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FOREWORD

It gives me immense pleasure to unveil the seventh volume of
Edusearch, a Peer Reviewed Bi-lingual Multi-Disciplinary National Level
Annual Research Journal. This has been a modest attempt of the Research &
Development Cell of our Nabinchandra College, Badarpur, to publish the
quality research works of eminent scholars, academicians and faculty members
of different colleges and universities across the country since 2014-15. We
believe this noble work will enhance research activities among the faculty
members of various disciplines of our college in particular and other higher
educational institutions in general. The journal, with its broad scope of bridging
literature, social sciences, pure sciences, commerce and management, is
dedicated to a challange of achieving academic excellence ofthe college.

Established in 1969 with less than 100 students in Arts stream,
Nabinchandra College, Badarpur, made a slow but steady progress towards
the present enviable status of a four stream college with around 4000 regular
students in Arts, Commerce, Science and B.voc (IT). It is inrecent years, the
college has made remarkable progress both in its infra-structure as well as in
its academic sphere. As of now, it is the only institution in Assam offering
B.Sc. honours in Ecology & Environmental Science and only College affiliated
to Assam University Silchar, offering B.voc in Information Technology. In
regards to academic excellence, every year a good number of students
achieve outstanding results securing ranks and Goldmedals. Besides, the
involvement of students in extracurricular and social activities is highly
appreciated. The role of NCC and NSS Units ofthe college in this regard is
remarkable. Moreover, coaching for IAS, ACS and other competitive
examinations organised by the Career Counselling & Placement Cell of the
college has been proved very much effective for the students in regards
to their placement.

The Research & Development Cell of the college is a platform for the
faculty members, scholars as well as students to promote their research
activities. Publication of the annual national journal Edusearch is one of the
best efforts of the Cell to encourage participation of the faculty members and
the students in research endavours and exchange ofideas. Moreover, the
Research & Development Cell of the college has also been playing a vital role
in publishing good quality Annual Megazine of the students “Nabin Jyoti”,
Wall Megazine of each department and also in preparing Seminar Papers by
the students for departmental seminars.



The present volume of Edusearch explores thematic ideas and
empirical findings in relevent issues of Economics, Commerce, Management,
Political Science, History, English literature, Bengali literature as well as
Persian literature. It consists of'as many as fourteen number of research pa-
pers and articles contributed by the eminent scholars and faculty members of
various colleges and universities across the nation. A good number of se-
lected papers have been contributed by the faculty members and scholars of
different colleges and universities, indicating Edusearch a hub of attraction
of'the scholars for publishing their research works. It is pertinent to mention
that all the papers selected for publication in this volume have been throughly
tested for plagiarism through ‘Turnitin plagiarism checker’ and reviewed by
the concerned members of Peer Review Team consisting of high profile aca-
demicians.

This seventh volume of Edusearch was supposed to be published in
January 2022, but due to covid-19 pandemic followed by repeatation of
devastating floods in Assam, it was not possible to work out in time.
However, our solid determination and sincere efforts of all concerned made it
possible to publish the present volume in June, 2022. I take this opportunity
to extend my heartfelt thanks to the esteemed members ofthe Peer