wrong. It is not
something that only senior people do and then pass their
directions down the line.
The total in TQM dictates that everything and everybody
in the organization is involved in the enterprise of
continuous improvement. The management in TQM
likewise means everyone, because everyone in the
institution, whatever their status, position or role, is the
manager of their own responsibilities.
Continuous Improvement
TQM is a practical but strategic approach to running an
organization that focuses on the needs of its customers.
It rejects any outcome other than excellence. TQM is
not a set of slogans, but a deliberate and systematic
approach to achieving appropriate levels of quality in a
consistent fashion that meet or exceed the needs and
wants of people It can be thought of as a philosophy of
continual improvement only achievable by and through
people. As an approach, TQM represents a permanent
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shift in an institution’s focus away from short-term
expediency to the long-term quality improvement to
create a continuous improvement culture, managers have
to trust their staff and to delegate decisions to the
appropriate level to give staff the responsibility to deliver
quality within their own sphere.
The upside-down organization
The key to a successful TQM culture in an educational
organization is an effective student-teacher relation. Once
the concept has been grasped, it has enormous
implications for the organization and the relationships
within it. It is the role of senior and middle management
to support and empower the teaching and support staff
and the learners.
Professionalism
There is also the additional dimension of a professional
workforce in education who have traditionally seen
themselves as the guardians of quality and standards.
TQM’s emphasis is on the sovereignty of the students
in an education system. This is a difficult area, and one
that will need to be considered by any educational
institution taking a total quality route. Training for teachers
in quality concepts and thinking is an important element
in the required culture change. Staff has to understand
how they and their pupils and students will benefit from
a change to a customer focus. Total quality is about
more than being ‘nice to customers and smiling’. It is
about listening and entering into a dialogue about people’s
fears and aspirations. The best aspects of the
professional role are about care and high academic and
vocational standards. Blending the best aspects of
professionalism with total quality is essential to success.
The quality of learning
Education is about learning. If TQM is to have relevance
in education it needs to address the quality of the
learners’ experience. Unless it does that, it will not make
a substantial contribution to quality in education. In a
period when most institutions are being asked to do more
with less,
it is important that they focus on their prime activity—
learning. Learners learn best in a style suited to their
needs and inclinations. An educational institution that
takes the total quality route must take seriously the issue
of learning styles and needs to have strategies for
individualization and differentiation in learning. The learner
is the primary customer, and unless learning styles meet
individual needs it will not be possible for that institution
to claim that it has achieved total quality. Educational
institutions have an obligation to make learners aware of
the variety of learning methods available to them. They
need to give learners opportunities to sample learning in
a variety of different styles. Much work has still to be
done on how best to use TQM principles in the
classroom. Individual learners should negotiate their own
action plans to give them motivation and direction. The
process of negotiation may require the establishment of
a quality steering committee or forum to provide feedback
and to give the learners an opportunity to manage their
own learning. Parents or employers might well be

represented on it. Both teachers and students can ensure
that all are on track by undertaking detailed monitoring
through progress charting. This is important to ensure
that timely and appropriate corrective action can be
applied if there is a danger of failure. The establishing of
a strong feedback loop is an important element of any
quality assurance process. Evaluation should be a
continuous process and not just left until the end of the
programme of study. The results of evaluation processes
should be discussed with the students; perhaps by
means of completing a record of achievement.It is
important that the institution uses the results of the formal
monitoring to establish the validity of its programmes.
Such organizations have not developed a customer focus
and their students are more often than not seen as
liabilities, not assets. Improvements, when they are
attempted, usually have as their goal reducing costs.
What TQM offers is the opportunity for institutions to
adopt a different outlook, diametrically opposed to the
traditional model. TQM organizations will have integrated
quality into their structure and recognize that quality
involves everyone’s commitment and contribution at every
level. To achieve this, a considerable investment needs
to be made in people as they are the keys to quality,
and hence to the institution’s future. If a college aspires
to be a total quality institution it must act like one. It
must innovate and drive ahead to achieve the vision
contained in its mission statement. It must recognize
that quality will always provide an edge in the market.
Most important, it must carry the message to its staff
and ensure that they are partners in the process. The
quality route is by now well trodden but just as hard. The
driving force has to come from the top and the process
has to be constantly nurtured and reinforced. Leadership
is the key, but so is listening and learning. It is often the
little things that provide the evidence of quality. Institutions
that make the effort to get the details right also have the
right approach to the major issues. In a world where so
many services look superficially similar it is attention to
detail that provides the competitive edge. Above all, in
the words of Tom Peters, ‘Ensure that quality is always
defined in terms of the customer perceptions’ (Peters,
1987).Under TQM, structure follows process, and the
following are necessary features of any quality
organization:
•

Unit optimization—every unit, programme, and
department needs to operate efficiently and effectively.
Each area needs to have clear, and preferably written,
quality standards within which to operate.

•

Vertical alignment—every member of staff needs to
understand the strategy of the institution, and its
direction and mission, although they may not need
to know the detailed breakdown of objectives.

•

Horizontal alignment—there should be a lack of
competition between units/programmes/departments,
and an understanding of the aims and requirements
of other parts of the organization. Mechanisms need
to be in place to deal effectively with any boundary
problems.

A single command for each process—the key processes,
whether they are curriculum, pastoral, or administrative—
needs to be charted and organized so that each process
is brought under a single chain of command. The charting
process is best carried out from an analysis that starts
by asking who the customers for a process are and
continues by analysing their needs and the standards
they should expect.Structural reorganizations are not a
requirement for TQM. Reorganizations may be useful and
necessary to the quality improvement process, but
equally they can divert attention from quality improvement
and lead to institutional fatigue. There are plenty of
examples in education where organizational restructuring
has impeded quality development. There is usually only
so much energy within a system. TQM usually provides
as much change as the organization can reasonably
cope with. Staff needs some familiar situations while
adapting to new working methods. It is sensible to let
structural change develop out of the process of improving
quality, and so it is probably best to avoid organizational
restructuring at the start of the TQM programme.
Empowering teachers
A key aspect of the leadership role in education is to
empower teachers to give them the maximum opportunity
to improve the learning of their students. Stanley
Spanbauer, the former President of Fox Valley Technical
College in Wisconsin who took a lead in introducing TQM
into vocational education in the United States, argues
that: in a quality-based approach, school leadership relies
on the empowerment of teachers and others involved in
the teaching /learning process. Teachers share in
decision-making and assume greater responsibilities.
They are given more power to act and greater autonomy
in almost everything they do.
Spanbauer, in his A Quality System for Education (1992),
has put forward a plan for leadership to create a new
educational environment.He argues that educational
leaders should guide and assist others to develop a
similar set of characteristics. This encourages shared
responsibility and a style that will engender an interactive
working environment. He visualizes a leadership style
where leaders ‘must walk and talk quality and understand
that change happens by degree, not by decree’. Leaders
have a pivotal role in guiding teachers and administrators
to work for and in concert with their client groups.
Spanbauer ’s model is one of leadership for
empowerment. His conclusions are:
•

Involve teachers and all staff in problem-solving
activities, using basic scientific methods and the
principles of statistical quality and process control.

•

Ask them how they think about things and how
projects can be handled rather than telling them how
they will happen.

•

Share as much management information as possible
to help foster their commitment.

•

Ask staff which systems and procedures are
preventing them from delivering quality to their
customers—students, parents, co-workers.
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•

Understand that the desire for meaningful improvement
of teachers is not compatible with a top-down
approach to management.

External examiners’, moderators’ and verifiers’ reports
will provide important evidence, where available, of the
quality of the management of learning.

•

Rejuvenate professional growth by moving
responsibility and control for professional development
directly to the teachers and technical workers.

Meeting the Students Expectations

•

Implement systematic and continued communication
among everyone involved in the school.

•

Develop skills in conflict resolution, problem solving
and negotiations while displaying greater tolerance
for and appreciation of conflict

COMPONENTS OF QUALITY FRAMEWORK
Developing leadership and strategy
Leadership and strategy are key elements in any quality
framework.Quality management requires a commitment
from senior management for quality initiatives to succeed.
This is the conclusion of all the major writers on quality.
Linked to purposeful leadership, effective educational
institutions need well-worked-out strategies to deal with
the competitive and results-oriented environment in which
they operate. Together with effective teamwork,
leadership and strategy provide the engine for the
transformational process of quality development. To be
effective, educational institutions require processes for
developing their quality strategy.
These include:
•

a clear and distinctive mission;

•

a strategy for achieving that mission;

•

the involvement of customers, both internal and
external, in the development of strategy;

•

the assessment and evaluation of the institution’s
effectiveness against the goals negotiated with
customers.

Monitoring of the Delivery System
This is the stage where quality systems are vital. The
methods of learning need to be established and followed
for each aspect of the programme. The type of information
that needs to be part of it includes syllabi, course
submissions, schemes of work, records of work,
assessment records, action plans and records of
achievement. The recording of failure and below-average
performance, and the actions taken to correct them,
should be documented. This includes documentation of
the aims and objectives of each programme, and the
specification of the programme. The process of curriculum
and programme management needs to be specified,
including arrangements for teamwork. The roles within
the team and their responsibilities and levels of authority
should also be clarified.
Verifying the assessment of student performance
The details of both formative and summative assessments
and the criteria for grading and the award of qualifications
are necessary elements of the quality framework. A
system for the internal verification of the assessment
arrangements needs to be in place and documented.
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Delighting the customers is the purpose of TQM. This is
achieved by a continual striving to meet both internal
and external customers’ needs and expectations.
Customers’ needs are established by regularly soliciting
their views. There are various methods of doing this: focus
groups; questionnaires; advisory groups; open days; and
informally talking to people. It is important that this work
is done systematically, and that the views of people who
decide not to attend the institution are also solicited.
The information from these consultations must be collated
and analyzed and used when taking decisions. It is
important to involve the customers in the process
because, at the end of the day, it is their views that
count, not those of the institution’s management. As
Mike Barrett and Marion Thorpe have so aptly expressed
it:
Students do not come to the college because there is a
great budget or good staff/student rations; to them quality
is about convenience, promptness, courtesy and
reliability. (Sallis and Hingley, 1992).Barrie Dale in his
study of Japanese approaches to quality shows the total
belief that exists in Japanese companies that business
operations and efficiency can always be improved by
reflecting customer needs and requirements. He
demonstrates the considerable lengths to which
Japanese firms go to identify needs and to keep the
company focused on the market. However, the key idea
mentioned by Dale is the translation of customer
requirements into the design of products (Dale, 1994).
Initiating staff training for quality
Staff development can be seen as an essential tool for
building the awareness and knowledge of quality. It can
be the key strategic change agent for developing the
quality culture. If TQM is largely about culture then a
means has to be found of capturing the hearts and minds
of staff.
Motivational theorists have long recognized that training
is one of the most important motivators in an organization.
It is important in the initial stages of implementation that
everyone is trained in the basics of TQM. Staffs need
knowledge of some of the key tools, including teamwork,
evaluation methods, problem-solving and decisionmaking techniques. Both internal and external trainers
have their part to play. It can be helpful to visit other
organizations, whether educational or business, which
are developing total quality initiatives.
Conclusion
This paper has served to provide a review of the current
discussions surrounding quality management practice
within Professional Education. It has identified the
difficulty in defining quality and the complexity this
creates in its measurement and management. It has

been explained how quality management has to be taken
seriously in the field of professional education and
extensive efforts are being undertaken to improve quality
management practices. This paper identifies that the
findings from this review are of relevance to various fields
of service sectors. However, as the review has relied upon
current research and publications that are outside these
fields, there is clearly a need for further research within
our subjects. Further research should identify whether,
within our fields, there is a tendency to adopt industrial
models like other professional education Institutions
across the world or whether the approaches to quality
management more closely reflect the centrality of the
student in line with a student-centred approach to
learning. If the latter, there is a need for these practices
to be made more widely known across the academic
community.

Further Education Unit (FEU). (1991). Quality matters:
Business and industry quality models and further
education. London: FEU.
Gordon, G. and Partington, P. (1993). Quality in higher
education: overview and update. Briefing Paper 3.
Sheffield: University Staff Development Unit,
University of Sheffield.
Thakkar, J., Deshmukh, S. and Shastree, A. (2006)
Total Quality Management (TQM) in Self-Financed
Technical Institutions. Quality Assurance in
Education, 14(1), 54-74.
Welsh, J. and Dey, S. (2002) Quality Measurement
and Quality Assurance in Higher Education.
Quality Assurance in Education, 10(1), 17-25.

References
Aly, N. and Akpovi, J. (2001) Total Quality
Management in California Public Higher
Education. Quality Assurance in Education, 9(3),
127-131.
Becket and Brookes (2008) Quality Management
Practice in Higher Education – What Quality Are
We Actually Enhancing? Journal of Hospitality,
Leisure, Sport and Tourism Education 7(1), 40 –
54
Becket, N. and Brookes, M. (2006) Evaluating Quality
Management in University Departments. Quality
Assurance in Education, 14(2), 123-142.
Borahan, N. G. and Ziarati, R. (2002) Developing
Quality Criteria for Application in the Higher
Education Sector in Turkey. Total Quality
Management, 13(7), 913-926.
Bowen, H. R. and Schuster, J. H. (1986). American
professors: A national resource imperiled. New
York: Oxford University Press.
Chowdhury, I. G. (2004). Foreword. Management
Forum 2004, April, 3–4.
Coombs, P. H. (1985). The world crises in education:
The view from the eighties. New York: Oxford
University Press.
Cornesky, R. (1991). Implementing total quality
management in Higher Education. Madison, WI:
Magnar Publications.
Dhali, S. K. (1999). Measurement and evaluation in
education. Dhaka: Pravati Library.
Elton, L. (1992) Quality Enhancement and Academic
Professionalism. The New Academic, 1(2)
Ewell, P. T. (1991). Assessment and TQM: In search
of convergence. New Directions for Institutional
Research, 18, 39–52.

101

102

Srusti Management Review, Vol -VI, Issue - I, Jan.-2013

Management Education: Issues and Challenges

Mohammad Murtuja
Faculty Member
(Finance and Accounting),
ICFAI University, Jharkhand,
Ranchi

Abstract
Management education in India is quickly undergoing a drastic change. It has
been the most demanding professional education after Engineering and Medical.
We claim to be the best in management education; but the fact is that it is not up
to the mark. It is necessary to realize that the management institutes vary widely
in terms of Quality of Faculty, Curriculum, Placement record, etc. Problem is not
only with the institutes. It is a three sided problem which also includes students
and accreditation. If we really have the hunger to enhance quality of Management
Education, first we need to commit ourselves. It would require effort from each
and every individual to achieve and maintain the desired standards in
management education. As we know, the word improvement starts with ‘I’, so if
everyone initiates self-improvement, there would be a huge quality improvement
in management education. In current scenario higher education is no more a
matter of national policy and government regulations rather globalized affair
and it is highly commercialized in the current educational institutes. In
management education, quality has become a necessity for existence. This
article attempts to identify the various issues and challenges which are required
to improve and deliver quality management education in India.

Introduction

Keywords
Issues, Quality, Challenges

The development of management education can be traced back to 18th century.
From 18th century to 21st century, management education has seen lot of
changes and development. Management education in India is predominately a
derivative of western management thought and practice. Occasionally,
management schools draw some inferences from Indian epics, shastras and
practices. It may be worthwhile to notice that management itself as a discipline
has evolved from fundamental disciplines of philosophy, psychology, economics,
accounting, computer science, mathematics, statistics and industrial
engineering. In 21st century India witnessed a sea change in its educational
system. Process of liberalization, privatization and globalization has not only
replaced traditional approach with a more efficient professional approach; but
also introduced new age courses in accordance with industry demand which
have more economic value in today’s time. Management education is one among
those which got a new dimension with this changing time. Initially Marketing,
Finance and Human Resource Management were considered as functional
area of management, but now management education covers much more
functional area like Operations, Information Technology, International Business,
Supply Chain Management, retail and much more to add to the list. India has
witnessed a continuing growth in this sphere of education because of the rising
demand of trained management graduates. Management education has become
one of the most sought after education today as a result of this; private sector
has entered in Indian management scenario and invested an immense amount
for this. Management education in India is not very old; it has taken its practical
shape during early sixties with establishment of Indian Institute of Management
to train the people with management concepts. Now management education
is being offered as full time/part time MBA programmes by some leading
universities in the country. Recently and particularly during the last 4-5 years
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the country has witnessed a tremendous growth in the
founding of management institutions most of them in
private sector offering management programs in different
functional areas of management. Concurrently, there is
a mushrooming of B-schools in the country (over 2,500
institutes, of which about 1940 are certified by the All
India Council for Technical Education (AICTE)), leading
to issues of quality.
The shift of a manager’s role in 21st century provides
the context of the quality challenges faced by
management schools. There are several challenges of
management education, which require change in the
character and structure of management education and
integration of management education with the corporate
sector. As the ground of management is dynamic in
nature, new tools and techniques are always being
introduced to improve the competency, efficiency and
prosperity of any organization. So is the case with
management education. Professional skills need to be
acquired with practical knowledge, gradually making them
experts in diagnosing the symptoms of industry
problems. Just by limiting themselves to textbooks,
students may not understand business situations as
each situation is unique and requires exceptional
solutions.
As the current business scenario is filled with challenges
and risks, the purpose of management education is to
prepare students thoroughly to face these challenges
and risk. B-Schools should stress on training
management faculties and further they should redesign
management curricula intune with the changing
dynamics of the global business environment. In short,
managing education could become a diagnostic tool for
all problems of the globalized world. Through case
studies, the teaching community not only prepares
students to meet the challenges of the changing times
but also helps them in identifying and choosing a career
to suit their knowledge, skills and aptitudes. Today one
fundamental question comes, whether the curriculum of
a business school can produce future leader of the
corporation with required management skill to meet
contemporary challenges.
Trends in Management Education in India
The management education plays an essential role in
today’s dynamic business environment. The rapid trend
of globalization and technological changes have made
difficult for organizations to survive in the competitive
world. As a result the importance of management
education has been increased many folds. There are more
than 2500 B-schools in India where students pay a
massive sum hoping to find their dream career after
completing their program. Unfortunately these business
schools are not even able to place more than 50% of
student except few top B schools. This is really an issue
for concern and various reasons can be attached to it.
These reasons can be explained from institutes imparting
education, from student seeking education, and affiliating
authorities. Quality has deteriorated from both ends
Institutes imparting education and student gaining
education. There are fundamental issues of student input
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quality. In addition, there are fundamental issues of
academic delivery quality as most run-of-the-mill colleges
spend less than 10 per cent of their revenues on actual
academic delivery. Most college owners complain of not
being able to have enough admission in spite of investing
on college infrastructure and startup costs. And those
that are able to fill capacity they admit anyone who applies
for admission thus resulting in poor input, leading to poor
placements. After the introduction of ranking system for
business schools, they opted proactive approach in
making changes, although focused primarily on product
tinkering, packaging and marketing. It is clear that
management education will emerge as one of the main
distinct of higher learning, due to its growing demand. If
business schools want to survive, have to focus on
research to solve problems of enduring importance and
to build such curricula that can actually prepare students
to be effective in practicing the profession.
Emerging Issues and Challenges of Management
Education in India
“It’s not the biggest, the brightest, or the best that will
survive, but those who adapt the quickest” - Charles
Darwin
Management education in India has not tainted as per
the requirement of the industry needs and before this
gaps further broaden; appropriate steps need to be taken.
In this section we aim to discuss various emerging issues
of Management Education in India which can helps us
getting rid of this gap and produce managers as per
requirement of Industry and Society, respond to
challenges that come with dynamics of
internationalization. There have been various committees
that suggested improvements in management education;
there have been no noteworthy changes. Some of the
common issues are as follows:
z

Absence of Dedicated Governmental Body: In
India governance of technical and management
education is looked after by All India Council for
Technical Education and its subsidiary the Board of
Management Studies. Since both technical and
management education have different requirement,
so it definitely call for different body which could
specifically look for issues related to improvement
in management education which should be
accountable for enabling independent institutional
mechanism to specifically deal with management
education that could lead to enhancement of standard
of management education and give a new drive to
management education. As stated in an article by
Mr. R. Gopalakrishnan, a National Task Force on
Management Education should be appointed that
could look into the possibility of formation of All India
Council of Management Education quite independent
of AICTE. Issues like quality of faculty and research,
interaction with industry and academia to produce
world class managers, and other issues of
importance should also be addressed.

Quality of Faculty: Those who do not get jobs in
industries , where salaries are higher, get into
teaching jobs and the third tier Institutes are happy
to give them teaching work and if you browse the
flashy bulletins of these MBA shops we never find
the names of the faculty who teach subjects like
Marketing, Finance and HR subjects. Despite the
UGC requirements many of these third tier Institutes
do not stipulate Ph.D requirements and even if they
stipulate it is hard to get Ph.D Faculty because they
prefer to get into First Tier Institutes than the third
tier ones. Institutes also do not try to get Managers
s from Industries to come and share their live
experience which itself will go a long way to sharpen
the student’s learn.

money. Management institutes should inculcate
proper motivation and interest among the faculties
for research. This can be done by providing incentives
to faculty involved in research, giving due weight age
to research activities in promotions and providing a
good library support system. University Grant
Commission has already taken step in this direction
by giving due weightage to research and publication
for promotions which need to be extended and
implemented not only in government universities and
institutes, but in all institutes imparting business
education.
z

Corporate Governance for B-Schools: Corporate
Governance has been buzz words since last few
months especially after financial turndown in U.S.A
and Satyam case in India. Lack of corporate
governance system is one of the major reasons for
fall of quality management education. Corporate
governance has to be made a part of accreditation.
Government must takeaway the governance of
management education from AICTE and a strong
monitoring system and statutory reporting on the
lines of SEBI, handled by independent management
specialists should be imposed. Time has come to
introduce independent audit committees for
managing the B-Schools. Corporate governance
should include mandatory disclosure by institutions
and universities on faculties’ qualification, books and
journals in library, computer labs, placement records
and other required information that could be useful
for student while choosing institutions. According to
UGC norms institutes have to display this all
information on their websites and internet but there
exist a difference between actual and information
displayed on internet or filed with concerned statutory
bodies. Corporate Governance should ensure a
heavy penalty for any such variations. Very rarely
have disobedient institutions been made answerable
or penalized. Institutes are imparting courses on
corporate governance, but they hardly practice.

z

Synchronization of Academic-Industry and
Exposing to Real Business Issues: Development
of industry interaction is an evolutionary process.
Industry interaction has to be given more weightage
so that student can be exposed to real problems
and exposure of industry. In present curriculum
student are exposed to six to eight weeks training
which is not sufficient enough to understand
dynamics of industry in this world of liberalization
and globalization. This need to be increased say to
around full semester. Assessment should also be
based on internship authenticity and learning.
Exposing students to real life situations which are
more complex, demanding, critical, will bring them
closer to reality. When it comes to decision making,
experience that lies with decision maker is
detrimental. One of the issues that management
education has to consider is the manner in which
experiential learning elements could be enhanced.
Faculty interaction with executives should be
enhanced by increasing participation of industry
experts in academics either by appointing them as

All India Council for Technical Education (AICTE) and
University Grant Commission (UGC) has given
sanctioning and affiliation to large number of institute,
but are unable to produce competent faculty to teach
in management courses, which created a huge
demand supply gap and resulted in low standard
quality of faculty. Institutes are engaged in appointing
new faculty member (without experience) on low
salaries and heavy teaching load which further
deteriorate their quality and they are left with no time
for further development, and involving part time faculty
which had little or no involvement with the institutes
Generally, they give lecture prepared from textbooks
or their company based experience if any The quality
of management remained inferior in the sense that
they paid not enough attention to application of
knowledge, understanding of concepts, development
of managerial skills institutions.
z

z

Curriculum Design and Developing Material
Relevant to the Indian Context: Developing a
curriculum is a challenging and difficult task and has
to be continuously updated to keep pace with the
advancement and corporate requirements.
Curriculum should be changed or modified at regular
interval of time to match the industry needs. But in
most of Indian universities and B School it takes
several years to get syllabus revised due to
bureaucratic setup and some private B School also
don’t show much interest towards review of syllabus
because it may call for appointing new faculty or
updating existing faculty could be a costly issue.
Institutes imparting management education should
ensure to revise their syllabus .Course content need
not just be latest but also country specific it has
been observed phenomena that many of ideas and
theories have been successful in the countries of
their origin.
Emphasizing Research: The management
institutions do not provide proper environment that
is supportive for research; they needs to work in this
direction. It not only leads to updating of knowledge
in concerned subject, but also leads to knowledge
creation. Promoting a research environment will
requires change of mindset on the part of
management. They need to look beyond just making
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any quality standards in teaching, research and
handholding the students and make them
employable. In Bangalore alone there are as many
as 300 MBA Dukans - as one Tea Shop Keeper
remarked! These third tier institutes spend
enormously on false advertisements and claim to
have top class faculty provide free lap tops, foreign
trips and 100 per cent placement in branded banks,
giant retail and manufacturing companies and so on.
Some of these third tier institutes in small town are
affiliated to State Universities where the seats are
divided between merit students who pass the
Common Admission Tests and State controlled
entrance tests and so on and the remaining by
payment of hefty donation hidden as fees to the
Institutes. Sitting in Delhi bodies like UGC, AICTE
have all earned corrupt reputation for their quality
control and standards. The BBA , MBA programmes
launched by hundreds of Institutes across the country
have become as shops for degrees and the quality
standards have gone down over the years and poor
quality standards are reflected in poor teaching
faculty, poor research and consulting leading to poor
placement of the students who pass out from such
Institutes .

full time faculty or part time faculty or guest lecture.
Institutions should be encouraged to arrange tie ups
with business houses. The top B Schools strengths
lie in their industry liasioning.
z

Customization of Specialization: Customization
or tailor made product is need of an hour. Every
industry has its own set of challenges & dynamics
which requires specific skill set and expertise. This
could be only done by bringing specialization in
concerned field. Management Education today is not
just confined to areas as Marketing, Finance and
Human Resource Management, its requirement is
felt in growing areas of business such as international
business, hospitalality management, disaster
management, infrastructure management, ITES
which needs faculty specialization, curricula
customization, specific material development. Even
though some B-Schools has taken initiative in
extending boundaries of management education by
introducing courses in disaster management, aviation
management, financial services etc. but their course
content is questionable and thus contributing to poor
quality management education in India.

z

Inculcating a Global Mindset: Learning is a relative
concept. Today success depends how fast you are
enhancing your knowledge, sharpening your skills
and pace of your learning. In Globalization era where
information is increasing at pace of Pico seconds
mastering knowledge and skills have become
essential. If India needs to compete globally we need
manager with world class talent which calls for
developing a new approach of imparting teaching and
learning. Global mindset need to be developed .This
means that each business school should create a
differentiated mix of teaching and training to develop
not managers but global mangers.

z

106

Motive-based Challenges: The trouble with
“management” education is that it has become
business oriented or business education and leaving
behind the distorted impression of management.
Management education through BBA, MBA and so
on in India have been imparted through three tier
Management Institutes spread over the country. The
first tier Institutes are the IIMs created in the sixties
with US University collaboration like Harvard and MIT
and are now flagship Institutes providing the quality
products for the global and national enterprises. The
second are those located in cities like Mumbai ,
Bangalore and other mega cities and do not carry
the image of IIMs but these have some brand value
links with bodies like All India Management
Association and are spread over in hundreds across
the country. The third tier Management Institutes
located in small towns and growing Hill resorts like
Rishikesh in Uttarkhand and they all brand
themselves as approved by All India Council for
Technical Education (AICTE) and other National
Quality Control bodies like National Accreditation
Board for Education and Training and so on. Many
of these MBA Certificate Institutes, as many as 4000
plus, have mushroomed across the country without
Srusti Management Review, Vol -VI, Issue - I, Jan.-2013

z

Placement and Employability Issues: Satish
Pradhan Chief of HR of Tata Sons remarked that Job
and Placement events in IIMs have become like cattle
fairs of Pushkar in Rajasthan, where good looking
and smart cattle are sold for the highest bidder.
Similarly smart looking IIM Graduates are picked up
from big bidders like Banks and Multinationals. He
received angry protests from IIM Heads Unfortunately
the third tier Management Institutes are not even
able to hold cattle fairs because their MBAs are found
to be not “employable” and employability is now the
new mantra of the Recruiters. The three partners
involved in producing Management Graduates in the
third tier have to be blamed for the poor placement
via the Bodies like AICTE, Universities which design
the curriculum, the Institute Faculty who teach
according to the curriculum and finally the Industries
who recruit them. If the curriculum is unrelated to
the needs of the Industries the fault lies with the
Bodies who prescribe the Curriculum and the
Industries who never tell their requirements to the
Institutes who produce the Management Graduates.
At the end the graduates suffer Infosys spend lot of
their own funds to make their recruits fit for them for
several months after they are recruited. Why not
industries spend some time to tell the Institutes their
skill sets and how they can be employable for them.
CII Quality Institute should take a lead to bring
together the Third Tier Institutes, The Curriculum
Prescription bodies like the Universities, the AICTE
and the Industries who finally recruit the MBA’s and
develop standards of teaching and subsequent
placement. In the end Quality Mantra in
Management Education is not about ISO
Certification or Accreditation but it is all about

how the Management Graduates find good jobs
to meet the needs of the fast growing industries
and the economy.
Conclusion
It is time to recognize conventional MBA programs for
what they are—or else to close them down. As of now,
they are specialized training in the functions of business,
not general educating in the practice of managing. Using
the classroom to help develop people already practicing
management is a fine idea, but pretending to create
managers out of people who have never managed is a
sham. It is time that our business schools gave proper
attention to management In above sections we discuss
trends and contemporary issues faced by management
education in India. The outcome of all this is that
management education appears to be more relevant than
ever in the “global era”. The ultimate challenge of
management education approaches is to become more
practical oriented and industry focus reason being theorybased developments and teachings are worthless, due
to the fact that they will be of little use in concrete
situations when a management issue arises.
Management education need to be holistic, targeted and
customized with aim to remove the gap that exist
between industry requirements and academic curriculum
focusing on attitude, corporate awareness, grooming and
developing managerial skills. Industry interaction has to
be strengthened by inviting senior person from industry
to deliver lecture and ensuring student get associated
with live industry projects. Learning needs to student
centric resulting in development in all areas such as
analytical reasoning, lateral thinking, and solving case
studies and as such. Mentoring and career counseling
has to be introduced. Most B-schools claim to have it
but only as a lip service.
It can be concluded that three pillars of quality of
management education are Educational Institutes,
Educational System and Faculties. It can be concluded
that in order to provide quality education the amount of
efforts needed on the part of the educational institutes is
double that needed to be made by the educational
system as a whole whereas the efforts needed on the
part of the faculties is three times that of the educational
system. Now, I would like to conclude in the words of
Mother Teresa, a lady who believed in the power of one
individual’s contribution. “We ourselves feel that what
we are doing is just a drop in an ocean. But the ocean
would be less because of that missing drop.”
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Abstract:
Teaching good and effective communication skills to learners is really important
to teachers in their delivery of pedagogy, classroom management and
interaction with the class. In a multilingual and multi-cultural country like India,
teachers struggle with decisions about the variety of English to use, the standard
quality of their English, their English language proficiency and the effectiveness
of their communication skills. This study evaluates ELT trainers’ ideology of
their communicative strengths and weaknesses as reflected in their class room
teachings and their views on language teaching. The facts and figures that are
incorporated in this study are vital to the understanding of teacher education in
multilingual and multicultural societies. Teaching is generally considered as
only fifty percent knowledge and fifty percent interpersonal or communication
skills. For a teacher, it is not just important to give a quality lecture but it is more
important to give the presentation of a lesson or lecture well in class.
Communication skills for teachers are thus as important as their in-depth
knowledge of the particular subject which they teach.

Introduction:
Communication is a process that takes place at two levels: Interpersonal and
mass. Experts’ attention in modern India seems to be concentrated on mass
communication. In view of the massive change that is occurring in the socioeconomic environment of the country today, a look at communication at the
interpersonal and organizational levels is a must (Vilanilam, J.V., 2000). The
meaning of Communication skills can be well understood as the transformation
of information that involves the shared understanding between the contexts in
which the communication takes place. To say it’s a transmission of message
(Saunders and Mills, 1999). Communication takes place through channels.

Keywords
Teaching, communicationskill, pedagogy, classroom,
multilingual

Within the teaching profession, communication skills are applied in the teachers’
classroom management, pedagogy and interaction with the class (Saunders
and Mills, 1999). In addition, teaching speaking skills is important in teacher
education (McCarthy and Carter, 2001). Despite this, there is little literature
and research identified on the communication skills of teachers and for this
reason, this study is conducted. Keeping in mind the major challenges of
globalization, a course on communication skills in English is now included in
the Indian institutions in the curriculum of Engineering, Management &
Professional studies (like B-Tech, M.B.A, M.C.A, B- Pharm, Journalism and
Mass Communication). In this way the teachers and trainers of English language
could enhance the standard of communication skills of students in INDIA.
Teachers of English language in India represent themselves standing in front of
a class presenting and explaining specific subject knowledge, questioning and
disciplining students. Consequently, they are concerned with how clearly and
effectively they are communicating this knowledge and other intended messages.
Speaking in line with Indian pedagogy, there exist different varieties of English
and other languages, where teachers are also concerned about the accuracy
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of their pronunciation and style of speaking. Besides,
the perception of the standardness of their spoken
English is perceived to be important to them.
However language teachers enter into a training program
on ‘learning communication skills’ with different
expectations and beliefs about teaching (Calderhead and
Robson,1991). The complexity of language use in India,
together with this variety of expectations, necessitates
a study on teachers’ perceptions of their communication
skills in English. This situation is accentuated by the
Indian Government’s concern with the variety of English
taught both at UG and PG level in Indian institutions.
The Government of India wants to promote the teaching
learning process of Communication skills in English from
grass root level so that students and learners of English
in India, can improve their standard of speaking and
writing in English in the most simplest and easiest order.

weaknesses. It is only through communication skills that
a teacher can introduce creative and effective solutions
to the problems of the students. Thus, a teacher can
enhance the learning process.
Following are some of the communication skills that a
teacher must possess so that they interact properly with
the students 1.

Positive Motivation: This is one of the important
things that a teacher must possess. In a class,
students always have different kinds of taste and
preferences over subjects. So it is the job of the
teacher to create enthusiasm and interest in the
minds of the students towards a subject. It is also a
teacher’s role to remove any fear and inhibition that
a student may have towards a subject.

2.

Effective Body Language: This is the most
powerful communication skill that a teacher must
possess. Good presentation skills include a powerful
body language supported by verbal skills. This can
create a long lasting impression in the minds of the
students. Thus, a teacher’s lectures will inevitably
become more interactive and interesting for the
students. Besides, a teacher should maintain the
volume, tone and rhythm of their voice during a
lecture.

3.

Good Sense of Humor: The importance of this
factor has been regularly underestimated. A good
sense of humor keeps the students active and
interested in the teacher’s class. A teacher who is
dour and lacks humor doesn’t contribute to the overall
well being of the students.

4.

Understanding the Students: Teachers should
encourage students to communicate openly. There
should be emphasis on cultivating a dialogue rather
than a monologue. So while solving any kind of
problems in the classroom, it is always wise to hear
the opinions of the students also.

5.

Team Formation: This is a good method where
you can divide the classroom into small teams and
ask them to solve different problems or complete
assignments. This practice will increase not only
the interaction among the students but also among
the teacher and students.

6.

Technical Skills: It is also important that teachers
should be up to date with all the latest teaching aids
like computers, video conferencing and especially
the use of internet. This will also help the students
to keep up their interest in the learning process.

Quality Interaction between Teacher & Student:
Quality Communication skills include many things –
using the target language effectively, the way in which we
are speaking to a person, our body language including
facial expressions, pitch and tone of our voice,
interpersonal skills and a lot of other things. Effective
Communication skills are now required in each and every
aspect of our life. Teachers of English are expected to
have good command over the language and possess
excellent communication skills.
To improve the quality of communication skills a
teacher is required to prepare some self made questions
for the students as in the following order:
1.

Why do you want to improve your communication
skills?

2.

What is your career plan after passing out degree
exams?

3.

What should be the major role in achieving quality
communication skills?

4.

What does one understand by soft skills?

5.

Why does one take interest in learning quality
communication?

Before answering the above mentioned questions, a
teacher’s friendly approach always establishes a positive
rapport with the students. The teachers’ main objective
is to motivate the students, channelize their enthusiasm
and enable them to develop the much needed
communication skills. Here the good interaction between
teacher and students help the students excel their
communication techniques.
Teachers of English must possess the following
communication skills: proficiency in English, positive
motivation, effective body language, sense of humour,
interpersonal skills, etc. The second part of the article
that will appear next week will focus on these aspects of
communication skills.
Teachers should be aware of the importance of
communication skills in teaching. They must also realize
that all students have different levels of strengths and
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Quality Interaction between Teacher & Class:
The discussion made in this study engrosses an analysis
of teachers’ reflections of their communication strengths
and weaknesses. A detail study and investigation of
teachers’ self-perception is important as their beliefs
influence their classroom practice. Teachers’ beliefs are
embodied in their thinking inward and recognizing their
beliefs about their teaching. These beliefs are drawn from
their past experiences. Subsequently, they look outward
at institutional, classrooms realities, expectations, and

find a match between these two sets of expectations
(Jones and Fong, 2007). Such beliefs influence teachers’
perception, judgment and behaviour, and thinking
process, which in turn, influence what they speak and
perform in the classroom (Johnson, 1994). Secondly,
teachers’ ideas and beliefs can be shaped by the
dominant values of their institutions (Jones and Fong,
2007). Such pressure to conform can cause teachers to
comply with expected behaviour (Jones and Fong, 2007).
Richards (1998) claims that teachers engage in a
personal construct of a workable theory of teaching rather
than conform to experts’ definition of teaching principles
and approach. The teacher does this in the midst of social
and cultural constraints of the institution.
This is the prime reason, how and why teachers’ beliefs
and perception of their communication skills is very vital,
when we look into the research works made on teachers’
performance in classroom teaching. Here the study
traces the development in the teachers’ perception of
their communications and the implications that are
targeted in their classroom communication. It is stated
that trained teachers go through four kinds of perceptual
change. Firstly, they may discover that their initial beliefs
or images have been incorrect. This may be followed by
the acquisition of new technical know-how; discovery of
new ways of categorizing experience and acquisition of
new self-knowledge (Shapiro, 1991).
A study done by Lee (1997), reveals the importance of
communication for effective teaching. She asserts that
people are the centre of schools and communication is
the foundation. Her study shows that all teachers bring
to their teacher education program some knowledge of
communication skills though they may not be able to
describe this. Her study proves that communication skills
should be taught explicitly and implicitly through the
teacher trainer’s modeling of communication skills. In
the teacher education program, teachers should identify
the relationship between theoretical learning and practical
application of communication skills. Another study done
by Jones and Fong (1999) discovers that at the initial
stage of teacher education, teachers perceive themselves
as the center of communication and transmitter of
knowledge. After they have completed their practical
internship in the schools, they recognize the importance
of the communication interaction between the teacher
and the class.

engaging class culture; connecting with the person first,
student second; being sensitive to student needs;
showing them respect; creating an environment with an
affective orientation; & packaging content meaningfully
for long term learning.’ However teachers of English in
the present study should be conscious of this need to
build a positive classroom climate and the significant
role of language use.
Communication Strengths and Weaknesses of
Teacher:
The current research and analysis on communication
skills therefore attempts to identify the perception of the
strengths and weaknesses of English language teachers
in India and their communication skills. This study
integrates the findings about the relationship between
teachers’ beliefs and their communications skills in the
studies done by Jones and Fong (1999), Lee (1997),
and Shapiro (1991) into a theoretical framework
represented the figure given below. This theoretical model
shows that teachers’ communication skills in the
classroom are influenced by both their inner beliefs about
what constitute good communication skills and external
forces in the form of societal perception of the status of
different English varieties and institutional practices. For
this reason, it’s very vital to evaluate working teachers’
perception of their communication strengths and
weaknesses. The points identified by the language
teachers as their communicative strengths and
weaknesses are analyzed along the lines of whether they
are verbal or non-verbal; whether they are linguistic in
nature or relate to communication skills, or to choice of
varieties of English to use in the classroom. The
researchers first read the reflections of the teachers for
an overall understanding of their communication
strengths and weaknesses. Then, in the analysis of data,
the types of communication strengths and weaknesses
they identified were coded and categorized. The data in
this context are coded and categorized into the following
areas: verbal; non-verbal; paralinguistic cues; linguistic
features and varieties of English in general. And this
innovative idea is clearly witnessed in the following chart:

The language teachers in both the General Track and
Mother Tongue groups recognized the significance of the
affective aspect of communication. Besides the use of
non-verbal language like maintaining eye contact,
nodding and smiling that develop positive interpersonal
relationships between both parties, the English language
teachers recognize the vital role of verbal communication
skill in building rapport with their students. In a study on
award-winning teachers’ concept of effective
communication skills, teachers describe effective
communication skills as consisting of content knowledge
accompanied with the communication of such knowledge
in ways that engage students. Another teacher describes
effective communication skills as the creation of ‘an
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TEACHERS’ COMMUNICATION SKILLS PROCESS:

Teachers’ perception &
beliefs about what forms
effective communication
skills

Communication
enhancement skills
required in schools and
colleges

Factors influencing teachers’ communication

Teachers’ communication
efficiency level in class room
practice

Communication
interaction between
English language teacher
and class

Communication
interaction between
English language teacher
& their academic
counterparts

Evaluation of teachers’ communication skills

Transmission of message in communication skills of
language teachers in their ¾ Communication interaction with the class
¾ Class room practice and performance

¾ Communication with academic counterparts

Theoretical frame work of teachers’ communication skills
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Improving the Quality of Students’ communication
skills:
Students are the real back bones of every nation. For
this reason the role of teachers in improving students’
quality of communication cannot be avoided in the
society. A perfect teacher can influence and motivate the
younger generation by his powerful teaching ability.
Overall improvement in a student can be expected when
communication skills for teachers is given due
importance. Communication skills become an important
ingredient of teaching fraternity involved in imparting
quality communication skills to students. To sharpen the
students’ communication skills the trainer or the teacher
has to give emphasis on the following points.
1.

2.

Listening: No matter how many years of experience
you have don’t always assume that you know what
is going on through your student’s head. If you’re
not having the results you expected with your pupil,
it may be you overlooked something that you could
easily resolve just by asking and listening.
Describing Clear Goals: make sure you
communicate a clear vision of the objective you wish
your students to achieve. If you see any puzzled
looks from the class, explain again, or ask one of
your students to explain in their own words what
they understood is the purpose of the lesson (project,
homework, term, or whatever the issue at hand is)
so you can double-check if everyone is on the same
page.

3.

Give praise: everyone likes to hear they’re doing a
good job and your students are no different. If you
see someone having real difficulty with a specific
subject it is especially helpful to praise even small
improvements, as it will motivate your student to keep
pushing forward towards the goal. Don’t be cheap
with your kind words!

4.

Being accessible: you have an important job to do
and your students depend on you for their learning
process. Let them know you care by offering a
designated time during the week where they can
meet with you or talk over the phone or Skype for
any questions they may have regarding class work.
You can also give them a special email address you
have set up for this purpose or create an online forum
for open questions. You don’t have to offer “24-7
service” but make sure they can reach you if they
need to.

5.

6.

Building teamwork: if your whole classroom is
working together to achieve similar goals it creates
an environment that makes communication easier,
it will help students help each other and build the
camaraderie needed to make the classes run more
smoothly.
Keep it real: It’s easier to learn something new
when you understand how it relates to your life. So
next time you tackle a new subject show your

students how they can find evidence of how they
can use the new information in their life or how it
relates to their daily activities. It’s amazing when
they understand how things in art and history, for
example, can influence fashion or buildings, or how
math helps to build bridges and statistics are used
in polls.
Improving the Quality of Students’ Soft Skills:
The study on Communication Skills help us know that
Working executives today at different professional
sectors like IT, Soft Ware and Management, know that
the development of technical skills is fundamental to their
careers. But learning about the subject matter is only
one of the necessary talents every IT & management
pro should cultivate. The human component to support
techs’ duties requires good communication and
relationship skills, otherwise known as softskills.
We interviewed several career experts and techs in the
trenches to identify five ways that IT and Management
pros can improve their communication skills and their
ability to relate to others while on the job. Use this advice
to further develop your professional skills and advance
your career.
The question here arises, ‘why do you need soft
skills?’
The shifting economy and ever-evolving industry have
expanded job roles, making it essential for the
professional graduates like engineers, doctors, soft ware
developers, managers, journalists, TV artists to wear
many different hats. Aside from simply providing technical
assistance, support pros may find themselves taking on
the job of salesperson, manager, or public speaker. In
other words, their entire training may have been spent
on technical development, and other elements of
professional development may have been neglected,
according to Rick Freedman, principal consultant with
Consulting Strategies, Inc. For example, there may be
situations in which you are the only person in the
company with whom the customer makes contact, and
it’s vital to the business that this interaction be a positive
experience, he said. Further, you may be required to
provide support to coworkers.
Clear communication with non-technical people can help
facilitate working relationships and close the gap between
dissimilar departments within the business, Freedman
said. Developing your soft skills will help you bypass
the jargon and increase your productivity.
Tips to improve your soft skills:
The communication experts suggest the following 5
guidelines to help IT & Management professionals improve
their soft skills towards a better career opportunity.
z
Active listening
z
Communicating with illustrations
z
Taking the lead
z
Nurturing your inner writer
z
Step out of the box, physically and mentally
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1. Active Listening: Most IT pros tend to be analytical
by nature, so when a customer or coworker
approaches with a problem, you’re likely to hear
only the literal statements. “Active listening involves
focusing on the moment, participating in the
conversation, waiting your turn to speak, and asking
for clarification when necessary,” said Katherine
Spencer Lee, executive director of Robert Half
Technology.

4.

Many IT pros need to write and respond to RFQs
and create system documentation, but their only
exposure to drafting text was writing a high school
term paper. The secret is to write the technical
material in nontechnical terms. You may also need
to rely on visuals, charts, and diagrams to illustrate
important points.
The best way to develop this skill is simple: practice.
Each day, choose a problem you’ve encountered
and write the solution with a nontechnical person
as your audience. Give it to a friend or family
member to review.

It’s easy to treat a frustrated customer like a
technical issue, but empathizing with the person
with the problem can help build a stronger
relationship with your client. Try paraphrasing the
other person’s words and repeating them back to
ensure you understood their concerns. They’ll feel
as if you’re truly listening to their problems, and
you’ll find out whether you’ve received all the facts.
If you have a few hours in the evening, consider
enrolling in an active listening course, many of which
are offered by community or technical colleges.
2.

Communicating with illustrations: Most
customers will become confused—or worse yet,
defensive—the moment you start talking acronyms
like DHCP, SQL, DNS, or OBDC. A nontechnical
person’s eyes may glaze over after just 10 seconds
of jargon, and it’s a guaranteed method of alienating
your client. Choosing common terms or illustrations
to demonstrate your point will help facilitate
communication.
Dan Welty, who provides IT support to small and
midsize businesses, recently had a customer with
disabled DNS settings. When the client asked about
the acronym, Welty used a simple analogy to
explain. He compared an IP address to a phone
number and explained that the DNS “looks up the
phone number” for Web sites. “The client loved this
explanation, and it only took a few minutes,” Welty
said. “Search your mind for analogies that can be
used to explain technical issues in everyday terms.”

3.

Taking the Lead: More IT pros are taking on the
role of leader, particularly in smaller departments.
“The ability to lead others, even if only on small
initiatives, is a key strength,” Spencer Lee said.
“Chances are you’ll be guiding others—whether
newcomers within the department or junior members
of your team—at some point in your career.”
Take the time to observe some of the successful
leaders within your company and note their actions
and management style. If possible, choose diverse
assignments or enroll in teambuilding classes to
increase your knowledge about employee motivation.
“Take on leadership roles within your department to
continually increase your responsibility,” Spencer
Lee said. She noted that the more you immerse
yourself in the role of leader, the quicker you’ll develop
the necessary interpersonal skills.
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Nurturing your inner writer:

“You may also want to consider taking a business
writing course or visiting a local chapter of the
Society for Technical Communication,” said Joshua
Computer
Feinberg,
cofounder
of
Consulting101.com.
5.

Step out of the box, physically and mentally:
For an executive it’s easy to spend an entire day in
your office, but it’s not the best career move.
“Knowing what your employer does and how your
efforts translate to the company’s overall goals is
key to an IT professional’s success,” Spencer Lee
said.
Sign up for some office committees or meet
colleagues for lunch to expand your working
relationships and understanding of the company’s
mission. To help cultivate relationships with clients,
stay up to date on world business news.
“Subscribe to at least one general business
magazine like Business Week or Fortune,” advises
Freedman. You’ll be prepared to speak with any
client about current trends and industries.

Rating Working professionals’ non- technical skill:
Our experts agree that communication is the most
important nontechnical skill for varieties of working
professionals to master. Whether it’s speaking with a
customer, interacting with coworkers, or drawing a
diagram, you must use clear, understandable language.
Perhaps the best advice they provided was to try
explaining your work to a nontechnical friend from outside
the workplace. If you can get them to understand without
either of you becoming frustrated, you’re on the right
track. If not, they’ll be able to tell you if it’s time to drop
the jargon and adopt real-life terms without reservation.
Factors Influencing Class room Communication
skills:
Good & quality communication skills affect how well you
do in the classroom, with your teacher, and in your
studies! Teachers will evaluate you on your participation
and demonstrated interest in, and accomplishment with,
the coursework. Impressing teachers is simply a

matter of asking good questions, and responding with
good answers. Being an “interested” student will
determine how you influence your teacher.

to the subject, he/she is validating why they are
even in your classroom.
In any situation, a career reflects expertise, whether
teaching.

From a learner’s point of views we can rely on the
following strategies to demonstrate students’ interest
and curiosity in acquiring expert quality
communication skills:

2. Your teacher reviews yesterday’s assignment in
class. What should you do?

1.

Let the teacher know what you appreciate about
the course

(a) Complain about it

2.

Do not complain, criticize, or condemn to the teacher
about his/ her performance

(b) Join the discussion: what you understood, what you
question, and where you are challenged

3.

Be pleasant. Maintain a positive facial expression

(c) Avoid eye contact because you aren’t interested

4.

Know and use the teacher’s name

5.

Let the teacher know that you think he /she is
important

6.

Listen to what the teacher has to say about himself
or herself

7.

Talk in terms of what the teacher is interested in

8.

Ask questions rather than give commands

9.

Try to avoid arguments with teacher

10. Be honest to see the teacher’s point of view

(b) Best communication:
Complaints should be a last resort for an
assignment. First understand where problems are
in the discussion. The difficulties or complaints will
emerge soon enough.
3.

Your course is a requirement, and not your
choice. Privately your teacher wants to know
what you think about it. What do you say?

11. If you are wrong, admit it quickly and emphatically

(a) Tell your instructor that the course is useless. Post
your thoughts on Facebook.

12. Let the teacher know that you sincerely want to do
well in the course

(b) Avoid her and walk away

13. Always have the course textbook in your hand
whenever you see the instructor

(c) Let her know why you have signed up. Explain your
program, and ask how the content will fit into it.

How Quality Teaching maintains balance in Class
room:

(c) Best communication:

The present research on quality and effective
communication of teacher helps the communication
experts bring a balance between quality teaching and
class room performance.
How will you influence your teacher?
The following situations present options that reflect how
you can communicate:

Here you first explain your situation, leaving open
her explanation on what benefit you can achieve.
Remember: she is asking for your opinion, and your
situation will help her understand not only you, but
others!
4. In the hallway, your teacher just said hello. How
do you respond?
(a) Establish eye contact and say “hi”

1. In class, your teacher starts talking about his/her
career. What do you do?

(b) Ignore her and text your friends that the teacher
likes you.

(a) Motivating class friends not to concentrate on his/
her career perspectives.

(c) Give your teacher an awkward facial expression

(b) Ask what this has to do with the course.
(c) Listen, and try to understand how this relates to the
course.
(c ) Best communication:
A teacher’s background qualifies him/her to teach a
subject. If the teacher speaks about his/her relation

(a) Best communication:
A simple “hi” is all that is required. Basic friendliness
is also part of the educational experience. Be glad
that your teacher recognizes you among all the other
students.
5. Your teacher invites you to talk to about your
coursework after class. You are busy then. What
do you do?
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(a) Explain why you are busy, and say you would rather
not.
(b) Explain why you are busy, and arrange for a
convenient time.

8. Your teacher just helped you out with some
homework problems that you were having
trouble with. What do you do?
(a) Express appreciation, and ask for suggestions for
the future.

(c) Ask if she has a problem.
(b) Best communication:

6.

(b) Pretend that you really knew what you were doing
all along.

Notice the teacher is expressing interest in you. If
there are problems, even that you do not see, this
is the first step to resolving them. You did well by
first explaining that you have an appointment or sport
or job, etc. and being open to setting up a good
time for both of you.

(c) Try not to let her know you are having trouble.

In class your teacher just said something that
you don’t agree with. What do you do?

9. Your daily assignments are too much for you to
do. What should you do?

(a) Best communication:
Well done that you thanked the teacher for help; better
yet to ask for recommendations on the future.

(a) Argue with her

(a) Have good excuses when you turn them in late.

(b) After class, mention that you didn’t agree with that
statement, but ask for more information.

(b) When you realize the problem, make an appointment
with your teacher to explain your situation and find
a solution.

(c) Text your friends that the teacher was wrong.
(c) Get someone to do your homework for you.
(b) Best communication:
(b) Best communication:
Saving your objection for after class demonstrates
that you respect the teacher, and are not out to
embarrass either her or yourself. A private
conversation is always a good first strategy to
resolve differences and avoid confrontation, even with
friends! Never publicize disagreements without first
understanding the opposing view.
7. You start to argue in class, then realize you are
wrong. What do you do?
(a) Admit it, and explain where you misunderstood.
(b) Admit it, and tell her it was her fault for not explaining
it better.
(c) Tell her that there are different opinions on this.
(a) Best communication:
We have all been here. We start arguing, only to
discover that we either agree with the other person,
and/or find that we are wrong. In a classroom or in
education, we are present to learn.
If you find that you now understand, or change your
mind, say so! It demonstrates that you can keep an
open, critical mind. However, it is best to be careful
about arguing that it be kept on a civil level, and not
be “personalized.” Attacking a person is a distraction
from arguing an idea.
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Demonstrating interest is often a case of trusting
someone to help.
As soon as you realize a problem, seek help.
Teaching English Language in class room in India:
Teachers of English in India assemble miscellaneous
views about the use of British variety, Standard Indian
English (SIE) in class room. Teachers and trainers of
English language in India face a lot of difficulties to
balance the positions of the various varieties of English
used in this very diverse multilingual and multicultural
environment. English functions as a neutral language as
well as second language in bringing the diverse ethnicities
and cultures together. One of the major concerns of the
teachers is that they may lapse into the use of English
in the classroom. This concern is reflected in research
on communication in the multilingual classroom which
finds that language use differs from policies which are
prescriptive and monolingual (Tan and Rubdy, 2008).
Standard Indian English (SIE) is a variety commonly used
among all English learners in India. Indian English is
marked by omission of copulas, auxiliaries, articles, past
tense markers and auxiliary ‘do’ in questions (Rubdy,
2007). Besides, one of the major characteristics of this
variety is the rampant use of pragmatic particles like
‘Ah’, ‘leh’, ‘leh’ and ‘lor’ (Rubdy, 2007). It is seen as an
impediment to the development of students’ literacy skills

in standard English (SE) and as a degeneration of English
(Rubdy, 2007). Therefore, there is a strong disapproval
towards teachers who use this variety. Another study
shows that teachers hold contradictory views about use
of English in the classroom and considers English as
both deficient and useful. Despite this view, teachers feel
Standard Indian English is more useful in helping them
explain difficult content, build rapport with students, inject
fun and humour in the class, and serves as a timeeffective means of communication and springboard for
teaching of standard English (Rubdy, 2007; Farrell and
Tan, 2007). The present study here emancipates the
dualistic perspectives of use of English in the class room
lectures of teachers of English in India.

communication skills. For a teacher, it is not just
important to give a quality lecture but it is more
important for the presentation of a lesson or lecture in
class. Communication skills for teachers are thus as
important as their in-depth knowledge of the particular
subject which they teach. Finally the role of teachers is
so important to the society. It is through a teacher that
generations of youngsters are deeply influenced. Overall
improvement in a student can be expected when
communication skills for teachers is given due
importance. Thus, it is important that communication
skills become an important ingredient of a teacher’s
professional competency
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Abstract
Customer orientation is central to quality definition. Quality is different from
view points of customer, labourer, production personnel, marketing personnel
and service organization. The customers 7 quality indicators – quality service,
volume, customer friendly administration, location, interrelationship with staff,
timeliness and yield from service may be described as ‘Q-VALITY’ TQM has 3
dimensions – human, logical and technological. Quality costing is the first
step. 90% of quality cost is related to appraisal and failure type activities.
Some Dos and Don’ts are prescribed. Total quality oriented planning takes
into account 3 dimensions of TQM – customer, shareholders and employees
and above all, environmental issues. TQM succeeds if top management has
will to implement and ability and willingness to take strategic decisions. The
pitfalls to avoid are: cosmeticism, copycateism, tokenism, firefighting,
sectionalism, sloganism, inadequatism and training cure-all solution.

Quality is ‘degree of excellence’ as described by ISO 8402. Customer
orientation is central to the quality definition. For customer, quality is
maximisation of their satisfaction. For the top management, quality is
satisfaction of shareholders of the industry/service organisation. For labourer,
quality is conformance to requirements. For production personnel, quality
is conformance to specifications. For marketing man, quality is what makes
it sell well. For finance personnel, quality is profitability. For purchasing
personnel, quality is purchasing excellent product at low price. For service
organisation, the best service is ‘Do it right the first time, i.e. quality conforms
to requirements. The system of quality is prevention. The performance standard
is zero defects. For Government, quality is one that conforms to public safety
and security. Thus total quality goes beyond simple products/service quality.
The customers seven quality indicators—volume, administration, anon,
interrelations, image, time and yield may be described as QVALITY, as
represented in the diagram.
Diagram 1—Total Quality Indicators

Keywords
QVALITY,
Quality costing,
Cosmeticism,
Sloganism,
Training cure-all solution.
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Volume
Administration
Location

Interrelationship

: Required quantity
: Systems and Procedures to get
information, credit and so on.
: Product/service availability, easy
delivery, transportation facilities, after.
sale-service, physical layout.

Image

: Physical and social environment
enticing customer.

Time

: Timeliness with deadlines from
customer’s point of view.

Yield

: Long term economies of a specific
purchase.

: Communication between producer and
customer.

The customer-driven total quality is represented industry/
organisation ownership wise as under:

Diagram 2—TQM Ownershipwise

Service user

Shareholder

Organisation’s
People

Total
Quality

Organisation’s
People

Private sector
The seven components of QVALITY may be used constan
go beyond customer satisfaction to customer delight.
Three Dimensions
TQM philosophy is:
z
Profit oriented
z
Customer driven
z
People centred
It has three dimensions:
z
Human dimension
z
Logical dimension
z
Technological dimension
Human
Most important is, obviously, the human dimension.
Everyone from top to bottom must have the will to go TQM
way. The steps are:
z
Do people believe in TQM?
z
Do they walk the talk?

Public sector
z
z
z

Practice what they preach?
Do you do it alone or with a team?
Do you reinforce it by reward and recognition?

Logical
If human beings are willing, the logic will work. The steps
in the process are:
z
Identifying customer
z
Specify the role
z
Use rational procedure
z
Facilitate teamwork
z
Re-engineer the business process
z
Decide
z
Review
Adopt procedure for Problem Identification, Solution
and Prevention (PISP).

Diagram 3— The Total Quality Chain Manufacturing Sector
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Tax
payer

Each step is as important as the next. All links constitute
what is known as Total Quality Chain Technological:

z

Seven quality control tools, seven quality management
tool problem-solving techniques
ISO 9000, Quality Assurance Systems

z

Business Process Re-engineering

z

z

Kaizen (continuous improvement)

The three dimensions are represented in Diagram 4.

Diagram 4—Three Dimensions of TQM

TQM in Services

Service sector is different from manufacturing sector for
the following reasons:
(i)

Who

Manufacturing industry produces tangible product;
service industry intangible ones. While product can
be stored, service cannot be stored. In exceptional
cases, service industry (e.g. hotel) produces
tangible products (e.g. Food stuff), but there is
another point of view to this issue. It is held that
people never buy goods, but only service in the
ultimate sense. The difference may be in the nature of
goods and services. Products are mass produced
and uniform in quality and quantity; service is
personalised; there is subtle difference in give and
take. The mechanisation and computerisation
drives service towards uniformity. Even then, smile
cannot be made uniform. Service with a smile
remains a distinct quality with highest technological
development hand to hand.

(ii) The relationship with the customer is direct. In
manufacturing sector, the connection is remote
which means that the company has no direct
contact whatsoever with customers. Again even on
this score, the common denominator is customer
loyalty. Customer-orientation and customer delight
are central to both sectors.
It may be argued that the physical presence of a
customer is not a ‘must’ in respect of all services (e.g.
repairs and maintenance functions). Oftener now, the giver
and the taker are integrated into self-service (e.g. do
yourself marketing in super-market, do yourself banking
with ATMs). An important difference lies in pretesting
of goods which is not the case with the services. Some
of the services like counselling are first-to-last

transactions where delivery and personalised service
matter. Goods can be repaired/replaced while inequality
in services is irreversible and occasionally, deadly for
the business. In case of doctor’s services, this may be a
borderline between life and death. Thus, in spite of striking
resemblances between the products and services, there
are noticeable differences.
Nevertheless, the quality concept is also applicable in
services. The customer requires:
z

Quality service (Q)

z

Volume (V)

z

Customer-friendly administrative procedures (A)

z

Location (L)

z

Interrelationship with the staff (1)

z

Timeliness (T)

z

Yield from service (Y)

Quality Costing
Quality costing is the first step towards TQM. It is not
just the cost of quality assurance, inspection, monitoring
products and services which do not conform to
requirements. The cost ranges from 10 to 25% of an
organisation’s annual sales turn over. Ninety percent of
quality costs are related to appraisal and failure-type
activities. Eliminating causes of non-conformance
reduces failure cost and appraisal cost. Studies
indicate that quality related costs may be reduced
substantially within three years by commitment to a
process of continuous and comprehensive quality
improvement. Dale and Cooper prescribe some Do’s
and Don’ts in quality cost collection exercise.
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Do

Difficulties

Take standard data only
z Start with failure costs
z Target appraisal costs
z Take on costs that can change with quality
improvement process
z Relate quality cost to profit
z Avoid multiple quality costing reports
z Concentrate on main elements of failure
z Treat warranty and guarantee payments as a
separate quality cost category
Don’t
z
Take quality cost as accounting problem
z
Ignore the difficulties with definition of quality
costs
z
Make comparisons unless comparability is
ensured
z
Ignore difficulties in costing transactions with
customers
z
Forget that prevention is the most difficult category
to cost
z
Forget that design and engineering changes are
sources of quality related costs
z
Ignore category of prevention-appraisal-failure
categories of quality costs other than the
traditional ones.

The measurement of cost makes possible qualityrelated activities measured in monetary terms. Quality
costing pinpoints the importance of product and service
quality to business profitability. This helps in monitoring
performance and setting cost reduction targets. It
facilitates organisations to decide why, how, when and
where to invest in preventive activities.

z

The difficulties are numerous. Often, quality-related costs
are included as part of overhead. For easier analysis
these should be the subject of a memorandum account.
The border line is thin between operations activity and
quality activity, e.g. testing activities, design codes,
handling and storage practices etc. These should be
identified by discussion with major departments like
finance, marketing and production. Secondly, a check list
of quality costs as included in part 2 of BS 6143 relating to
the prevention cost and part of BS 6143 relating to the
process cost of non-manufacturing aspects may be
provided.
Pluming
Total quality-oriented planning takes into account the
three dimensions of TQM-customer, shareholder and
employees and above all, environmental issues and over
riding national interest. The step- by-step process is as
given in Diagram 5.

Diagram 5

Diagnosis
The parameters of diagnosis are:
z
Customer delight (measured by number of
customers, market share, index of satisfaction)
z
Conformance to owners requirements (in terms
of profitability)
z
Employee motivation (measured in productivity, per
capita business, work relations, environment morale)
z
Conformance to government regulations and
national interest (measured in contribution to
gross national product consistent with environmental
issues such as air, water and noise pollution, green
spaces, preservation of species etc.)
z
Quality of relationship with suppliers of goods and
services (raw materials, equipments, financial and
marketing services)
z
Effectiveness of organisation’s systems, procedures,
internal working/housekeeping (in the service sector)
The leading questions are:
z
Who are the actual customers?
Who are the potential ones?
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z
z

z

z

z
z
z
z
z
z

z

What are their exact requirements?
How do you know their requirements (by market
survey/ research)?
Does the product/service design meet customer’s
requirements?
Is service/product tested/ evaluated before
introduction?
Are plan specifications checked?
Are relevant standards adhered to?
What is profit per employee?
What is the rate of profitability?
How transparent are the accounting standards?
What is the market share of the company/
organisation? Has a study been made of direct
competitors (similar products and services) and
indirect competitors (substitute products and
services)?
Is the workforce in position to meet the challenge?
In number? In quality? In work motivation? In
innovation?

Does the workforce follow error-free and arrear free
work culture? Where do they stand, in 1 to 5 scale?
What improvements are possible, ceteris paribus,
in the given situation? Are there quality standards
for the workforce?
z
What are the objectives of government?
z
How are they fulfilled?
z
How do they conform to environmental standards?
z
How supplies been evaluated? Are their services
reliable and delivered to specifications within definite
time limit?
z
What is the standard of product/services? Is work
process inspected? Are nor-conforming products
well identified? Are errors and defects promptly
corrected? What steps are taken for arrear free and
error free service?
z
Is sales process efficient and speedy?
z
Does it satisfy customers?
z
What after-sales-service is provided? Is it free of defect?
Is it zero defect service?
z
Are storage and transportation facilities problem
free?
z
Does the quality of product/service satisfy the user?
Is the level of quality sufficient and satisfactory without
being too expensive?
z
Do customers get efficient and speedy service?
What are the standards met? Are they complied
with in strict conformance?
z
What are the costs of unqualified and over quality?
Are continuous efforts made to reduce unqualified?
z
How customer need for information/complaint of
service is dealt with?
z
Is it reactive process or proactive process of
understanding customer’s requirements and meeting
their needs?
The specific questions need to be answered not
in yes/no alternatives but in detail with the specifics
of who, why, when, where and when.
Objectives
The objective is establishing standards of excellence
i.e. bench- marking. Benchmarking is measuring
performance against that of best-in-class
organisations. It is a question of comparative
excellence, compared particularly to those who
are known to the best. For customers, total quality
is in the QVALITY acronym. The objectives are
yardsticks to measure performance.
Strategy
Strategy is the means to achieve the selected objectives.
It may mean
z
Introducing new technology e.g. computerisation,
mechanisation.
z
Introducing new process by Re-engineering the
design process, production, packaging or sales
process
z
Training people—Production people
z

Sales people
After-sales service people for conformance to
requirements.
Action Plan
Action plan consists of:
z
Who does what and when
z
System and procedure followed
z
Time limit and PERT Chart for specific objectives.
Organising
Quality Dept. is necessary, not as a policing
body instilling fear and mistrust. Quality is everyone’s
business. But it does not imply that none in particular
is made actually responsible for quality. The activities
need to be coordinated by the Quality Dept.
In traditional societies, organisations are
pyramidical. Fayol’s unity of command theory precludes
horizontal contacts or communication. Integrative
mechanism such as committee approach, meetings and
cross-functional task forces do facilitate getting around
the constraint. While enunciating fourteen general
principles of management, Fayol hinted at spirit de
corps, emphasising the need for team work and the
importance of communication in obtaining it. In the
course of evolution, the hierarchical organisation was
invested with customer at the top giving rise to the
concept or horizontal corporation. Simplification of work,
hierarchy flattened by combining related tasks,
elimination of non-value adding activities and
sustaining microenterprise units of employees having
beginning to end responsibility are some of the salient
features of the horizontal corporation. The emphasis is
on team rather individual. There are four types of quality
teams: vertical (natural) teams, horizontal (cross
functional) teams, ad hoc (specific problem-resolving)
teams and common interest teams (bringing together
people working in the same area not in the same unit)
solving common problems by Re- engineering the work
process.
Approaches in Team building
T-Group promotes openness trust, honesty and
speciality by recognising people’s feelings as they
develop and deal with them in some ways. The
unpredictable nature of T-Groups, lack of supportive
behaviour in formal organisational culture and voluntary
participation (or withdraw!) of group members are some
of the T-Group problems.
Role negotiation technique at the other end of the
spectrum makes team members to ask if they would
Do more of it or do better the following…..
Do less of or stop doing the following….
Keep on doing the following……
Negotiations continue till both parties are happy. Threats
and pressures, defensive behaviour and trainer influencing
team members in these respects are some of the likely
problems of this approach.
There are other team development packages—Blake
and Moutan managerial grid examining leaders ‘task
orientation’ and Adair’s leadership model with three
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basic needs—individual people orientation needs, group
needs and task needs fulfilling all those needs in a
fully effective team?
Interaction process analysis approach analyses the
individual contribution to the group and the implication
for group effectiveness. Either the members undertake
to analyze members’ contribution or the consultant
does it.
Thus, team building approach depends on the type of
team, the objectives, the situation, the problems to be
tackled and the process of change.
Implementation
TQM succeeds if these essential conditions are met.
1. Top Management must have
z
Will to implement TQM
z
Ability and willingness to take strategic decisions.
z
Ultimate responsibility for product and service quality
and cannot delegate the responsibility.
2. Top Management and Senior Managers must
understand that
z
TQM is a long term strategy. The organization should
have concrete and measurable long term vision of
total quality.
z
There is no shortfall.
z
Everybody should receive appropriate training and
be well versed in technology relating to TQM.
z
There should be open and frank communication
on the layers of management so that information is
disseminated widely on all management areas.
z
Upstream and downstream partners must be
satisfied about the necessity and effectiveness of
TQM.
3. Top Management and Senior Managers must
z
Make TQM the number one business priority.
z
Commit resources to TQM and establish an
improvement infrastructure.
z
Ensure listening at all levels to the views and
problems of customers.
z
Identify key performance measures, use statistical
method in decision-making and all quality
management tools and technique as no single
method may be a cure-all.
z
Promote cross-functional management to break
through the barriers of sectionalism.
z
Educate shareholders and customers about the
necessity and utility of TQM in mutual interest.
The Chief executive is the key person who sets the
tone and standard for the organization.
Pitfalls to Avoid
z
Cosmeticism:TQM introduced as super-structure
without its spirit.
z
Copycatism:Everybody has it. So we have it.
z
Tokenism: ‘Do as I say not as I do! ‘I need not
practice TQM but I can instruct others to practice’.
z
Firefighting:There is crisis.
Hence
quality

124

Srusti Management Review, Vol -VI, Issue - I, Jan.-2013

z

z

z

z

prescription.
Sectionalism: We will have TQM in parts. In reality
TQM should be introduced in the organisation as a
whole or not at all.
Sloganism:Raise slogan ‘Zero Defects: ‘Do it right
the first time: Slogans do not give results. Intentions
don’t; Practice yields.
Inadequatism: Slowly and steadily, we will have
TQM. No, you have it as a whole or you don’t have
it at all. Slow and steady do not win the race in all
occasions.
Training Cure-all: Training in TQM is taken as cure-all.
Fine if the training is just in time. If TQM and training
run parallel, you don’t get value for money for
investment in training.
Traditionalism:TQM is not traditional way of
management. There is free flow information;
there is no managerial secret in TQM. It is not a
paperwork requirement to satisfy management fad
or demands of customers. Every employee involves
himself, works out quality prescription to capture
the spirit of quality
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Abstract
Education is the key to the resurgence of India. Our management education
system has world’s best education. Vitality of management education is facing
a considerable amount of uncertainty and is significantly impacted by the
general changes to global economics and the resulting social and cultural
changes. Since management education determines the development and
socio-economic condition of a nation, there is a greater need for high quality
management education to produce skilled manpower in India. Now, the
management institutes are mushrooming. The quality of managers this system
is producing, is a constant worry. This paper is an attempt to study the present
status of management education system in India and the successful parameters
of management education to assure the quality of the graduating students.
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Globalization is a feature of the changing world. In the fast pace of globalization,
the country has to develop its management education system to respond to
the challenges arising out of the rapid changing environmental factors, including
global competition, to cater to the developmental needs competitively and
strategically. This seems to be a herculean task which requires constant and
sincere efforts on part of the every stake-holder of the system. Despite the 150
years of experience with the modern system of higher education, we are yet to
travel miles in order convert it into learning or experience curve advantage
(Wright, 1936; Hirschmann, 1964; BCG, 1972; Abernathy & Wayne, 1974;
Kiechel,1981; Ghemawat, 1985). To translate this learning curve advantage
into a comparative advantage in the era of globalization and privatization of the
higher education, we need to develop deep into the intricacies of the
environmental dynamism and to analyze its impact on the system of higher
education in the country (Singh & Tripathi, 2006). The Indian higher education
system, as it emerged during post independence it is no more a recent
phenomenon in the world and since India is a major player of twenty first
century we are facing its socio – economic impacts. Globalization is impacting
the institutional framework in both developing and industrial countries. It is
changing the way in which governments perceive their role in the society. It
has also far reaching implications for socio economic development and
educational systems of countries all over the World. With abundance of natural
resources India has huge young and skilled man power to excel in every walk
of life. Globalization has a multi-dimensional impact on the system of education.
It promotes new tools & techniques in this area like E-learning, Flexible learning,
Distance Education Programs and Overseas training.
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Globalization: Education & HR Development in India
The quest for knowledge, truth and value has been the
original reason for the pursuit of education throughout
history. The roots of American educational system can
be found in traditions of Plato and Aristotle and other
Greek and Roman traditions. The rich heritage and
philosophies embraced by the West have their roots in
the Middle Eastern traditions and ideologies (Ozmon &
Craver, 1999). History also indicates that the nations of
the Far East such as China and Japan influenced by
Confucianism have been in pursuit of knowledge, truth,
and value. Education has been universally considered
the medium that makes the pursuit of knowledge and
truth possible. Advancements in communication,
transportation and international relations have brought
the nations together in many aspects of life such as the
growth of technology, sciences and economy. The
progress in any area of knowledge and expertise has
created an interest among nations to scrutinize the
educational system in the leading country’s educational
practices. For example in 1980s, American educators
became interested in learning about the Japanese
educational system when Japan became a leading power
in industrial production.
The shift in philosophy means that many employers have
strengthened the career focus of their human resources
activities. The focus is no longer just, how can you best
serve our company? Today the reality for most people is
that they’ll have to change employers (and perhaps
careers) several times during their work lives. Employees
therefore expect activities like section, training and
appraisal to serve their own longer term career needs,
too. The emphasis now is thus on using HR activities
and milestones (like annual appraisals) to facilitate career
self analysis, development and management. Society
for Human Resource Management survey report could
have implications for the earnings, career prospects and
engagement of the emerging workforce. Some
management and leadership experts are forecasting
difficulties ahead in engaging younger-generation.
Therefore, there is a greater need for high quality
management education to produce skilled manpower in
India. Knowledge is the driving force in the rapidly
changing globalizes economy and society. Quantity and
quality of specialized human resources determine their
competence in the global market. It is well known that
the growth of the global economy has increased
opportunities for those countries with good levels of
education. Globalization will mean many different things
for education. In the near future, “it will mean a more
competitive and deregulated educational system modeled
after free market but with more pressure on it to assure
that the next generation of workers are prepared for some
amorphous ‘job market of 21st century’.
The benefits of globalization accrue to the countries with
highly skilled human capital and it is a curse for the
countries without such specialized human capital.
Developing and transition countries are further challenged
in a highly competitive world economy because their
higher education systems are not adequately developed
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for the creation and use of knowledge. Converting the
challenges into opportunities depend on the rapidity at
which they adapt to the changing environment. India is
also following the same global phenomenon. As part of
globalization, the economic reform packages were
introduced in India in the beginning of 1991. These reform
packages imposed a heavy compression on the public
budgets on education sector, more specifically so on
higher education. This has trickled down to public
expenditure on education in general, and higher
education in particular.
Indian government and Indian corporate sector
has recognized the importance of management education
in the changing global scenario. Today under the
reforming economic conditions, integration of the Indian
economy with world economy presupposes efficiency
and competitiveness in the domestic front as well as in
the international arena. As the process of globalization
is technology-driven, and knowledge-driven, the very
success of economic reform policies critically depends
upon the competence of human capital. At present it is
difficult to assess not only the nature and dimensions of
globalization, but also what it means to the field of
education. A few educational researchers have attempted
to make connections between the several dimensions of
globalization and the policies of education. Indi is
witnessing new era in the field of Management Education.
Many Corporate groups like Reliance, Nirma, Tata, Sterlite
etc. have promoted Management Institutes. Some
reputed foreign universities are also coming to India. A
team of foreign educational experts visited India and met
with Honourable Prime Minister Dr.Manmohan Singh and
HRD Minister Mr.Kapil Sibal few days back. But
Government should issue some guidelines so that fees
structure remains with in certain limit and those who are
from economically poor background have same
opportunity.
Globalization is expected to have a positive influence on
the volume, quality and spread of knowledge through
increased interaction among the various states. Today
our educational system is strong enough but Central and
state governments should change their roles within the
education system, re-inventing themselves as facilitating
and supervisory organizations. Teacher training,
infrastructure and syllabuses need to be urgently
upgraded. Industry should come forward to share
experience with students and to offer more opportunities
for live Projects. The free market philosophy has already
entered the educational world in a big way. The last
challenges of globalization– the flight of talent,
benchmarking to global standards, the possibility of
education as a business opportunity, and the mismatch
between supply and demand – have a common thread
running through them. Inflexible and overtly regulated
education systems are unlikely to respond to these
challenges (Mehta, 2006).
India’s Competitive Advantage: Why India needs
Management skills?
India and the Indians have undergone a paradigm shift.
There have been fundamental and irreversible changes

in the economy, government policies, outlook of business
and industry, and in the mindset of the Indians in general.
From a shortage economy of food and foreign exchange,
India has now become a surplus one. From an agro based
economy, India has emerged as a service oriented one.
From the low-growth of the past, the economy has
become a high-growth one in the long-term. Having been
an aid recipient, India is now joining the aid givers club.
Although India was late and slow in modernization of
industry in general in the past, it is now a front-runner in
the emerging Knowledge based New Economy. The
Government is continuing its reform and liberalization
not out of compulsion but out of conviction. Indian
companies are no longer afraid of Multinational
Companies. They have become globally competitive and
many of them have become MNCs themselves. Fatalism
and contentment of the Indian mindset have given way
to optimism and ambition. Introvert and defensive
approach have been replaced by outward-looking and
confident attitude. In place of denial and sacrifice, the
Indian value system has started recognizing seeking of
satisfaction and happiness. The Indian culture, which
looked down upon wealth as a sin and believed in simple
living and high thinking, has started recognizing
prosperity and success as acceptable and necessary
goals. Indian management graduates no longer queue
up for safe government jobs. They prefer and enjoy the
challenges and risks of becoming entrepreneurs and
global players in the emerging private sectors.
Stable country and institutions
India is being a largest democracy with stable, mature,
vibrant and exemplary democratic governance and
institutions, boasts lots of quality B-Schools attracting
intellect student community in large number every year,
Possess strong and transparent legal and accounting
system, numerous watchful and proactive NGOs,free,
vocal, alert and quality media. 5600 dailies with a
combined circulation of 60 million, nearly 15000 weeklies
and 20000 periodicals in 21 regional languages.

Indian economy have become strong and sustainable.
The macro-economic indicators are at present the best
in the history of independent India with high growth,
foreign exchange reserves, and foreign investment and
robust increase in exports and low inflation and interest
rates. India is the second fastest growing economy of
the world at present. A unique feature of the transition of
the Indian economy has been high growth with stability.
The Indian economy has proved its strength and resilience
when there have been crises in other parts of the world
including Asia in recent years. The foreign exchange
reserves have reached a record level of US$ 100 billion
as on 22nd December 2003. India is the sixth largest
foreign exchange holder in the world. This is remarkable
considering the fact that the foreign exchange reserves
went under US$ one billion in 1991 before the economic
reforms started. This comfortable situation has facilitated
further relaxation of foreign exchange restrictions and a
gradual move towards greater capital account
convertibility. The interest rate continues to be reduced
and is around 6%. This is the lowest in the last thirty
years and this is stimulating consumption and
investment.
Agriculture


One of the world’s largest food producers (600
million tones).



World’s largest producer of milk, sugarcane and
tea.



Second largest exporter of rice, wheat, fruits,
and vegetables. India produces 30 million tones
of fruits and 59 million tones of vegetables.

Industry


Diversified and large industrial base, which is
becoming globally competitive. Examples, Tata
Steel and NALCO are the lowest cost
manufacturers of steel and aluminium in the
world. Moser Baer is one of the top three
manufacturers of CD Roms in the world. Bharat
Forge is one of the leading suppliers to auto
giants, such as Ford, General Motors, and
Toyota.



India’s Hero Honda is the world’s largest
motorcycle manufacturer with 2002 production
of 1.7 million units.



The Indian companies have drawn up ambitious
plans for expanding and diversifying their
manufacturing activities with about 12 billion
dollars in the next three years. Most of the
companies have been able to generate the funds
from their own operations. The areas whose
output is being scaled up are automobiles, auto
parts, metals, chemicals, pharmaceuticals and
electronics.



Some of the Indian companies have gone global
with presence in 60 countries, including USA,
Europe and China. India is one of the top ten

Consumer market
Large and growing market of 1 billion people out of which
300 million are middle class consumers. India offers a
vibrant market of youth and vigor with 54% of population
below 25 years of age. These young people will work
harder, earn more and demand more from the market
and thereby sustaining growth in the long-term. Every
month, there is an addition of one million cell phone
subscribers. By December 2005, the total number is
expected to reach 100 million. The domestic demand is
expected to double over the ten-year period from 1998
to 2007. The number of households with “high income”
is expected to increase by 60% in the next four years to
44 million households.
Economy
India is a fastest growing economy that the developed
nations always looking the country as a best global
market to market the products. The fundamentals of the
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producers of bulk drugs in the world and 60% of
India’s bulk drugs production is exported. India
has the highest number of annual bulk drugs
filings (77) with USFDA. India is home to the
largest number of pharma plants (61) approved
by USFDA outside US.


The chemical industry is becoming competitive
and has very high growth potential for production
for local market as well as exports. Bayer AG,
the German chemical and pharmaceutical
company has identified India as the outsourcing
hub for basic and specialty chemicals.



There are 150 biotechnology companies whose
business is growing exponentially.



The auto parts industry has emerged as one of
the country’s fastest-growing manufacturing
sectors; this is expected to reach US$ 8 billion
in 2006. ‘Bharat Forge’ of India is the world’s
largest manufacturer of front axles for trucks.
India has emerged as an outsourcing center for
auto parts. Visteon and Delphi, the world’s
largest component manufacturers have entered
India for production. Toyota is opening a
transmission parts unit in India. Volvo and GM
have set up purchasing offices. A rising share of
Indian auto parts exports goes to original
equipment manufacturers (OEMs). India is the
second largest cement producer in the world with
110 million tons. India is the world’s premier
center for diamond cutting and polishing. Nine
out of every 10 stones old in the world pass
through India.

Important Management Services in India
Several institutes/universities also offer post-graduate
diplomas of one to two-year duration on Business
Management, Marketing Management, HRD, Personnel
Management and Labor Welfare, Basic Finance,
Financial Management, Materials Management,
Operations Management, etc. But as a matter of rule,
MBA degree is considered to be ideal by the job-seekers
as well as the employers. Diplomas also assist in finding
good openings, provided these are supplemented with
some relevant experience.
If India wants to raise the standard of its economy to
that of the economy of developed nations such as USA,
UK, France, Germany and Japan, it should move forward.
India has witnessed phenomenal growth of higher
educational institutions, but contrary, the attraction of
study abroad for Indian students has increased
phenomenally. Only producing world’s second largest
pool of technocrats through such a system without much
concern of quality would not let realize mission 2020.
The major issues and concerns of Technical Education
system related to quality technical education system
and quality assurance as been addressed by many
mechanisms, and government bodies.
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The higher education system in India comprises of more
than 17000 colleges, 20 central universities, 217 State
Universities, 106 Deemed to Universities and 13 institutes
of National importance. This number will soon inflate as
the setting up of 30 more central universities, 8 new IITs,
7 IIMs and 5 new Indian Institutes of Science are now
proposed. India has around 1400 Business schools
accredited by All India Council for Technical education
(AICTE) and produces management graduates seven
times than that of United Kingdom. But we could not
produce the best business leaders and managers across
the world from our B Schools. We often glorify frequently
about our quantity of management education but not
about the quality. Presently Harvard University stands
first in the top US list of B schools and INSEAD stands
first in the non-US list of B schools in the world. What is
the official ranking of Indian management institutions
across the world? Unfortunately none of our B schools
stands in the top 100 list. What ails our B schools? It is
high time we introspected honestly and thoroughly.
Strategies for Quality Management Education in
India
The Association of Management Development Institutions
of South Asia (AMDISA), conducted a workshop on “What
Price Quality? Towards a New Paradigm for Management
Education”. One presentation made by Dr. A.H. Kalro,
former Director I.I.M. Kalkota. These thoughts are divided
into two parts:- (1) How should Business Schools in South
Asia organize themselves for Quality? (2) What should
we be looking for among our Business graduates?
How should Business Schools organize themselves
for quality?
1.

Offer greater flexibility in program design e.g. mention
was made of moving into new areas such as Health
Care Management, Technology and Higher
Education Management, Social enterprise
management etc.

2.

Accommodate cutting edge knowledge by greater
customization and getting away from
commoditization.

3.

Provide greater choices to students in the areas
about which they are passionate and have fewer
compulsory courses.

4.

There must be a change in the focus on what to
deliver and how to deliver to make room for rapidly
moving conditions

5.

Introduce greater diversity in class rooms across
disciplines, socioeconomic groups, gender and
geography. Too many engineering graduates (90
percent among IIMs) entering MBA classes are not
desirable.

6.

Need to have greater diversity in faculty, bring in
more global faculty, and send the existing faculty
for exposure to best schools. Teaching sans
research backing is sterile and does not excite the

bright students admitted to the best Management
schools.
7.

Promote Quality on all fronts including governance
(the Boards should be drawn from men and women
of high caliber from all walks of life) and in internal
management

8.

Instill and promote ethical conduct and values such
as passion and commitment, contribution to
community, breakthrough thinking and execution.

9.

Establish closer linkages with the corporate sector,
non profit sector, public sector, communities;, have
regular dialogues with private businesses and listen
to their concerns.

What are we looking for in our graduates?
1.

2.

Pay more attention in classrooms towards
understanding of the forces and impulses driving
globalization and establish exchanges for students
to go overseas
Instill qualities of leadership through multiple
competencies such as IQ(Intelligence Quotient) ,
Emotional Quotient (EQ) , and Spiritual Quotient
(SQ).

3.

Prepare them for solving problems skills in a highly
uncertain environment with the ability to think on
the feet.

4.

Develop the ability to introspect and reflect rather
than accept received knowledge at face value.

5.

Develop the ability to communicate, present, defend
and persuade their ideas.

6.

Inculcate an integrated, holistic multi-disciplinary
approach rather than throw isolated snippets of
disparate facts originating from one particular
discipline.. Team teaching is one of the ways in
which this can be promoted.

7.

Nurture creativity and innovation rather than stick
with the current single right answer approach. Don’t
give them fully cooked recipes and solutions but
the tools to think, analyze and apply their knowledge
In my informal networking contacts what impressed
me most was the expanding linkages between top
20-30 Business Schools in India and the best global
Business Schools.

education is so high that students will be willing to spend
their two years of expected income on such education.
For Institutes to get good companies as clients branding
should be a conscious effort of the institutions and that
can be achieved by regular seminars and short courses
conducted in association with the industry and industry
associations. At the Indian School of Business as many
as 100 foreign based faculty members visit for a few weeks
to deliver the same modules which they are teaching at
Kellogg, Wharton, London Business School etc.
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Conclusion
Since “Life long jobs have been converted in to yearly
contracts there is still possibility of even short duration
jobs. Our Indian education system should deliver such
education and training so that professionals can adjust
themselves as per market expectations. It has underlined
the need for reforms in the management educational
system with particular reference to the wider utilization
of information technology, giving productivity dimension
to management education and emphasis on its research
and development activities. Utility of Management
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Abstract
Today in this fast changing world, changes in the economic and social
fundamentals call for transformation in the skills, capabilities and attitudes.
This requires a shift in the delivery and pedagogy used in the current education
system. The Quality Code sets out expectations which education providers
are required to meet to ensure that appropriate and effective teaching, support,
assessment and learning resources are provided to students; that the learning
opportunities provided are monitored; and that the provider considers how to
improve them. Lack of this leads certified degree holders with a dry brain &
we find a skill gap between the education imparted and capabilities expected
when a student goes to corporate. And, this is due in part to a lack of
understanding, by both students and faculty, of the attributes of effective
teaching & training. This paper presents various tools and techniques by
which one can identify and explore some of the attributes of successful
pedagogical itinerary & methods of imparting them through which a
contribution to quality education can be made.

“That is what education does today; brands students with test scores, gives
them a label, and places them on a slow train to nowhere, until they decide to
jump off the train”.
Introduction
The word innovation, according to the Oxford Dictionary, means the introduction
of novelties, the alteration of what is established, a novel practice and a change
in established methods. Generally, in the field of education to innovate is to
create something new which markedly deviates from traditional practices which
have been followed since a long time to impart education at different levels.
(Chauhan 1979: v). Innovation is necessary in education because we are now
in the middle of a big change of a new era. The changes involve all of the life
aspects towards a new era which called globalization era. We have to prepare
ourselves to face it to be able to compete with the other countries and not left
behind. Preparing human resources through the mending of our educational
system is one of the solutions to face the globalization.
Key Words
Innovation in Education,
Learning Journey, Quality
Assurance, Skill Gaps

Thus, excellence has become a cornerstone of academia, but the quest for
quality has acquired a new urgency in recent years. Academic institutions are
operating with increasing autonomy. Many governments provide their higher
education institutions with lump-sum funding, while in return demanding
increased accountability. At the same time there has been a growth in the
number of private higher education institutions and a consequent need to
establish the quality of their education and qualifications. With the introduction
of ‘real’ tuition fees in many countries, students and their families increasingly
tend to view education as a consumer product. They have become more
selective. They expect high quality and proof of it. Mass access and competitive
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remuneration from industry have put pressure on the
quality of teaching: at the same time as high-quality
teachers are needed with right skill, capabilities and
expertise.
Today, India, like any other knowledge economy, depends
on the development of its educational sector. Higher
education drives the competitiveness and employment
generation in India. However, research findings have
shown that the overall state of higher education is dismal
in the country. There is a severe constraint on the
availability of skilled labour. There exist socio-economic,
cultural, time and geographical barriers for people who
wish to pursue higher education in a better way.
Quality & Innovation in Education: Globalization and
21st Century Challenges
In the present day, only the qualitative methods of
imparting education & training can potentially help
develop the standard of students & can contribute
towards the growth of the country.
In 21st century we face the new era called globalization.
Globalization refers to the trend toward countries joining
together economically, through education, society and
politics, and viewing themselves not only through their
national identity but also as part of the world as a whole.
Globalization is said to bring people of all nations closer
together, especially through a common medium like the
economy or the Internet. Globalization is expected to
generate intensified competition among nations,
particularly in the fields of economics, science and
technology. In addition, the massive and extensive
globalization process affects the changes of economic,
political and social conditions. The structural shift of the
economy generates new trends and challenges which in
turn affect the education system. Therefore, there are
needs to adapt education to the industrial needs of the
community, as well as improve science and technology
to reach competitive excellence.

However, innovation in education appears to have multiple
meanings. Sometimes, it refers to the need for education
to develop innovative people. Sometimes, it refers to new
products, processes and business concepts within
education itself.
The issues of innovation in education involve complex
and multi-faceted challenges such as education policies,
curriculum reforms, new diversity-oriented learning
technologies and methods. Moreover, the challenges
faced may differ from institution to institution in each
country, and from country to country.
Education is the crucible in which Innovations are forged.
Promoting creativity and incentivizing innovations through
our educational institutions is a first step towards
broadening and deepening the impact of innovations in
our society and economy. In large scale education
systems such as ours, catering to a vast population with
relatively limited resources, this is a major challenge. At
the same time, with rapid advances in new technologies,
changing needs of the economy, and the very presence
of the challenges identified above, the sector itself
presents a fertile ground for pioneering innovations. Some
of the academic innovation and improvements that can
be best utilized are discussed below.
Paying Close Attention to Each Student’s Needs
Educators are not looking at their class as a collective
whole; rather they should see them as different individuals
with different needs. The facilitators need to give
personalized attention. Apart from this proper need
assessment has to be done and curriculum is to be
designed accordingly. The feedback of the students is
to be given value in academia as it would help
academicians in designing effective pedagogical itinerary.
The Learning Journey
To make our education system qualitative, one has to
understand the leaning journey that can help connect
the learning and teaching process well.

Key Stage 1 – Aware (Making the Complex World Simpler)
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Key Stage -1 caters to our youngest learners.
They enter the learning journey at a time when their
brain is at its most competent and absorbent state.
They are wired to learn.
Key Stage 2 – Enable (Making Learning Visible
– Strategies for Success)
In Key Stage 2, the learning journey becomes very
elastic. The students are armed with sufficient
competencies and self management and begin to
interact with the world with greater complexity. It is
elastic in the sense that they are able to move
between experiences, to make connections and draw
conclusions.
Key Stage 3 – Empower (Being the Change)
The Key Stage 3 team is a mature learner with fairly
advanced competencies and communicative abilities.
The learner has sensitivity and sensibility. Most
importantly, the learner is meta cognitive (aware of
the learning process) and thus, empowered to “solve
problems and fashion products” that are aligned with
his competencies that are used to effect change for
self and the environment
Innovation in Curriculum
The curriculum is defined as a set of plans and
arrangements of content, learning materials and
methods used as guidelines for the teaching-learning
activities. It is designed to achieve the goal of
education taking into account the stages of students’
development as well as the local environments, in
accordance with the type and level of each
educational institution. The curriculum should aim the
students not as passive recipients of static content
but as critical and creative thinkers and producers of
knowledge.
The curriculum should be:
Humanistic curriculum which provides a way of life
centered upon human interests and value. The aim
of humanistic education is to change a person into a
free individual and a good citizen.
Social reconstruction curriculum involves active
participation through doing. However this is not
mindless drill, skill development, or even the
completion of personally chosen project, because the
progressive clearly intended a social purpose to all
activity.
Technology curriculum involves knowing and
doing. Learning and teaching approaches should
address both of these areas. Technology is derived
from a variety of knowledge bases, values,
processes, and skills. These are used both to create
and to evaluate designs, products, systems, and

environments critically. There should be flexible, open,
collaborative approaches to classroom teaching which
accommodate all students’ perspectives, interests,
aspirations, and learning styles. Instead of students
going to class, learning is coming to the student in
the workplace or at home. Today, Just-in-time, justin-place learning resources are increasingly available
to learners in their normal living settings.
Entrepreneurship Education
It seeks to provide students with the knowledge, skills
and motivation to encourage entrepreneurial success
in a variety of settings. Variations of entrepreneurship
education are to be offered at all levels of schooling
from primary or secondary schools through graduate
university programs. Entrepreneurship can provide new
economic divisions and make good students for the
world.
Education Needs to React to Market Forces
Education has placed too much focus on preparing
students for employment. Europe has moved towards
a knowledge society where added value is a key
element. This implies that educators should be trained
to adopt new pedagogies which allow for the fostering
of creative skills, increased interactivity and a learner
centered pedagogy.
Developing Employability Skills
Although we have been talking about skills as a part
of the collection of qualities that combine to make you
an individual, this does not mean that these skills are
as fixed as your height, or as difficult to change as
the shape of your nose. Personal skills can be
acquired, developed and improved.
Thus, education today must aim at imparting the
critical skill sets required to gain employability. The
different people skills needed to obtain professional
and personal excellence should be at the core of
academic activities.
Kolb’s Experiential Learning: Developing
Reflective Practice
Reflective practice is important to the development of
teachers as professionals as it enables to learn from
experiences of teaching and facilitating student
learning. Developing reflective practice means
developing ways of reviewing our own teaching so that
it becomes a routine and a process by which we might
continuously develop. Kolb developed a theory of
experiential learning that can give us a useful model
by which to develop our practice. The cycle comprises
four different stages of learning from experience and
can be entered at any point but all stages must be
followed in sequence for successful learning to take
place.
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A New Model of Life Long Learning
Life-long learning will enable human resources to adapt
to new contexts on a personal, social and professional
level. This is especially acute in the area of new digital
technology where change is constant. E-learning is an
essential element in the context of life-long learning.
Emphasis should be increasingly placed on the transfer
of skills and knowledge gained and on the ability to adapt
to new contexts and situations even after once academic
career is completed.
Learner- And User-Centered Philosophies
Today institutions are moving towards efficiency and
control, the mood among many educators is definitely
learner-centered. The constructivist movement in
education stresses individual and collaborative
construction of meaning. While many teachers wish they
could teach in more learner-centered ways, the system
can make it difficult. Teachers and trainers thus face a
certain tension between efficiency and control on the
one hand, and learner-centered flexibility on the other.
Both instructors and students are thus seen as end users
of learning resources. Thus, our educational system is
to focus at learner centric philosophy.
Internationalization of the Education Process

In recent years, economies worldwide have moved toward
greater linkages and interdependencies. As one of the
strategies for building up of reputation, Internationalization
will get more importance. It may consist of international
collaborations for the faculty members and also the
students, joint research tasks or offshore campuses.
Since many European universities are anticipated to
show their interest in India, so the collaborations will not
only be restricted to American institutes and Universities
only. It would pave path for getting global education.
Participative Learning Process
Learning and teaching cycle has to be a continuous
process today which can give concrete results. The map
below (CHE, April 9, 2004 “What Makes Great Teachers
Great?”) called as the “Natural Critical Learning
Environment” talks about the participative learning
process where students are to be actively involved and
engaged in the learning cycle. “Natural” because what
matters most is for students to tackle questions and
tasks that they naturally find of interest, make decisions,
defend their choices, etc. “Critical” because by thinking
critically, students learn to reason from evidence and to
examine the quality of their reasoning, to make
improvements while thinking, and to ask probing and
insightful questions.

Natural Critical Learning Environment

134

Srusti Management Review, Vol -VI, Issue - I, Jan.-2013

Edutainment
Educational entertainment is any entertainment content
that is designed to educate as well as to amuse. Content
with a high degree of both educational and entertainment

value is known as edutainment. There also exists content
that is primarily educational but has incidental
entertainment value. Finally, there is content that is
mostly entertaining but can be seen to have some
educational value.

Action Learning

Action Learning is a dynamic process where a team of
peers meets regularly to help student members address
real issues through a highly structured, facilitated
process of reflection and action. Peer accountability and
visibility of plan execution are powerful motivators that
get results for the student team members and a
meaningful experiential learning for all. This process can
also be done virtually so members can participate from
different geographical locations.
The Growth in Vocational Training: Alternative to
Reduce Unemployment
Our labour markets have become extremely
competitive, and flexible, leading to a need to
continuously re-train, and develop new skills. The
traditional and on-line vocational educational
industry has become the main provider of
education- since leaving college has only become
one step in the continuous personal development
we need in the 21st Century. Hence, institutions
need to foster continuing education that can lead
to employment.
Facilitation of Universities Outgrowing Traditional
Universities
In the United States over 60% of new students study
online, instead of in a traditional university.
Internationally, private and on-line institutions/
Universities have boomed, because of the flexibility
of the degree programs they offer, and the savings
compared to studying in a traditional university
which our Indian universities and academic
institutions need to focus.
Encouraging Self- Education

Our knowledge society has led to a “self- educated”
generation, who could discover and train
themselves, or even create off-line and on-line skill
sharing groups. This phenomenal growth in self
education is bridging the gap between a cost
cutting state run educational sector, and a new
generation who need more specialized skills to
thrive in today’s societies.
As the internet grows more affordable, and
continues a recentness expansion into the
developing World. Education should become more
global, and based on the need for millions of people
to re-train, learn new skills and find an affordable
College education.
Students Teaching Programmes
Students perform better when they have the opportunity
to tell their teachers what things in the classroom needs
improvement. Contrary to the old belief that students are
too young to know what they need, education systems
now give the students the opportunity to give pointers to
their teachers on how they can better deliver their lessons
so that the students can understand.
It was also found that giving the students the chance in
contributing and even revising the classroom rules
actually make the students abide to them; it gives them
the feeling that they actually have a say on what goes in
the classroom. Students tend to follow the class rules
now since they had a role in making the rules and
regulations.
Stress on Quality above Quantity
Quality of the education system in India has been
lagging for quite some times now in comparison to the
quantity. In the coming time few changes are expected
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regarding the matters of transparency and norms. The
educational institutes in India would need to fulfill certain
basic norms. The institutions are expected to participate
more into information sharing and of course
accountability. The upcoming educational institutes are
expected to be trend setters in adopting several
standards related to the quality of education.
Collaborative Learning - Educators Unite
Today, teachers are putting their collective smarts
together to find the best ways of engaging students, using
social media to teach everything from reading and writing.
Educators are also using social media to connect with
each other, share ideas, and find the best teaching tools
and practices. Sites like Classroom 2.0, Teacher Tube,
PBS Teachers, Edmodo, Edutopia, and countless
others are lit up with teachers sharing success stories,
asking for advice, and providing support. Collaboration
is happening offline, too, at schools where educators
team-teach and organize professional learning networks.

Collaboration is also finding its way into curriculum with
open-source sites to which everyone is encouraged to
contribute. Working together is woven into the fabric of
project-based institutions like the Science Leadership
in Academy, which focuses on science, technology, math
and entrepreneurship. The idea is simple: by working
together, students figure out how to find common ground,
balance each others’ skills, communicate clearly, and
be accountable to the team for their part of the project.
Tech-Powered Education
Pens and pencils are far from obsolete, but forwardthinking educators are finding other interactive tools to
grab their students’ attention. Institutional programs are
built around teaching how to create video games.
Teachers are using Guitar Hero, geo-caching (high-tech
scavenger hunt), Google maps for teaching literature,
Voice Thread to communicate, ePals and LiveMocha
to learn global languages with native speakers, Voki
to create avatars of characters in stories, and Skype to
communicate with peers from all over the world.

Education Aiming at Critical Thinking

It is a type of reasonable, reflective thinking that is aimed
at deciding what to believe or what to do. It is a way of
deciding whether a claim is always true, sometimes true,
partly true, or false. Critical thinking can be traced in
Western thought to the Socratic method of Ancient
Greece and in the East, to the Buddhist kalama sutta
and Abhidharma.
Critical thinking is primarily concerned with judging the
true value of statements and seeking errors. Edward de
Bono defines four types of thinking tools:
Developing Lateral Thinking
It is solving problems through an indirect and creative
approach, using reasoning that is not immediately
obvious and involving ideas that may not be obtainable
by using only traditional step-by-step logic. The term
was coined in 1967 by Edward de Bono. A person uses
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lateral thinking to move from one known idea to creating
new ideas.
As taught by de Bono, lateral thinking deliberately
distances itself from standard perceptions of creativity
as either “vertical” logic (the classic method for problem
solving: working out the solution step-by-step from the
given data) or “horizontal” imagination (having a thousand
ideas but being unconcerned with the detailed
implementation of them).
Use Active Learning in Class
Most students cannot stay focused throughout a lecture.
After about 10 minutes their attention begins to drift,
first for brief moments and then for longer intervals, and
by the end of the lecture they are taking in very little and
retaining less. A classroom research study showed that
immediately after a lecture, students recalled 70% of

the information presented in the first ten minutes and
only 20% of that from the last ten minutes (McKeachie
1999).

has been established and there is an International Network
for Quality Assurance Agencies in Higher Education
(INQAAHE).

Students’ attention can be maintained throughout a class
session by periodically giving them something to do.
Active learning exercises may address a variety of
objectives. Some examples follow.

Education Improving Quality of Life



Recalling prior material. The students may be
given one minute to list as many points as they
can recall about the previous lecture or about a
specific topic covered in an assigned reading.



Analytical, critical, and creative thinking. The
students may be asked to list assumptions,
problems, errors, or ethical dilemmas in a case
study or design; explain a technical concept in
jargon-free terms; find the logical flaw in an
argument; predict the outcome of an experiment
or strategies and justify a choice made. The
more practice and feedback the students get in
the types of thinking the instructor wants them
to master, the more likely they are to develop
the requisite skills.

Assessment and Evaluation of Teaching Quality
To be frank our current education system including
expectations of the parents and teachers is oriented
toward passing examinations at any costs
regardless of whether students have mastered the
content or not. Examinations are not set to evaluate
knowledge, skills and creativity which have been
mastered by a student.
Teachers spend most of their time in spoon feeding
students and providing exercises and examinations that
are geared toward preparing them for passing final exams
without ensuring them that they have built skills related
to innovation and creativity. The teacher must learn to
reach out to all students while at the same time not
keeping the level of education appropriate. In order for a
good mix to be created the teacher must be able to use
various media to help the higher end learner remain
engaged in the lesson and promote creativity. To do this
requires getting to know each student. Teachers need
to design lessons so that students have to actively
respond by getting up, move around, go to the board
and move in their seats.
Most institutions use only end-of-course student surveys
to evaluate teaching quality. While student opinions are
important and should be including in any assessment
plan, meaningful evaluation of teaching must rely primarily
on assessment of learning outcomes.
Quality Assurance in Education
Across the world, quality assurance has become an
increasingly dominant theme in education in the past
ten years, and international processes play an important
role in the way quality assurance is interpreted and
implemented. Institutions like, Central and Eastern
Europe network of quality assurance agencies (CEE)

We believe that education is important in an institutional
setting because that education has to be accompanied
by social interaction. The term quality of life is used to
evaluate the general well-being of individuals and
societies. The term is used in a wide range of contexts,
including the fields of healthcare, and politics. Quality of
life should not be confused with the concept of standard
of living, which is based primarily on income.
Instead, standard indicators of the quality of life include
not only wealth and employment, but also the built
environment, physical and mental health, education,
recreation and leisure time, and social belonging, our
definition of quality of life is: The degree to which a person
enjoys the important possibilities of his/her life.
Possibilities result from the opportunities and limitations
each person has in his/her life and reflect the interaction
of personal and environmental factors.
The conceptualization of Being, Belonging, and
Becoming as the domains of quality of life can be
developed in right kind of environment which can
be facilitated by academia today.
An Effective Institutional Teaching Improvement
Program
We have so far spoken only of changes in teaching
methods, but improvements in instructional programs
may also involve subject integration, just-in-time
instruction, writing across the curriculum, or any of a
variety of other non-traditional approaches that have been
found to improve learning. In the final analysis, however,
the quality of a teaching program is primarily related to
the quality of the instruction that takes place in individual
classrooms. For the new curricula and instructional
methods to have the desired impact, a reasonable
percentage of the faculty must participate willingly and
competently in both their delivery and their assessment.
Here, are some views that can be followed to improve
the instructional program for imparting education. Each
step requires agreement of the faculty members who
must implement it and the administrators who must
provide the necessary resources.
1. Faculty members and administrators define the
knowledge, skills, and values that the graduates
of the program should have.
2. With the assistance of experts in pedagogy and
learning assessment, the faculty defines the
instructional methods most likely to lead to the
acquisition of the desired attributes, selects the
methods needed to assess the effectiveness of
the instruction, and estimates the resources
(including provisions for faculty development)
needed to implement both the instruction and
the assessment.
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3. The administration commits to provide both the
necessary resources to initiate and sustain the
program and appropriate incentives for faculty
members to participate.
4. The faculty and administration formulate a
detailed implementation plan.
5. The faculty implements the plan.
6. The faculty and administration assess the results
and modify the plan as necessary to move closer
to the desired outcomes.
Shift in the Roles and Responsibilities of Teachers
in 21st Century
Today we mark a shift in the roles and responsibilities of
teachers as teachers or instructor are no more traditional
rather they are facilitators.


Teachers’ and students’ relationships are changing,
as they learn from each other.



Teachers’ roles are shifting from owners of
information to facilitators and guides to learning.



Educators are finding different ways of using class
time.



Introverted students are finding ways to participate
in class discussions online.



Different approaches to teaching are being used
in the same class.



Students are getting a global perspective.

Understanding the Skill Gaps in Education
It tells about the gap between the current skill of students
& what they need more which will make them effective.
It ultimately says that the lower skill people require high
skill for their betterment. To fill up this gap, we need a
method by which there will be balance between the actual
skill & required skill for the students.
There are many skills which an individual requires. The
10 important skills which are needed today are follows1. Commercial awareness or business acumen
2. Communication
3. Initiative or self motivation
4. Leadership & Teamwork
5. Negotiation and persuasion
6. Problem solving
7. Organising and prioritizing
8. Stress & Crisis Management

Identification of Skill Gap
Identifying skills gap needs a process through which we
can know the students’ requirements. It can be done in
the following way.
1. Understanding the objective behind developing
the skills sets
2. Assessing the current skills sets of students
and setting the desired changes.
3. Identify & determine new skills needed based
on an evaluation (considering the need from
learning and employability point of view)
4. Understanding and deciding the methodology to
adopt for delivering the required skill sets.
5. Development of plans and procedure
6. Implementation through academic innovation
7. Evaluation and feedback for further improvements
Strategic Plan for Mitigating Skills Gap
A robust system of higher education is essential for
continued rapid economic growth, social cohesion and
international competitiveness. Today, rapid economic
growth and technological advancement in are changing
the nature of work. Many more jobs now require higher
levels of education. Higher education is seen as critical
to a country’s ability to reap the demographic dividend
in the short to medium term. In a dynamic environment,
higher education practice has to cater to new skills and
lifelong learning. There is a shift from traditional
undergraduate and graduate studies to continuing
education and studies linked to career changes, using
both on campus and online methods. Higher education
expansion has to cater to these changing circumstances.
Thus, there should be continued commitment for higher
education expansion, albeit with a strategic shift from
the creation of new institutions to their consolidation,
focusing on quality and raising the bar for high quality
institutions to make them globally competitive.
Expansion needs to be aligned with the skill needs of
the country and there should be seamless integration of
higher education, vocational education and training
provision.
Capacity expansion has to be linked to changing labour
market conditions and youth aspirations, while also
maintaining a balance between general and professional
education on one hand and sciences, the humanities
and social sciences on the other. In a balanced system
of higher education, excellence takes different forms not all institutions should and can be “world-class” but
they can and should adopt the best institutional and
pedagogical practices possible. Hence institutional
differentiation needs to be encouraged and institutions
should be allowed to grow at their own pace.

9. Drive and determination to get things done
10. Flexibility & adaptability
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Open and distance education provision can also increase
capacity and widen participation for those who face time-

constraints imposed by personal responsibilities and
commitments. Research activities are to be encouraged
and given value for enhancing the standard of education.
Efforts are needed to improve its quality through innovative
curricula and interactive pedagogic practice.
Professional programmes, which have become
increasingly popular, are often expensive and long. They
are usually run by narrowly specialized institutions which
offer few, if any, liberal-arts components although these
are essential for the development of intelligent and able
citizens, capable of contributions to the polity beyond
their field of academic specialty. This calls for an
integrated curriculum and innovative pedagogic practices
and is being tried by a few institutions at present but
there is a case to make it more widespread.
The quality of staffing has to be improved in institutions
& universities by fostering innovative methods for faculty
training and certification and reviewing the qualifications
required for faculty positions. Learning must be tailored
more to the individual needs of students and be more
interactive and collaborative, using the latest
telecommunications and digital infrastructure.
Accreditation must also be harnessed to improve quality.
Conclusion
Today India is becoming a hub of academia and
universities from Europe, the United States and Canada
are beating a path to India hoping to collaborate with
Indian higher education institutions. “The challenges
that our societies will face are setting up standard
& quality academics to meet and compete with
these foreign universities and the students passing
out from them”. “In 10 years time India will have 550
million young people under the age of 25. If we have to
take advantage of this demographic dividend, we need
creativity and innovation along with enhancing quality of
the education.
Creativity and innovation should be viewed as an integral
part of a holistic approach to education and can be made
to form part of an educational organization’s culture and
shared values for reducing the skill gaps. Perhaps one
idea could be the idea of ‘creativity champions’ amongst
teachers in institutions to spearhead this approach.

skills. Creativity and innovation have strong links with
knowledge and learning.
Creative learning requires innovative teaching. Innovative
teaching is both the practice of teaching for creativity
and of applying innovation to teaching. Both aspects call
for an educational culture which values creativity and sees
it as an asset in the classroom. In particular, curricula
and assessment are key areas to be addressed in order
to allow creativity in the classroom. Curricula should
undergo a skilful and thorough development, giving the
same importance to every subject, taking creativity into
consideration and defining it coherently throughout the
curriculum, allowing freedom and time for discovery, and
taking learners’ interests into account. Assessment
should also allow creativity to flourish by valuing it, both
at micro, everyday level and at macro, exam level.
The three functions of assessment (diagnostic, formative
and summative) must contribute to the development of
both knowledge acquisition and skills development for
learning and creating. Technologies play a crucial role in
learners’ lives and can enable educational change
towards an innovative and creative environment. They
could act as a platform to foster creative learning and
innovative teaching and are currently offering a variety of
opportunities for constructive change.
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Abstract

Professional education is only the key to redundancy in the present day
context. In India professional education especially in management, IT,
and Engineering education is witnessing an exponential growth in terms of
number of institutes imparting professional education. Along with this growth
it also becomes important and necessary to boost up the quality &
sustainable awareness both in practical and real life, among the scholars
and academicians, as well. Considering the importance of quality assurance
and enhancement in professional education, this paper aims to address
questions such as: How can we improve the quality of professional
education? How can we involve the grassroots level - both teachers and
students? What are the roles of reflective practice and self-evaluation in
this endeavor?
Introduction
In industry, the true mission is relatively clear, and quality is relatively
straightforward to define. In education, the true mission is complex and subject
to endless debate, and quality is therefore almost impossible to define in an
operationally useful manner. Whatever the corporate mission statement may
say, the true mission of a for-profit company is to maximize profits (more
precisely, some measure of profitability). Setting aside altruistic objectives
that may motivate individual company personnel, such goals as zero defects,
customer satisfaction, staff empowerment, etc., are to the corporate mind,
simply, means to the end of maximizing profits. “Quality” may be defined as
any property of an industrial process or product that varies in a generally
monotonic manner with profits. The goal of raising quality is therefore consistent
with the mission of maximizing profits.
In industry, quality is relatively easy to assess. In education, even if a definition
of quality can be formulated and agreed upon, devising a meaningful assessment
process is a monumental task.

Keywords
Continuous Professional
Development, Teacher
Development, Quality
Assurance, Self-evaluation,
Self-assessment

In industry, the customer is relatively easy to identify and is always right, at
least in principle. In education, those who might be identified as “customers”
have contradictory needs and desires and may very well be completely wrong.
Professional education is only the key of redundancy in the present day context.
In India professional education especially in management, IT, and Engineering
education is witnessing an exponential growth in terms of number of institutes
imparting professional education. The growth of such institute worldwide shows
rising desire for professional qualifications, a new need for mid career education
and finally, the increasing acceptance of professionally qualified candidature in
the job market.

141

Along with this growth it also becomes important and
necessary to boost up the quality & sustainable awareness
both in practical and real life among the scholars and
academicians as well. Considering the importance of
quality assurance and enhancement in professional
Education, this paper aims to address questions such
as: How can we improve the quality of professional
educational? How can we enter the grassroots level - both
teachers and students? What are the roles of reflective
practice and self-evaluation in this endeavor?

In order to have better professional education both in
individual and institutional level it is very much necessary
to create awareness about the quality education and its
sustainability both in the real life and in the practical. In
this context, Self-evaluation has gained more and more
importance both as self-evaluation at an individual level
and as institutional self-evaluation.
·

Self-evaluation at an individual level, for
teachers, for instance, is often associated with
or complementary to: reflective practice and
action research, class observation and peer
review (e.g. in the context of participative selfevaluation), professional development (e.g. in a
teacher training and development situation).

·

Self-evaluation at an institutional level, e.g.
of a project or a program, of the institution, of a
national or international organization.

STATEMENT OF THE PROBLEM:
It is very clear that in present day there is plenty of
opportunities for the students to enhance their
educational credentials not only in terms of general but
professional education as well. But it is being observed
that present education systems are not able to fulfill
the industry demand and that is reason for more
unemployment as well as meltdown of education
system as a whole. There are so many parameters
government has designed to maintain the quality but
how far it is being applied by the stakeholders is in
question. So for sustainability and maintenance of
professional education system there is need of quality
rather than to increase the quantity of educational
institutes. The present paper tries to highlight some
basic parameters to improve the quality in relationship
with institutional level, teaching quality level as well as
students’ level.
OBJECTIVES OF THE STUDY:
The prime objectives associated with the study are
·

To study how we can improve the quality of
professional educational.

·

To study how we can enter the grassroots
level - both teachers and students.

A BIRDSEYE VIEW ON THE ISSUE:
The professional education in 21st century gained a vital
importance among the young scholars/students and also
the academicians. Professional education is a scholastic
system that prepares beginners for highly skilled
occupations, such as law, medicine and engineering,
through theory and practice. The learning process
ultimately leads to becoming certified, licensed or
receiving some other formal credential.
A professional education prepares students with the
disciplined insight and expertise required—beyond
vocational or technical education—to become doctors,
lawyers or other “white collar” professionals.
Professional educations have at least four things in
common: (1) a common body of knowledge based upon
an organized system of learning and instruction. (2) A
system that certifies individuals who possess such
knowledge before being licensed or allowed to practice;
(3) publicly avowing or professing to use specialized
knowledge for the community. (4) A code of ethics, with
substantial self-regulation.
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Institutional self-evaluation can be defined as a participatory
evaluation initiated in the institution (school, language
centre, and program) by the school / centre personnel or
project team to facilitate periodic or continuous
improvement of the teaching operation / language services
/ the overall activity (Mackay et al, 1998).
When it was introduced as an evaluation instrument for
programmes and projects (as an alternative to evaluation
by external experts), it was perceived as a novelty
(Mackay et al, 1998; Alderson & Beretta, 1992). In
those early days, the efforts of introducing self-evaluation
as an instrument of analysis that would be perceived as
valid and accepted were not just of methodological nature,
they were meant to illustrate the advantages of this type
of analysis, bringing arguments in favor of its objectivity
and credibility (esp. in the eyes of external bodies).
In the course of time, international experience and practice
have proved that this type of evaluation allows for a welldocumented analysis, and in addition to this, it relies on
motivation that is intrinsic to the program or the school.
The functions and aims of self-evaluation may differ
according to the context and the evaluation focus, e.g.
•

•

•

•

analyzing project activities or measuring progress
within a program and its outcomes as compared
to the initial objectives;
diagnosing existing problems in an institutional
SWOT-analysis, in order to document the need
for change and innovation (Heyworth, 2003);
As instrument and exercise for internal quality
management - as quality assurance by ‘insiders’
- for instance, when preparing for an external
inspection (quality control by ‘outsiders’), for
instance in preparation for a quality audit by
national or international accreditation bodies, or
when applying for membership to a national or
international quality organization.
a formative role in a “learning company” approach,
enhancing development opportunities for all, both
at an institutional level and at a personal level for
all the participants. (Muresan et al 2003).

Interactions between Personal Self-evaluation and Institutional Self-evaluation
At a personal level, self-evaluation
At an institutional level, self-evaluation
• can be initiated either by the
• may provide the skeleton for
individual or through the
personal self-evaluation
Institutional S/E process.
• may trigger individual S/E
exercises
• can be incorporated in the collective
S/E exercise
• is closely associated to professional
• can become an vital
development of both the team and
motivating factor
entity staff members
• its results may have an crucial
contribution to the overall portrait
Many people indicate that the best way to increase quality
of education is to increase the teacher’s income.
Increasing salary of teacher is a great idea which could
stimulate teachers to make more efforts on teaching and
solve a bunch of problems for teachers. Admittedly, in
my opinion, it is not the best way to improve the quality
of the education. Firstly, rising teacher’s social status is
a more convincing way than increasing the salary.
Because nowadays the teachers are not short of salary,
they are actually lacking of the social values. If people
treat them not just as teachers, moreover, as honorable
educators, that would have a better effect than just raising
their incomes. If people respect the teacher, that means
people consider education as an important business.
Therefore, increasing the teacher’s social values, which
is a satisfaction spiritually, would play a more significant
role than just increasing their salaries.
The role of quality in technical education in the context
of globalization of economy and emergence of knowledge
society cannot be overlooked. Identifying India’s basic
strengths to emerge as a knowledge superpower if the
quality of education in general and technical education
in particular can be improved, Prof. Prem Vrat suggests
that the TQM approach to enhance global employability
of technical graduates can be adopted.
The emergence of a knowledge driven economy and the
role intellectual capital will play in enterprises in the future
have also given an additional reason for countries to locus
on tine improvement of quality of technical education.
The rapid quantitative growth of technical education in
terms of number of institutions and enrolments has led
to a compromise on quality as a trade-oil with quantity.
Since anything worth doing has quality implications, such
a scenario is not sustainable for success in the global
and knowledge driven society.
Quality of any system is possible only by striking an
opti-mal balance among various competing demands of
any system. The same is true for quality of technical
educa-tion An analysis of the technical education
scenario in the country reveals some imbalances that
could affect the healthily technical education, The spread
of technical education suffers from regional imbalances.
After privatization of technical education, a large number
of new private colleges appeared in a few’ states while
many stales that urgently needed development could not
attract such private. A balanced growth of technical
education in the country is desirable. Even within the
same state, there are intrastate regional imbalances with

Pareto’s Law of mal-distribution leading to ‘vital few and
‘ ignored many regions where these new colleges have
emerged. While it is understandable is that certain
locational advantages’ will attract more private
participation than others, yet the under-represented
regions do need either government supported initiatives
or Public-Private Partnership ( PPP) or the state offers a
set of packages as incentives to private academic
investors to set up quality institutions in those regions.
The con-cept of special knowledge /ones’ and knowledge
villages”, developed by the state can be set up. These
can attract private investments.
The near-exponential growth of numbers has eroded
quality because of acute shortage of intellectual
resources such as faculty, laboratory technicians and
equipment, facilities, computational and other academic
resources required to match the quantitative expansion.
Much of growth has been in privately funded organizations
while investments by the state central govern-ment in
creating new state funded colleges are scanty. State
funding of technical education has not shown any sign
of increase while private investments have multiplied
manifold.
India was the country, which first conceived the concept
of globalization with ‘Vasudheva Kutumbakmn’.
Informa-tion technology and the electronic revolution have
made this concept a reality. Result: the entire world has
shrunk to a global village with interaction communication
with anyone, anywhere, anytime. In the increasingly
knowl-edge-driven economy and society we witness
today, India has the core competency to become a
knowledge super-power. We need to. Therefore, interpret
the new global opportunities in a new and generic form
of IT that is Indian Talent’ — rather than confine it to only
Information Technology’. This will bring about enormous
opportunities to expand all kinds of technical talent to
be developed to lead the knowledge society — provided
they are globally employable immediately because
socie-ty may not have the patience to wait and retrain.
There is a paradigm shift in the global competition. If we
do not develop such a globally-employable engineer/
technician someone else will. That someone else could
be from any-where: China, Vietnam, Malaysia, Indonesia,
etc. Hence, global trends in the knowledge society are
an opportunity as well as a challenge or threat. If we
focus on quality, it is an opportunity. It we do not, it is a
threat because we would have missed the knowledge
bus”. Hence it is a crit-ical moment to introspect and
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take a vital decision to bal-ance the short-term objectives
with the long-term objec-tives, to balance quantity with
quality and remove the various kinds of imbalances listed
in the previous section.
On the positive and optimistic side of Indian core
competency and inherent advantage in the emerging
knowledge-society, we have the major strengths: Indians:
intrinsically make a very creative, analyt-ic, innovative,
curious and intelligent human resource. We are very
strong on ‘integrative complexity and can find innovative
solutions to complex problems provided we find a purpose
in it. In the era of knowledge process outsourcing (KPO),
India otters great potential in R& D, software engineering,
service process outsourcing due to easy availability of
relatively inexpensive (by global stan-dards) talent who
are sharp, creative and brilliant. Once again it is only
possible if we nurture this talent to achieve high-quality
training in engineering, technology, science and
mathematics.

occurs in the classroom. If several of the methods are
used in concert, the potency for improvement is all the
greater. The quality of an institutional teaching program
may therefore be improved by persuading as many faculty
members as possible to use those methods in their
classes and providing them with the training and support
they will need to implement the methods successfully.


Use of active learning in classes

Active learning exercises may address a variety of
objectives. Some examples follow ·

Recalling prior material. The students may be
given one minute to list as many points as they
can recall about the previous lecture or about a
specific topic covered in an assigned reading.

·

Responding to questions. Any questions an
instructor would normally ask in class can be
directed to groups. In most classes—especially
large ones—very few students are willing to
volunteer answers to questions, even if they
know the answers. When the questions are
directed to small groups, most students will
attempt to come up with answers and the
instructor will get as many responses as he or
she wants.

·

Problem solving. A large problem can always
be broken into a series of steps, such as
paraphrasing the problem statement, sketching
a schematic or flow chart, predicting a solution,
writing the relevant equations, solving them or
outlining a solution procedure, and checking and/
or interpreting the solution. When working
through a problem in class, the instructor may
complete some steps and ask the student
groups to attempt others. The groups should
generally be given enough time to think about
what they have been asked to do and begin
formulating a response but not necessarily
enough to reach closure.

·

Explaining written material. TAPPS (thinkingaloud pair problem solving) is a powerful activity
for helping students understands a body of
material. The students are put in pairs and given
a text passage or a worked-out derivation or
problem solution. An arbitrarily designated
member of each pair explains each statement
or calculation, and the explainer’s partner asks
for clarification if anything is unclear, giving hints
if necessary. After about five minutes, the
instructor calls on one or two pairs to summarize
their explanations up to a point in the text, and
the students reverse roles within their pairs and
continue from that point.

·

Analytical, critical, and creative thinking. The
students may be asked to list assumptions,
problems, errors, or ethical dilemmas in a case
study or design; explain a technical concept in
jargon-free terms; find the logical flaw in an

Faculty Shortage: A Key Constraint
Faculty constitutes the single-most critical success
factor in pursuit of academic excellence. Regrettably,
the best brains in the society arc not opting for teaching
and research as their preferred choice in career options
is engineering and technology. Salary differentials of
unrea-sonable magnitude, less attractive social esteem
to teach-ing and research, low investment in R&D and
non-chal-lenging academic ambience in colleges are,
perhaps, responsible for the talent not interested in
teaching and research. It is the ‘teachers who do magic
in the class’ to inspire, involve and transform even
seemingly ordinary students into outstanding scholars.
A role model teacher has to be our embodiment of
academic brilliance, inspir-ing communication skill and
a role model in value sys-tems and ethics to lead by
setting examples.
Higher education discovered total quality management
in the 1980s and quickly became enamored of it. Books
like TQM for Professors and Students (Bateman and
Roberts 1992) and Total Quality Management in Higher
Education (Sherr and Teeter 1991) declared that TQM
could serve as a paradigm for improving every aspect of
collegiate functioning from fiscal administration to
classroom instruction. Terms like “customer focus,”
“employee empowerment,” “continuous assessment,” and
“Deming’s 14 principles” started appearing with regularity
in education journals and in administrative
pronouncements on campuses all over the country.
Deming himself suggested the linkage between quality
management principles and education, claiming that
“…improvements of education, and the management of
education, require application of the same principles that
must be used for the improvement of any process,
manufacturing or service” (Deming, 1994).
Institutional Teaching Programs: How to Improve
& Make Effective?
The proper use of any of the instructional methods
described below improves the quality of learning that
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argument; predict the outcome of an experiment
or explain an observed outcome in terms of
course concepts; or choose from among
alternative answers or designs or models or
strategies and justify the choice made. The more
practice and feedback the students get in the
types of thinking the instructor wants them to
master, the more likely they are to develop the
requisite skills.
·



Generating questions and summarizing. The
students may be given a minute to come up
with two good questions about the preceding
lecture segment or to summarize the major
points in the lecture just concluded.
Use of cooperative learning

Cooperative learning (CL) is instruction that involves
students working in teams to accomplish an assigned
task and produce a final product (e.g., a problem solution,
critical analysis, laboratory report, or process or product
design), under conditions that include the following
elements (Johnson et al. 1998):
·

·

·

·

·

Positive interdependence. Team members are
obliged to rely on one another to achieve the
goal. If any team members fail to do their part,
everyone on the team suffers consequences.
Individual accountability. All team members are
held accountable both for doing their share of
the work and for understanding everything in the
final product (not just the parts for which they
were primarily responsible).
Face-to-face promotive interaction. Although
some of the group work may be done individually,
some must be done interactively, with team
members providing mutual feedback and
guidance, challenging one another, and working
toward consensus.
Appropriate use of teamwork skills. Students
are encouraged and helped to develop and
exercise leadership, communication, conflict
management, and decision-making skills.
Regular self-assessment of team functioning.
Team members set goals, periodically assess
how well they are working together, and identify
changes they will make to function more
effectively in the future.

Towards Targeted Professionals and Institutional
Teaching Program:
Targeted professionals, trainers and the teachers are to
be engaged as much as possible in the refresher course,
orientation program, workshop and the seminars in order
to upgrade their skill & talent. Furthermore, Institutional
teaching can be improved through improved teaching
program such as activity based education and new
design of teaching system, organizing various test based

activity to nurture the brain of the study, more industrial
interaction and industry based teaching instruments.
Suggestions
The present paper we have tried to establish some basic
facts and identify some basic areas which need to be
taken care of to improve the quality of the education
system like activity based teaching, search of talented
people who are more prompt in their respective fields,
use of active learning in class, use of cooperative learning
and improving institutional teaching programs. It is also
being suggested that government should be very strict
in their rules and regulations towards the professional
institutions. It is also being suggested that recruitment
and selection procedures as well as benefit provided by
the employer must be taken care of.
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Abstract
The purpose of this paper is to determine the effectiveness of various teaching
methods used for teaching students at graduate and post graduate levels. Two
hundred technical students were interviewed about their perceptions of best
and effective teaching methods and the reason for that. Most of the students
rated lecture method as the best teaching method. Reasons included; teacher
provides all knowledge related to topic, saving of time, students attentively
listen to lectures and take notes, etc. Group discussion was rated as the second
best method of teaching. The Project-based collaborative learning is an active,
problem-centered approach to teaching and learning. As the name implies, it
is a fusion of two related approaches- project-based learning and collaborative
learning. Use of writing in engineering courses can help in achieving both
technical depth and educational breadth in engineering programs. Engineering
students can use words in describing concepts so that they will be encouraged
to develop a linear, logical, and connected set of ideas in understanding them.
Each student is thus forced to think carefully and in detail.

Introduction
Teaching and learning are the two sides of a coin. The literature on teaching is
crammed full of well researched ways that teachers can present content and
skills that will enhance the opportunities for students to learn. It is equally filled
with suggestions of what not to do in the classroom. However, there is no rule
book on which teaching methods match up best to which skills and/or content
that is being taught. Students often have little expertise in knowing if the method
selected by an individual instructor was the best teaching method or just “a
method” or simply the method with which the teacher was most comfortable.
“Research indicates that students are the most qualified sources to report on
the extent to which the learning experience was productive, informative,
satisfying, or worthwhile. While opinions on these matters are not direct
measures of instructor or course effectiveness, they are legitimate indicators
of student satisfaction, and there is substantial research linking student
satisfaction to effective teaching (Theall and Franklin).”

Keywords
Teaching Methods,
Effective Teaching, Projectbased collaborative learning

Most universities embrace a process by which students provide anonymous
feedback at the end of each course they complete. These ratings of instructor
effectiveness, these ratings have been a hot topic since they were first employed
in mid 1920’s and they create an enormous challenge for nearly every institution
that uses them. Over the years student evaluation of instructors has changed
significantly especially in the areas of the purpose and methodology. They
have transformed from being primarily used to assist students in the selection
of courses, to helping faculty members further develop and improve their teaching
skills, to assisting administrators with respect to personnel decisions.
There is much debate within the higher education community on how teaching
or teaching effectiveness may be defined (Braskamp, and Ory). For instance,
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Centra, defines effective teaching as “that which produces
beneficial and purposeful student learning through the
use of appropriate procedures”. Braskamp and Ory,
include both, teaching and learning in their definition,
defining effective teaching as the “creation of situations
in which appropriate learning occurs; shaping those
situations is what successful teachers have learned to
do effectively”.



Teacher provides notes.



Students easily understand every point.



Students share knowledge with teacher.



Teacher is role model for students.

2. Group discussion:

Many researchers have focused on whether or not
students are legitimate judges of teaching effectiveness.
Theall, M. mentioned that the students can answer
questions about the quality of lectures, the value of
readings and assignments, the clarity of the instructor’s
explanations. Students are certainly qualified to express
their satisfaction or dissatisfaction with the experience.
They have a right to express their opinions in any case,
and no one else can report the extent to which the
experience was useful, productive, informative, satisfying,
or worthwhile.



More participation of students.



Students listen to other’s opinion & express their opinion.



Discuss with teachers the points that were
missed during discussion.



Students learn on their own & find out key points.



Students exchange their ideas.



Students get point of view of all and not only those
who always speak.

II. Various teaching methods



After discussion when students give their
presentation, teacher corrects their mistakes.

1. Lecture Method


It creates new ideas.



Students can make their own notes.



It is good for large class.



The learning is more effective.



Teacher is experienced and has mastery on
subject, explain all points and can answer all
questions raised by students.



Develops creativity among students.



It evokes thinking among students.



Students have time for preparation of topic.



Students should have material and knowledge
before discussion.



Only those students participate who have
confidence, rest do not participate.



Concepts become clear after discussion.



Every student gives his/ her opinion.



Students can ask if they need any clarification.



Learn through listening



Teacher explains all points.



Students give their input



Teacher discusses the whole topic in the class
in easy language so students can easily
understand the topic.



Teacher provides all knowledge related to topic.



Time saving as teacher is supposed to finish
lecture in time.



Students give their views at the end of lecture.



Students attentively listen to lecture and take
notes as the teacher ask questions at the end of
lecture.
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3. Individual presentation


Hamm (2008) quoted Rate; “A presentation
involves motivating listeners to accept a new idea,
alter an existing opinion, or act on a given
premise.”



Students first thoroughly understand the topic
before giving presentation i.e. mastery on topic.



It increases confidence among students.

Students know and understand basic concepts.



Teacher knows all the students so he/she can
use suitable strategies for the class to make
them understand.

Good way to learn for only one student who is
presenting.



Students search lot of books to collect material



Teacher’s supervision is important

Teacher share information with students so it
creates interest in students.
Students are more involved and participate when
teacher ask question.
Srusti Management Review, Vol -VI, Issue - I, Jan.-2013

4. Assignment


It enhances the ability of research on any topic
as the students search topic from different books,
websites etc.



Active learning

5. Seminars


Give Chance to meet other people of same
profession.



Motivate and make student active in learning.



Interested method.

6. Workshops


Give Chance to meet other people of same
profession.

7. Conferences



Give Chance to meet other people of same
profession.
Networking with other institutions and
professionals.

Project-based learning requires the student to engage
in design, problem-solving, decision-making, and
investigative activities, often resulting in an artifact or
product (“Project-based learning,” 2008). Collaborative
learning involves joint intellectual effort by groups of
students who are mutually searching for meanings,
understanding, or solutions (Smith and McGregor). Both
approaches require a central question or problem that
serves to organize and drive activities, and encourage
application, analysis, and synthesis of course material.
The fusion of these two approaches can be characterized
simply as people working together to create something,
and to meet certain learning objectives throughout the
process. This context yields an ideal yet complex territory
for support with technology tools. Tools are currently
available that can:


facilitate real-time and asynchronous text, voice,
and video communication;



assist in basic project management activities,
like task management, calendaring, workflow
planning and routing, and time tracking;



support co-creation by enabling groups to modify
output in real-time or asynchronously;



facilitate consensus building through group
discussions and polling;



simplify and streamline resource management
in terms of basic file sharing, in addition to more
advanced features like search, tagging, version
tracking, privilege management, and so on;



enable local and remote presentation, and allow
for archiving of completed projects.

8. Brain storming


More interesting



More informative



Gain knowledge



Learning is effective



More participation of students



Students give their opinion



Active learning



Creative thinking is encouraged.



Students think beyond their knowledge.



Every one get chance to express their thoughts.



Simple topics can be learnt through different
angles.

9. Role play

While the landscape of technology that can be used to
support central activities of project-based collaborative
learning is vast and varied, it is often lumped together
under a single label: “collaboration tools.” Educators and
educational technologists can benefit from a more detailed
and disaggregated view of what tools are available and
how different types of tools can be used most effectively
in support of specific teaching and learning goals.



Interesting method

Technology-Mediated Collaboration



Creative thinking is encouraged.



Students think beyond their knowledge.



Students enjoy the situation



Active learning



Easy to learn

An often-overlooked body of research on collaboration
comes from the field of psychology. Finholt and Teasley
note that cognitive, social, and organizational
psychologists have examined work in groups for more
than 20 years, and have been able to identify some of
the relative strengths and weaknesses of relying on
technology in the context of group collaboration. For
example, psychology research has demonstrated that
computer-mediated groups are better at generating a
range of ideas, while face-to-face groups perform better
at tasks that require problem-solving or reaching
consensus on group preferences. Furthermore,
participation in computer-mediated groups tends to be
more equally distributed, whereas face-to-face groups
are more easily dominated by a single or few individuals
(Finholt and Teasley). Group decision support systems

10. Case study


Active learning



Creative thinking is encouraged.



Students think beyond their knowledge.

11. Project-based learning
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(GDSS) are a relatively heavily investigated category of
collaboration technology. They combine “communication,
computing, and decision support technologies to facilitate
formulation and solution of unstructured problems by a
group of people” (Desanctis and Gallupe). Research has
shown that these systems increase the quality of
decisions, facilitate more equal participation, and
encourage groups to stay focused on tasks. However,
groups using GDSS take longer to reach a decision,
achieve less overall consensus, and less satisfaction
with the decision-making process and outcomes (Finholt
and Teasley). Computer mediated groups outperform faceto-face groups in brainstorming tasks due to reduced
production blocking (the tendency for one individual to
inhibit contributions from other people during a group
discussion). Along the same line, physically dispersed
participants outperform physically proximate participants
when using the same decision support system while
brainstorming.
Example of Tools &Technologies
The range of tools available creates many interesting
opportunities for collaboration and instruction, but
decisions about which tools to use (and how) should be
shaped by the objectives of the assignment.
Collaboration Suites
Several companies have developed families of
applications that meet a range of collaborative needs.
These tools might be used individually, but they are often
designed to work together or integrate for optimal
usefulness. These systems might include traditional
desktop applications for word processing, spreadsheets,
communication, or calendaring, but often extend beyond
basic functionality by virtue of the ability for these artifacts
to be accessed and edited by multiple members.
Collaboration suites also might include an additional
“aggregator” application that allows pieces from each of
the other applications to be pulled together into a common
work space.
Course Management Systems
Most course management systems give instructors the
ability to make group work spaces for their students.
Tools available in group spaces might include discussion
boards or other group communication fools, file sharing,
and peer evaluation tools. While these tools are not ideal
for supporting complex collaborative efforts, in many
cases these tools are readily available to instructors and
can be easily activated.
Project Management Tools
Project management solutions are multifunctional
systems that often deal with logistical issues, like
scheduling, time tracking, task management, resource
allocation, collaborative writing or editing, communication,
file sharing, and process documentation. These tools
might be particularly useful for semester-long projects
where the instructor hopes to monitor group interactions
and evaluate students’ work processes and
communications.
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Wikis
A wiki is a page or collection of web pages that allows
anyone with proper privileges to modify, add, or delete
content. A wiki also often has the functionality of
maintaining a document history, which allows users to
track and view changes over rime. Wikis are most effective
for collaborative writing or collaborative creation of textbased documents. However, the ability to incorporate
other media types (audio, video, images) is often
considered useful in encouraging rich communication.
Real-Time Communications
Products in this category include web-based presentation
tools, screen sharing applications, web or audio
conferencing tools, and VoIP (Voice over Internet Protocol)
or internet-based telecommunications. These tools are
especially useful for project teams that are not co-located,
or who do a significant portion of their work at a distance.
They allow teams to share work in progress, discuss
concepts with the help of rich media, and exchange
information and ideas in a manner that more closely
approximates the face-to-face experience than traditional
text-only communications.
And so on
Web-based tools are also available to support
collaborative concept mapping, collaborative writing,
stand-alone list or task management, software
development and issue tracking, creative or design
collaboration, slide sharing, market research, contact
management, and on and on.
12. Writing
Writing is a uniquely valuable learning process. Writing
is vital in any educational setting. Janet Emig has argued
writing is unique mode of learning- that, in her opinion,
“writing is not merely valuable, not merely special, but
unique.”Her arguments provide a valuable basis for using
writing as a learning tool in any discipline. Writing is a
process of discovery. The act of writing is not a simple
one. Several steps can be identified. The learning,
organizing, and clarifying experienced by the writer when
preparing to write is very valuable and unavailable
elsewhere. As stated concisely by James Britton. One
of the steps the writers must do in preparing to write is
to explain to themselves what they intend to write.
Understanding is further reinforced during writing,
rewriting, and editing. When finished, the serious writer
has a much firmer grasp and command of the material
than would have been possible without writing. This
process of discovery is important to students because
they experience and understand the material in a direct
and personal way. This process is similar to the one
experienced by the professor when preparing a lecture.
Through writing assignments, individual engineering
courses can become more flexible, more topical, and
more exciting for the student. Writing assignments might
involve some important topic from the past or some
interesting recent development. In an undergraduate
controls course, a writing assignment tracing the history
of feedback could be very beneficial. For example, an

assignment on wavelets in a linear systems class would
allow the student to investigate a relatively recent
development. After having written about a subject many
students will have, to some degree, made the topic their
own and developed an outlook of their own. Writing
assignments are an effective way to introduce informed
discussions on current or historical topics into the
classroom and are currently used by many engineering
educators. For instance, in a civil engineering class,
advances in LIDAR technology could provide a basis for
a discussion of metrology. Whatever the form, these
assignments serve to enhance class discussion because
they ensure that the class has thought in detail about a
topic before discussion. Alternately, writing assignments
could be used to introduce the students to consideration
of topics outside the formal course subject matter. As
an example of this, a writing assignment on hydroelectric
power generation could include aspects of the political
difficulties that can result from such projects. If these
tools were consistently and creatively employed
throughout the curriculum, they would the engineering
student without necessitating the elimination of
engineering courses in the major curriculum.
III. Conclusions
Teachers need to educate students in effective ways of
giving precise feedback that addresses specific aspects
of their learning experience. Teachers need to continually
assure students throughout the semester that the ratings
will be used for productive changes in teaching/ learning
process and that there will be no chance of retribution to
the students. To evaluate teaching effectiveness different
methods can be used including: peer review, selfevaluation, teaching portfolios, student achievement and
students ratings of teaching methods used by their
teachers. This paper is also intended to give instructors
a basic understanding of project-based
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Citizenry.” Chronicle of Higher Education, January
2007 (volume 53, issue 20).
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Taiwan: National Hualien Teachers College.
Cuseo, J. (n.d.). The case for student evaluation of college
courses. Policy Center on the First Year of College
Deggs, D.M., Machtmes. K.L., and Johnson.E. (August
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Methods & Styles Journal. 4(8). 1-7
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collaborative learning, and the types of tools that are
currently available to support project-based collaborative
learning activities. Writing provides a uniquely valuable
mode of learning, and if we ignore this tool, as is presently
done in many engineering courses, our students will be
deprived of a central intellectual experience. For many
of our students, this process of knowledge discovery
during writing may be among the most important skills
gained during their entire collegiate career.
References
Benson. L., Schroeder, P., Lantz, C, and Bird, M. (n.d.).
Student Perceptions of Effective Professors.
Braskamp, L. A. (2000). Toward a more holistic approach
to assessing faculty as teachers. In K. E. Ryan
(Ed.), Evaluating teaching in higher education: A
vision for the future. New directions for teaching and
learning, 83, 109-123. San Francisco, Ca: JosseyBass.
Cavalier R (2008) “Campus conversations: modeling a
diverse democracy through deliberative polling.”
Diversity and Democracy.

151

152

Srusti Management Review, Vol -VI, Issue - I, Jan.-2013

Ethics in Professional Education : A Tool for Quality
Enhancement

Bipul Kumar
Associate Dean (Admin.)
Astha School of Management,
Bhubaneswar

Abstract
It is rightly said “Education is the manifestation of excellence in peopleexcellence of body, mind and soul”. The two most important pillars which form
the building blocks for the above statement are ‘Ethics’ and ‘Values’. By the
help of ethics and values it becomes much easier to resist the temptations to
let the end justify the means in any education related operation. No individual
or his/her function is complete in itself. It is only the sum total of all activities that
creates completeness and brings full results and this can only be achieved by
the tools of ‘Ethics’ and ‘Values’. Ethics and Values in an atmosphere of
education inculcate interpersonal affection, interpersonal respect and dignity.
In my research paper I have emphasized upon the tremendous influence of
ethical behavior on “Professional Education” such as: Win/Win situation, Karma
yoga, Service, Work as play, Higher purpose, Surrender/ Patience, Openness,
Reflection, Business as the health club of spirituality and Vedanta. By discussing
these influences we can vividly understand the importance of ‘Ethics’ and
‘Values’ in social work and how ‘Ethics’ and ‘Values’ act as saviors in the era of
cut throat competition.

In my research paper I have emphasized upon the various influences and positive
effects which ‘Ethics’ and ‘Values’ incorporate in the social arena. These
influences are as follows:
1. Win/win situation: Ethics and values directly result in the belief of
“Unity of Existence” and this directly creates social relations that creates
‘win/win’ situation. These are mutually beneficial relationships where
both parties gain in an atmosphere of ‘free choice’ and ‘mutual respect’.
The most important factor affecting social work is cut throat competition.
This is where the majority of society and individuals live today.
Developing the value of ‘win/win’, the interactions or relationships an
individual would welcome in a social environment would be mutually
beneficial. Ethics and values not only create an aesthetic social
environment to work, but also create a ‘win/win’ situation.

Keywords
Ethics, Values, Ethical
behavior, Ethical influences

2. Karma Yoga: - One of the foremost values in a society is the ability to
approach work as a selfless service or workshop, called Karma Yoga.
A social work or a business can become Karma Yoga when we are
engaged in selfless action without regard to the results. This has
immense ramifications in society. To the degree that we can practice
karma yoga we experience freedom from the cravings of ambition.
Without becoming overly attached to the results of our actions we can
work without fear, focusing on the job in front of us. We can live in the
present moment. As a result we can give our best effort to the job at
hand, not letting worry or longing distract us. Karma Yoga also teaches
us that motive is as important as action. We must strive to have the
right values, right ethics, right intentions as well as the right actions.

153

3. Service: - All of the really successful society
has established their success on the bedrock
of customer service. This value is easily
spiritualized into serving the highest aspect in
man: seeing the customer as a manifestation of
the divine. Ethics and values help us use all our
abilities to engage in service that treats us as
well as our customers respectfully.

10. Vedanta: - Vedanta provides a world view that
embraces both the spiritual and the physical
vision of unity. It provides a synthesis to the
conflict between society and spirituality. If we
look at society as an arena to develop the values
necessary for spiritual practice we find that the
opportunities to give work a spiritual turn are
unlimited.

4. Work as play: - Ethics and values allow us to
maintain perspective; to see the big picture- it’s
all the eternal play of the self. From this point of
view, challenges are now embraced instead of
feared. To paraphrase the Gita “even a little
knowledge of ethics relieves one of great fear”.
We can work with a real sense of cheerfulness,
knowing that the results of the ‘game’ are not in
our hands.

Conclusion: - Thus in my research paper I have
emphasized upon the importance of ‘Ethics’ and
‘Values’ in a social environment. Without ethics
and values a social community would be a chaos
and individual life meaningless. A value-less life
is a valueless life. And who wants a life that’s
not worth a dime? Ethics and Values therefore
create a substantial framework where honesty,
motivation and integrity go hand in hand
ultimately resulting in the success of the society.

5. Higher purpose: - Industry and business are
not the be-all and end-all of life. With the higher
goal in life we experience a deeper sense of
meaning and purpose. It becomes much easier
to keep our sense of balance at work when we
have a higher purpose that transcends all social
endeavors.
6. Surrender/Patience:- Related to ethics and
values, surrender is a key factor in society. We
must recognize when we are ‘Pushing on a
string’ – When something just isn’t going to
happen. Whether this is a social promotion or
the hope of getting a new customer; the ability
to ‘Let go, Let God’ is a valuable tool. It is also
by patience and surrender that we learn to keep
our ego out of our way. Any one on the ethical
path must develop patience and perseverance.
These two values become essential in any social
endeavor.
7. Openness:- It is the stance of openness in social
that often allows a new way of looking at
something to occur. It encourages a flow of
creativity in yourself and others – particularly
when you share an attitude of openness with
your associates. This reinforces the ability to
celebrate variety.
8. Reflection:- Society provides the opportunity
to complement one’s personal meditation
practice. By focusing on the work at hand,
practicing concentration and mental discipline
at work, the mind is less likely to wander when
you ask it to sit quietly at home. Of course this
assumes that your work environment is not too
full of distractions and negative input.
9. Business as the health club of spirituality: As farfetched as this may seem, social business
forces each of us to exercise our spiritual values
in an environment that resists such efforts. It is
in the arena of work that most of us come to
grips with our real level of spiritual unfoldment.
This is where ‘The rubber meets the road’.
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Values. A terrible business. You can at best
stammer when you talk about them.
-Wittgenstein
(British Philosopher)
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Abstract
Corporations, now a days face pressures from different stakeholders of the
business environment and the changes in the environment have created threats
to all of today’s organizations. The traditional contributors of economic
development and economic power such as material resources and production
capabilities have been replaced by knowledge and information. Globalization
has resulted in significant changes in the knowledge economy and ushered in
new conditions for the provision of higher education to cater to skill requirement
across the globe. The key elements of globalization include the knowledge
society, information and communication technologies, the market economy, trade
liberalization and changes in governance structures. These elements of
globalization have impacted significantly the education sector in general and
higher education in particular. The present study critically analyses the growth of
higher education sector in India and identifies the major concerns of quality. It
also evaluates the preparedness of the country for the opening up of its borders
for foreign institutions and an attempt to understand the change process. This
research has been mainly done on existing literature of management education.

Introduction
Today, the corporations want to give a clear message to the business school
about their role to play in this regard, means to put all necessary efforts to come
with proper set of management skills for the challenges to be faced by the
corporations. The leading business schools of the USA and Asia Pacific have
got proven records of maintaining standards in terms of vision, program design
and offerings. It implies that the business school has to cope into the needs of
changing situations to produce future managers with all the required skills.

Keywords
Quality, Globalization,
Liberalization, Knowledge
Economy

Management education (MBA / PGDBM etc.) denotes those activities
traditionally conducted by colleges and universities that focus on developing a
broad range of managerial knowledge and abilities. Today one fundamental
question comes, whether the curriculum of a business school can produce
future leader of the corporation with required management skill to meet
contemporary challenges. This research attempts to evaluate today’s
management education standard to develop management skill in the paradigm
shift of managing business in terms of quality. This paper evaluates the changing
scenario of managing business organizations with the emerging needs of the
business management in the context of changing situation.
As per the GATS, Higher Educational Services include education services
leading to a university degree or equivalent. Such education services are provided
by universities or specialized professional schools. The programmes not only
emphasize theoretical instruction, but also research training aiming to prepare
students for participation in original work (GATS). Societies have a profound
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and long-term interest in their higher education institutions
that extend beyond the pecuniary and short-term
interests of current students, faculty, and administrators.
The Government of India has recently decided to open
‘world class universities’ for the development of higher
education. At present the country has 42 central
universities, 285 state universities, 130 deemed
universities and besides more than 112 private universities
as of June 7, 2011. To bring revolution in modern
education and changes in the working condition of the
universities, the country must emphasize on scientific
education and quality research. Basic changes in the
education system for establishing a higher education
commission which may govern universities and other
educational institutions without bureaucratic hindrances
are needed. Higher education system in India is not
geared to attract talent. India has the third largest
education system in the world, with only USA and China
ahead of it. India takes pride in having more youth in our
population, but this demographic advantage will become
a liability if fail to address the fundamental issues of
higher education. Barring a few premier institutions, the
rest do not even have the capacity to meet the challenges
of the new millennium. Universities should be the centres
of research. According to Mashelkar (Times of India),
‘Indian universities also need to excel in research and
teaching without research is of little use’. India needs
such world class universities which should excel in
research, so that the country may contribute
substantially to knowledge-based economy of the world.
Besides creating excellent education facilities, the
country requires more attractive strategies to produce
excellent teachers, as there is a chronic shortage of good
and quality teachers. Generally, the university teachers
are burdened with loads of teaching in addition to
establishing good laboratories and other duties. In some

cases, teachers are not allowed to attend refresher
courses because of their role in other developmental
activities of the institution.
Until the teaching faculty is involved in quality research
of global standard, the system may become stale and
sterile. The Indian education system does not lay
emphasis on scientific research and sadly, the symbiosis
between teaching and research has been lost in the
country. As mentioned by Balaram, ‘universities are key
elements in driving economic development and in facing
the challenges of global economic competition.
Restructuring and reform of our existing system must
accompany the process of expansion’. Barring a few,
most of the universities do not have an integral link with
research institutions. Our sole attention should not be
only on opening new universities but to make the teaching
profession more attractive by providing better
opportunities to teachers. The recent recommendations
of the ‘Chaddah Committee’ to look into the various
problems of university teachers will definitely stop the
exodus of teachers and improve their working efficiency
and conditions, so that the young talent may be
encouraged to join this profession. The selection criteria
must be made more transparent and only interviews
should not be the sole criterion. The recommendations
have made it clear that knowledge economy is the next
big thing and the Government must invest on teachers
for long-term gains, so that the profession may get due
respect in the society. The information has been collected
from web sites of ten top ranking business schools of
each of the two regions; the USA and Asia Pacific (Table
1). The thoughts on management education according
to literature review have been used to analyze the
information from MBA brochures of top ten business
schools of two regions studied in the research.

Table 1 :
List of Top Ten Business Schools in the USA and in Asia Pacific

Source: http://navneetjha.hubpages.com/hub/Top-10-colleges-for-MBA-in-world
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LITERATURE REVIEW
Reviewing the literature, it is revealed that today’s
business management faces tremendous pressures
from globalized economy. Against this backdrop of
the study the driven forces of globalization can be
analyzed to understand the nature of implications.
Globalization is being driven on the one hand by the
spread of economic logics centered on freeing,
opening, deregulating, and privatizing economies to
make them more attractive to investment, and, on
the other hand, by the digitization of technologies
that is revolutionizing communication (Barkema
et.al. 2002). So, opening market increases scope
of investment to anywhere in today’s world, and
movement of technology, money and people in some
place increase to avail of the opportunity of
deregulation. At the same time it poses challenges
to existing players of economy and to new entrants
as well. Globalization is speeding up industry life
cycles by accelerating the pace and the rhythm at
which firms must develop new technologies and
produce and roll out new products and services on
a global scale to stay competitive. So, the new
management challenge gets in with managing team
of experts from different culture as dispersed
worldwide using digitally adopted organizational
structure (Barkema et.al. 2002).
To use the words of Bettis and Hiltt(1995), new
competitive landscapes are emerging, marked by
increased levels of uncertainty and ambiguity,
leading to what is now known as hyper competition
(D’Aveni 1994). Management educators may be
interested in accompanying these challenges to help
managers in shaping organizations in such a way
as make them willing and able to respond to
complex organizational challenges. In brief, it may
be advantageous to expose business students and
managers to complication (Cunha et. al. 2004).
The other challenges of managing businesses are
created from the need to speedy decision making
i n r e s o u r c e s d e p l o y e d , m a n a g i n g d i v e r s i t y,
searching right direction of knowledge management
for the people, timeliness of the process and
innovative approaches, synchronization need of
process and activities, industry life cycle effects on
the firms operations, and finally social responsibility
of present generation for future generations
(Barkema et. al. 2002).
More specifically, global change forces have brought
fundamental changes to the way in which business
organizations are managed. For example, the
following management trends are found (Hallinger
and Snidvongs 2008):
1. Organizations are more restructured in
response to more open competition (Ohame
1996).
2. T h e r e i s a n i n c r e a s e d e m p h a s i s o n
entrepreneurship and entrepreneurial

management as engines of global economic
growth (Drucker 1995).
3. The recognition that ethical crises and
environmental problems located in a single
nation or organization are magnified in a
global society has led to a greater emphasis
on moral leadership and corporate social
responsibility among business leaders
(Csikszentmihalyi 2004).
4. The ability to manage and use information
for decision making is now a core
competency required of managers
throughout business organizations (Drucker
1995).
5. There is increased emphasis on linking
corporate goals with human resource
practices, especially through the use of
performance management and measurement
(Norton an Kaplan 1996).
6. Knowledge is viewed as a key currency of
organizations that requires conscious,
proactive management (Buckman 2004;
Stewart 1997, 2001).
7. Capacities for innovation and change are
viewed as competencies that distinguish
organizations that thrive vs. others that
flounder in a rapidly changing, turbulent
environment (Drucker 1995; Kotter 2002;
Rohwer 1996).
These changes have required a cadre of business
leaders who possess a broader set of both
leadership and management capacities (Hallinger
and Snidvongs 2008). More recently, attention from
both academics and practicing managers has
focused on the formulation and implementation of
strategic initiatives within the realm of human
resource management (Beer et. al. 1984; Szilagyi
and Schweiger 1984; Foulkes 1986).
QUALITY IN MANAGEMENT EDUCATION
In today’s rapidly changing business environment,
capable managers are crucial to organizations’
success in gaining and sustaining competitive
advantage. This must be achieved against a
background of intensified competition, incessant
change, a power shift to the customer, collaborations
across organizational and geographical boundaries,
and a need to maintain high levels of talent.
Business programs across the nation recognize the
need to change in response to external pressure
from key stakeholders. An important dimension of
such change is the redesign of business curricula.
Achieving greater integration across curriculum is
often a central focus of such efforts. Business
organizations continue to transform themselves in
response to the challenges posted by increased
competition, the globalization of business and rapid
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change in information technology. Because of the
accelerating rate of change, the workforce in terms
of human and social capital should be seen as one
of the critical factors in developing and maintaining
competitive advantage, joining traditional factors
such as technology and protected market. He also
claims that an appropriate development of the
workforce is closely related to appropriate
management. In connection to this perspective and
from a knowledge based view it is understood that
“the whole system of knowledge management”
bound up with a particular competitive advantage,
intense and global competition, rapid technological
change, new complex organizational forms,
organizational alliances, and international capital
markets are creating an increased demand for
change leadership at a time when such leadership
is increasingly difficult to find. It suggested that
before expecting others to change, a leader must
understand strategies such as those based on
confrontation, facilitation, persuasive discourse, and
the management of meaning to ensure that their
actions are consistent with their vision of the future.
These scholars and others are suggesting that
individual employees, not just top management,
must become leaders who can work with the
technological revolution and globalization of business
and can continually acquire new knowledge and
remain flexible.
Therefore the business schools, responsible to
educate future leaders of business organizations,
need to understand the challenges faced by the
organizations. This is how; they can try to bring
necessary changes in their curriculum according to
the needs of the changing situation of the
environment. Which challenges are important to
consider is more important to them? The following
section of the paper describes the nature of the
organizational challenges today. It can be termed
as ‘paradigm shift’ of managing today’s businesses.
The management of business organizations has
changed in significant ways since early 1990s. The
sources of these changes include the followings.


Growth and integration of a global,
increasingly free market economy has
raised standard of competition in all
sectors providing goods and services.



Greater openness of political systems
among nation states allows grater aces
to global information and exchange of
cross broader business.

 Developments in information technologies
have fundamentally changed the way in
which business is conducted, allowing for
less expensive communication, easier
sharing of information and greater
efficiencies in production and management
of goods and services.
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Organizational survival, development and prosperity
reflect the extent to which an organization is able
to obtain, allocate and control its resources to take
advantage of changes in its environment perceived
as opportunities: and avoid or overcome the threat
posed by changes perceived as constraints.
Managerial competency is vital in such responsibility
of the organizations. India being a signatory of WTO
is bound to open up its market for trade in services
including education but it does not have a clear
policy for strengthening its education sector to
compete with the giants in the world. Policy
restrictions stop the competent institutions from
making necessary changes in the processes of
admission, recruitment and salaries of faculty/ staff
and opening campuses abroad. In lack of proper
policy provisions in time, higher education sector in
the country is adversely affected. The more dynamic
the environment, the more strategically important
management development is to the organization.
There is a growing awareness that survival and future
success reflect to a considerable extent the ability
of an organization to develop its management
resource in appropriate and anticipated ways. In
response, educational institutions have made
significant adaptations in the curriculum designed
for business leaders.
Corporate leaders have been placing demands to the
business school to redesign the programs while they
need management skills to face the challenges
described in the previous section of the research.
This reshaping of management education goes to
the context. So, a critical review of management
education has been given first. Then the evolution of
management education has been described to know
the changes happened with the contemporary
challenges. Finally, the restructured MBA program
has been examined to evaluate the roles of business
school. Management education is basically a
service. Quality of a service is difficult to measure
in comparison to products due to the fact that
services are intangible. The specific characteristics
of services such as intangibility, inseparability,
heterogeneity and perishability make it difficult to
assess their quality. It means that the quality of
management education would largely depend on it
s pedagogy. Quality enhancement in management
education would constitute the improvement in all
facets of providing management education. The
quality of management education depends on the
combined efforts on the part of the educational
system as a whole, the educational institutions and
the faculties. Management education can be
upgraded only when all these three pillars of
education are equally strong. An effort has made to
prepare a model showing the various qualitative
aspects required at the educational system level,
institutional level as well as at the faculty level for
quality management education.

Fig. 1: 7-14-21 Model for Quality Management Education
The above model shows the various elements needed to
ensure quality education. The implementation of the
model begins from the grass root level. It should start
from the educational system and penetrate down till the
individual level.
Today corporate governance should not be limited to the
corporate world alone as management education is
undergoing a serious change of bringing in an oath
across the globe after the impact of the recent recession.
The curriculum should be designed in such a manner
that the students get the appropriate knowledge which
is required as per the times. It should be an updated
curriculum which matches with the changing needs of
the environment. The educational system aims at the
overall development of the students. While formulating
policies accountability towards the society should be of
utmost importance. Quality can be ensured only if there
is effective implementation of HR policies and code of
conduct for individuals in educational institutions and
students. Time to time change in educational policies at
national and international level is an impact of the way
the people think a management should be. Compliance
with the new ideologies is reflected through the policies
framed by the national educational bodies. Quality is

always a result of standardization. In Management
education also, quality can be ensured if there
standardization methods are applied throughout the
country.
At the institutional level quality can be assured by
regularly updating the curriculum which would definitely
provide a cutting edge to the students over others. Proper
infrastructure is equally important along with other things
for providing quality education. Quality management
education can be ensured by effective organizational
coordination which is possible by way of staff meetings,
conferences, time-tables, programmes, check-list
schedules, etc. There has to be a constant value addition
through various types of courses which are offered to
the students. Students should be given wide exposure
to the practical world along with the theoretical
knowledge. This would enable the students to correlate
the theory with its application. This can be made possible
by creating industry-institute linkages. Students can also
be exposed to the global environment by collaborating
with foreign universities. Educational institutions are a
part and parcel of the society. While designing various
policies they should be in sync with the needs of the
community. At the core of the above model stands the
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faculty since they are the ones who ultimately provide
the teaching services. With changing times there is a
lot of change in the structure of the society. Students
come from varied strata of the society and it is a great
challenge. Faculties should be well-prepared to face
these challenges. In today’s world the traditional role of
a teacher has changed. Gone are the days when the
scope of a teacher was limited from one end of the
blackboard to the other end. Today a teacher should be
a versatile person. Apart from teaching he should have
the ability to provide consultancy in his area of
specialization so that he can give the practical exposure
to the students. As compared to the olden times, today
there is a vast change in the structure of the society.
Nuclear families have replaced joint families. In this
changed scenario, the psyche of the students has
changed tremendously. The role of a counsellor has
exceeded the role of a teacher. To be a successful
teacher one must be a good counsellor as well.

designed, as these issues discussed in the research,
the leading business school’s performance standard has
been examined. The following section of the research
gives a contrasting picture of leading business schools
of the US and of Asia Pacific. The evolution in
management education and the subsequent changes in
MBA program suggest a framework to understand the
performance standard of leading business in the USA
and in Asia-Pacific region. The basic criteria used in such
framework are;
a)

Vision to create talented leaders of the corporation.

b)

Curriculum fitting to understand the environmental
dynamics, and

c)

Quality management of the program.

Against this backdrop of the study, the vision statements
of leading business schools have been structured in the
following table (Table 2).

In the context of today’s changing need of management
education, and the way an MBA program has to be
Table 2 :
Vision Statement of Ten Leading US Business School

Business
School
Harvard

Vision Statement
To prepare students for a lifetime of leadership.

Quality Committed

Stanford

To help the students to be best leader.

Confident for
Quality
Holistic Approach

Wharton

To equip students how to make decisions, reason strategically,
and understand all the dimensions of a business problem.
MIT
Empowers students as leaders who can create innovation
strategies and execute them in the market.
Chicago
To examine ideas, evaluate problems and opportunities and
handling uncertainty.
Tuck
To prepare students to think on their feet and act decisively in
any business environment.
Haas
To educate students broadly on the topic of leadership, with a
particular focus on teaching students how to lead the process of
innovation within an organization.
Columbia
To give students the edge for success in a world that demands
smart, flexible and effective business leaders.
Michigan
To prepare students to lead globally diverse teams, consider the
role of business in society, and build organizational cultures that
foster innovation.
Source: MBA Brochures shown on the websites of the schools

The vision statements of leading business schools given
in the Table 2 give clear message to the corporations
that all of the nine leading business schools in the USA
have got useful vision or purpose satisfying the needs of
today’s challenges of business management. It is found
that such a vision statement can be perceived as proper
role played by a business school to produce talented
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Remark

Committed for
Quality
Committed for Skill
Coping to fit for
Challenge
Innovative
Leadership
Orientation
Quality in
Leadership
Innovation in
Leadership

leaders with necessary skills to fulfil the need s of today’s
contemporary challenges in business management. At
least the remark column of the table corresponding to
the vision statement of each business school reveals
that the schools are playing the role effectively in this
concern. The vision statements of Asia Pacific business
school can be examined to find the contrast.

Table 3:
Vision Statement of Ten Leading Asia Pacific Business School

Business School
Melbourne
IIM, Ahmadabad

AIM, Philippines

SOM, AIT, Thailand

NUS Business School
Korean Graduate
School of
Management
China Europe
International Business
School
Nanyang Business
School, Singapore

Vision Statement
To equip professionals with fundamental business knowledge
and analytical skills required for management roles
The program nurtures world-class managers by exposing
them to real life unstructured situations along with analytical
tools and business philosophies
To provide rigorous training, conceptual foundations, up-todate knowledge, analytical tools and people management and
leadership skills.
To develop skills and attitudes of listening and understanding
others, holistic thinking, collective decision making, leading by
example, communicating, negotiating, being sensitive to
societal concerns etc.
Vision for the US MBA Program is for it is become a top
provider of effective and responsible business leaders.
KAIST is the best model that leads a globalize with the
accumulated capability in education and research and the
graduate school-oriented educational system
To prepare talented young people with career aspiration,
managerial potential and international orientation for a career
of global business leaders in the future organizations.
To provide opportunities to conduct analysis of companies
under the auspices of The Nanyang MBA.
To take advantage of this rare opportunity to build regional
business networks.

Remark
Build
Professionalism
Management Skill
as Strength
Skill Variety
Development
Build Management
Skills

Produce Talented
Leaders
Focus on System
Development
Commitment for
Future business
Leadership
Unique Features
for Confidence

Source: MBA Brochures shown on the websites of the schools
From the above table it is revealed that the leading
business in Asia Pacific have got right set of vision
statements for MBA programs. The statements are
committed to produce future corporate leaders with
required set of skills necessary to face the challenges
of today’s management. The remarks of the statements
give the nature of the visions of the schools. Basically in
term of focus of MBA program of both the regions schools,
they have good standing to play proper roles to produce
talented leaders as it is reflected from the vision

statement. The next question is related to curriculum
designing and integration so that the vision can be
implemented using deserving set of curriculum of offerings
and the way the program can be imparted. So, the two
other issues are; curriculum integration designing and
the mode of offerings. From the brochures studied here
the curriculum integration according to today’s
management need and the features of program
management of the schools are summarized in the
following table.

Table 4
Summary of Curriculum Integration & Program Management

Source: MBA brochures downloaded from websites of the schools

161

The above table shows that the curriculum integration of
the top ranking business schools of the USA and of the
Asia Pacific has got necessary emphasis to ensure the
skills required to face the challenges. While it is found
that in both the regions business schools have included
required courses with diverse range of options. So, the
business schools in the regions can play role of building
management skill in the MBA program as the candidates
have got scope of getting knowledge build up in a
competitive way. This sort of combination in curriculum
designing, as it is revealed in both regions schools, gives
scope of professional skill fulfilments of the future leaders.
In case of program offerings it is found from the table
that the US business schools are more professional to
use modern effective approaches, whereas the Asia
Pacific business schools are not far behind while they
use effective set of offering techniques.
The study perceived that, top ranking business schools,
considered as the best institutions for providing deserving
candidates managerial positions, should play proper role
in this concern. It is revealed from the study that these
business schools of both the regions; USA and Asia
Pacific, have been trying to play effective role in producing
right set of management talent for the corporations. That
is how they are considered as the best business schools
in the regions to produce future business leaders. The
study further reveals that the business schools should
have vision of enhancing leadership quality of prospective
managers which has to be reflected in curriculum
integration process and in program management. The
curriculum integration process should address all the
management skills required to face the contemporary
challenges as it is found in case of leading business
schools examined in the research. From the 7-14-21
model of quality management education it can be
concluded that in order to provide quality education the
amount of efforts needed on the part of the educational
institutes is double that needed to be made by the
educational system as a whole whereas the efforts
needed on the part of the faculties is three times that of
the educational system.

enhance the quality of higher education. As a result those
who can afford the high cost of higher education look
forward for the opportunities abroad while the others have
to compromise with sub-standard education. If India has
to emerge as preferred location for higher education in
the globalizing world it will have to develop a national
policy to address the challenges of sub-standard quality,
ineffective systems of monitoring and control, red-tapism
in growth and development and political interference. The
study reveals that business organizations have been
giving pressures to universities to fit their professional
mode. It becomes crucial for their successful survival in
creating knowledgeable people to face the challenges of
the environment. The management education has to be
shaped into the needs of the industries today. But in
today’s situation survival of business school is
questionable due to lack of professionalism in its
management. The issues from the literature review of
the study can be considered as proper set of guidelines
to business school. The study shows that top ranking
business schools have been playing proper roles in all
the concerns addressed in this study. As a matter of
fact the ranking status of the business school of the
USA and Asia Pacific is given due to their roles played
in producing management experts of the corporations.
In the changing scenario of managing, each business
has to depend on such a business school to fulfil the
required management skill. The study reveals that top
ranking business in the regions have responded rightly
to build the skills of future managers. The business
schools those who have poor standing in case of setting
right vision statement, have got drawbacks curriculum
integration process accordingly and finally, do not have
exposure to effective approaches to offer the programs
have been treated as inefficient institutions to the
corporate leaders. As the area change is taking place in
economic, political & technological environment the world
over, new opportunities are opening which are prepared
to fight mediocrity and quality in every aspect of life is
becoming the essential for survival. So there is an urgent
need to reform the quality of management education for
the creation of quality intellectual infrastructure in India.

Conclusion
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Abstract
Demand for business management education programmes has grown
exponentially. With a desire to tap the huge market potential quickly, management
institutes most often ignore the quality aspect. At present quality in higher
professional management education is facing numerous challenges which can
be attributed to the intense competition at all levels in the delivery of higher
management education and also to the increase in the expectation levels among
the key stakeholders namely the students, their parents, institute itself, corporates
and social environment. Managing expectation of various stakeholders still
remains a challenge and a key area of concern. Going by the international trends
India will be moving towards an era where accreditation from independent
agencies will be mandatory with the introduction of the National Accreditation
Regulatory Authority for Higher Educational Institutions Bill. This research paper
attempts to present the theoretical framework and concepts involving challenges
in managing the key stakeholders’ expectations and also the role accreditation
process plays in managing the expectations and quality in higher management
educational delivery with reference to India.

Introduction

Keywords
Quality, Quality Gaps,
Accreditation, Quality
Standards, Stakeholders

Higher education plays a major role in the transformation of an individual and
also in the growth and development of the society and economic development
of the country as a whole. In India government has been playing a key role in
the development and reform of higher management education. In a recently
concluded meeting of Vice Chancellors of various Universities, Dr Manmohan
Singh said that the focus of the government during the 11th plan on the higher
education sector has led the actual enrollment going up from Rs 16.6 crore to
25.9 crore. Even the gross enrollment ratio for higher education in particular
went up from 12.3 percent in 2006-2007 to 17.9 percent in 2011-2012 though it
was “still much below the world average of 26 percent”. He also mentioned that
in the 12th Plan the task for next 5 years is on the momentum generated in the
last 10 years and continuing the focus on expansion, equity and excellence.
The share of education in the total outlay also went up from 6.7% in the 10th
plan to 19.4% in the 11th plan. One of the most important factors in higher
education is that some of the education programmes offers direct employment
benefits and so are mostly widely sought than any other higher education
programmes. Management education in India is continuing to evolve in both
quality and quantity. Therefore, there is a premium on both quantity (increased
access) and quality (relevance and excellence of academic programmes offered)
of higher education. In recent years quantity has outpaced quality as result of
which quality standard in management education has to be relooked at. At
present there are around 4,000 B-Schools across the country approved by
AICTE.Of these only 15 B schools are NAAC accredited. Accreditation scenario
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in India at present is going to see a turnaround after the
passing of the National Accreditation Regulatory Authority
for Higher Educational Institutions Bill, which makes
Accreditation mandatory from independent agencies for
both institute and course accreditations within 3 years.
With compulsory accreditations regime we might see
changes in the quality of the management education
institutes. Still there will be challenges since accreditation
agency will find it difficult to manage the huge flow of
applications from management and other higher
education institutions. Till now accreditations in India
was not mandatory and only a voluntary institutional
exercise which most institutes did not preferred less
realizing its value and importance. Even accreditations

can influence and impact the various stakeholders who
play a major role in the quality framework of the
management education.
Role of Stakeholders in higher management
education
Stakeholders in higher management education play a
pivotal role in the quality and delivery of management
education. Most of these stakeholders are directly or
indirectly related in the delivery function of the
management education. Major stakeholders are shown
in the figure below. The factors listed below have been
compiled from various research articles.

Key Stakeholders

Corporates
Students

Competitions

Quality
Influencers

Parents

Social
Environment

Government
Management Institutes

Figure 1: Key stakeholders who influence the quality in higher management education

Corporates

Competition

Corporates are the end users who actually recruit and
employ the students from management education to their
organisation. Since customers are always the king so
are the corporates who are the major stakeholders. One
of the growing concern among the corporates is they
feel that there has been falling standards in quality of
employable students. These institutes were producing
graduates in subjects that the job market no longer
required.Even there exists a significant gap between the
expectations of corporates, students and the institutes.
In order to manage the gap, AICTE has come out with
programmes to have frequent interactions between
corporates and institutes and most common being to
set up an Industry- Institute partnership cell. The aim of
such tie ups is to understand the expectations and need
of the corporates and to deliver as per their expectations.
Even another area of concern from the corporates is most
of the educational institutes particularly the universities
have not been upgrading the curriculum keeping in view
the changing industry scenario.

With the mushrooming of the B schools in India, the
quality of management education is trending downward.
Most of the institutes which operate B schools are in
the business to make money and profit and most feel it
is a money making business. As a result orientation
towards quality is severely lacking. Competition also can
play a favorable role by increasing the quality standard
of the institutes.
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Management Institutes
Institutes themselves are the key stakeholders since
they are directly responsible in increasing the quality
standards. Management vision and mission toward
quality usually decides the quality focus. Institutes play
a key role in education delivery and in turn are directly
responsible for managing the quality. Physical
infrastructure, faculty, course curriculum, placements are
some of the key factor which have been influencing the
quality angle. Any critical deficiencies in the above key
factors have a direct impact on the quality. As a result of

which most accreditation agencies rate the institute and
the course offered by them.
Students
Students play a role as a consumer for the educational
institute and play a customer for corporates. Essentially
in an input output systems, quality input of students leads
to quality output. For that reason most of the good
institutes screen students through a multiple level of
screening criteria to select the final students.

and student services”. Given below are global top most
accrediting agencies and a brief about these institutes:
·

International



Association to Advance Collegiate Schools
of Business (AACSB): Based in Tampa,
USA is the oldest and most respected
international accreditation which started in
1919. Actually founded in 1916 and began
its accreditation function three years later
with the adoption of the first standards.
Additional standards for programs in
accountancy were adopted in 1980. The
strength of AACSB lies inits adaptability to
changing times and its ability to come up
with matching standards and metrics to
gauge the quality of B-schools. Its
accreditation is for institutions.



EQUIS (European Quality System) of
European Federation for Management
Development (EFMD): EQUIS accredited
institutes must demonstrate not only high
general quality in all dimensions of their
activities, but also a high degree of
internationalization. The agency looks for
a balance between high academic quality
and the professional relevance provided by
close interaction with the corporate world.
A strong interface with the world of business
is, therefore, as much a requirement as a
strong research potential.



Association of MBAs, UK: The Association
of MBAs is a London based international
accreditation agency specialized in
Programme accreditation and it comprises
over 9000 MBA students, graduates,
accredited business schools and corporate
as its members.The school accredits MBA,
DBA and MBM programmes in the business
schools. While the MBA accreditation is
available for programmes where work
experience of students average should be
around five to ten years’ while the Master
of Business Management programme has
no such condition.



ACBSP, USA: The Accreditation Council for
Business Schools and Programs. Formerly
known as Association of Collegiate
Business Schools and Programs (ACBSP)
is the leading specialized accreditation
association for business education
supporting, celebrating and rewarding
teaching excellence since 1988. Located
in Kansas City ACBSP has been an active
player around the world.It is the second
agency to be recognized by Council for
Higher Education Accreditation (CHEA), the
apex regulatory advisory body of USA to

Parents
Parents don’t play a direct role but usually they decide
the joining preference at the initial screening of the
institutes. Once the parent finally decides on the institute
they have fewer roles to play. But parent’s perception
about the institute is vital. This is where the quality of
the institutes serves as a basic input for decision making
in arriving at the final institute for management education.
Government
Government has been playing a lead role in deciding the
rules and regulations which affect higher education. Most
of these regulations have a direct impact. The recent
introduction of the National Accreditation Regulatory
Authority for Higher Educational Institutions Bill is one
step towards education reforms in higher education.
Social Environment
It is expected that social environment will play a leading
role in deciding the ultimate quality of the institutes.
Higher management education has a role to play in
influencing the social surrounding. While for corporates
social responsibility takes the form of corporate social
responsibility, in education it is called Educational Social
Responsibility or ESR. ESR is a new emerging concept
where higher education institutes involve in social
responsibility functions which impact the society.
Management Accreditation
Accreditations are not new and this even existed 100
years ago when Association to Advance Collegiate
Schools of Business (AACSB) first drew up criteria to
assess business training proficiency. Accreditation
agencies are the agencies or institutes set up to evaluate
and certify quality management institutes. These
institutes play a lead role in certifying the higher
education institutes as per acceptable and defined quality
standards. As per NAAC, “Assessment and Accreditation
is broadly used for understanding the ‘Quality Status’ of
an institution. In the context of Higher Education, the
accreditation status indicates that the particular Higher
Educational Institution (HEI) – a College, a University, or
any other recognized Unit therein, meets the standards
of quality as set by the Accreditation Agency, in terms
of its performance, related to the educational processes
and outcomes, covering the curriculum, teaching-learning,
evaluation, faculty, research, infrastructure, learning
resources, organisation, governance, financial well-being
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be recognized as an international
accreditation agency.



·

IACBE, USA: The International Assembly
for Collegiate Business Education (IACBE)
is a premier professional accrediting
organization for business programs in
student-centered colleges and universities
throughout the world. It was founded in 1997
in Kansas City.The IACBE accredits
business programs that lead to degrees at
the associate, bachelor’s, master’s, and
doctoral levels in institutions of higher
education worldwide that grant bachelor’s
and/or graduate degrees.The IACBE does
not accredit business programs of
institutions of higher education that offer
only associate degrees in business (or predegree) courses.

Regional (SAQS):
Association of Management Development
Institutions in South Asia (AMDISA), a not
for profit association, based at Hyderabad
launched the accreditation system for
Business Schools called “South Asian
Quality Assurance System” with acronym
as SAQS. It is involved in the system of
quality assessment, improvement, and
accreditation of higher education institutions
in
management
and
business
administration.

·
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India



NAAC: The National Assessment And
Accreditation Council (NAAC) is an
autonomous body established by the
University Grants Commission (UGC) of
India to assess and accredit institutions of
higher education in the country. It was set
up on recommendations of the National
Policy in Education (1986) which laid
special emphasis on upholding the quality
of higher education in India and it became
functional from the year 1994. NAAC
accredits programmes and not institutions
and it is not exclusive to B-schools.



National Board of Accreditation (NBA):NBA
is a registered independent autonomous
Society under the aegis of All India Council
of Technical Education (AICTE) the quality
regulation arm of Human Resources and
Higher Education Ministry of Government
of India. NBA is entrusted with the task of
developing and maintaining high quality
assessment and accreditation of
programmes in the field of professional
higher education which included,
Technology, Management, Pharmacy,
Architecture, Media and Bio-technology.
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NBA is dedicated to building a technical
education system, as vendors of human
resources, which will match the national
goals of growth by competence,
contributions to economy through
competitiveness and compatibility to
societal development. It is to provide the
Quality bench marks targeted at Global and
National Stockpile of human capital in all
fields of technical education.
India moving towards compulsory accreditation
Of late accreditations have become necessary, which
was considered merely optional a few years ago. The
seriousness of the quality gap can be judged by the fact
that none of the Indian universities figure among the top
200 in the world. India although has many reputed global
B schools but till date only a few have been able to
maintain their quality standards and have got themselves
accredited. For example International Management
Institute, Delhi, recently got the AMBA accreditation, ISB
and T A Pai Management Institute (TAPMI), Manipal are
accredited from AACSB International based in Tampa
USA, the oldest and most respected international
accreditation. Increasing the standards in higher
education was felt long back both by the government
and non-government bodies who were strongly in favor
of compulsory accreditation. Speaking at a recent
conference of Vice Chancellors, Prime Minister Dr.
Manmohan Singh stressed on the need to introduce
flexibility in educational institutes to enable them to
attract good faculty, raise teaching standards and
encourage cutting edge research and nurture talent. PM
also said that too many of them have simply not kept
abreast with the rapid changes that have taken place in
the world in recent years and were producing graduates
in subjects that the job market no longer required. One
of the most important statement he made was steps
were needed to bring about reforms with the aim of
enhancing quality in higher education. In line with this
statement is the introduction of the National Accreditation
Regulatory Authority for Higher Educational Institutions
Bill in Parliament recently. As per this bill accreditation
from independent agencies will become mandatory for
all universities and colleges. Along with institute
accreditations, academic programmes offered in colleges
and varsities, including deemed universities, will be
evaluated through a uniform countrywide methodology.
At present National Board of Accreditation (NBA) is doing
the course-based accreditation only for technical
programmes. At present one third of the 400+ universities
and approx. one fifth of the 20.000 colleges are accredited
by the National Assessment and Accreditation Council
(NAAC). The above scenario will change with the passing
of Higher Educational Institutions Bill in the parliament.
Many institutes have already started the process of
getting accreditations and most of these B schools have
gone for International accreditations rather than Indian
accreditations. Indian B-schools are opting for three kinds
of global accreditations—the British-promoted
Association of MBAs (AMBA), the European Quality

Improvement System (EQUIS) and the American AACSB
(Association to Advance Collegiate Schools of Business)
and the regional SAQS. There lies in the accreditation
process. For ex. AMBA is given to courses and
programmes, the other two take into account the overall
aspect of a school, including infrastructure, governance
and coursework. The same trend can also be seen in
Indian accreditation agency whereby NAAC accredits
programmes and not institutions and it is not exclusive
to B-schools while NBA accredits technical educational
institutes. The above difference in the accreditations gives
insights to which quality agency need to be approached
for the accreditation of B schools and other higher centers
of learning. So far International accreditations have been
preferred by most of the top most institutes of India who
feel that international accreditation will improve their
brands and pedagogy, fuel exchange programmes and
increase international relations. Supporting evidence to
this is the rising number of applications received from
the Indian management institutes at leading global
accreditation agency AACSB, AMBA and EQUIS.
It is expected that after the passing of the bill which will
mandate compulsory accreditations number of
applications will increase at NAAC and NBA. What needs
to be seen is if NAAC and NBA can manage the huge
applications request since there will be a 3 year time
frame to get accredited with the available resources in
place.
Managing stakeholder expectation through
accreditation
Managing stakeholder through accreditations can be a
challenging task. Some of the most important
stakeholders are the corporates, students and the
institutes. Any expectation and service delivery gap can
lead to low quality of education delivery. Accreditations
help to judge the institutes and their course curriculum
against pre-defined standards. Most of the time it is
observed that expectations gap is due to the lack of predefined standard which can be seen and measured. Most
institutes which are not accredited fall far short of these
leading to serious expectations and delivery gap leading
to fall in the quality standards. But accreditations have
their own limitations. Most of the accreditations which
are offered are for the institute and the course which
may not cover all stakeholders in the education system.
Even the sub parameters based on which they are
evaluated varies from one accrediting agency to another.
So there is a need for an accrediting agency which can
cover maximum stakeholders, improving the expectations
gap. While accreditations play a significant role in quality
development, it is also equally important that institutes
have a quality focus orientation both in initiating and
maintaining the quality standards set forth by the institute
and accrediting agency.
The future ahead
Currently higher education systems in India are
undergoing a major transformation. Maximum focus in
this transformation is focused towards quality education.

Management education in India which also falls under
higher education is also following a similar trend. With
steep competition in management education, quality is
one of the most important factors which can make an
institute stand apart. Quality delivery in educational
institutes is influenced by several key stakeholders like
the institutes, students, corporate and government. It is
expected that the quality outcomes will be influenced
by the above stakeholders, so an ideal scenario is to
manage the expectations of most of the above key
stakeholders. Institutes themselves need to play a crucial
role in becoming aware in quality delivery of education.
India will be slowly moving towards compulsory
accreditations with the passage of National Accreditation
Regulatory Authority for Higher Educational Institutions
Bill in the parliament. This will make accreditation
mandatory in higher education which was earlier only a
voluntary institutional exercise. Another area of concern
is the student’s employability which needs strong focus.
This area can only be improved through frequent
interactions with the corporates which will help the
institutes in being aware of the latest trend in the
corporate world and also preparing the students to match
corporate expectations better. With a serious demand
and supply mismatch where most the institutes are
unable to match the quality and competition, some of
the institutes have applied for shutdown to AICTE, while
many more are waiting for situation to improve else they
may also meet the same fate. While accreditations play
a key role in enhancing the quality standards and
managing the expectations of key stakeholders, it still
needs to cover maximum stakeholders influencing the
quality delivery of management education.
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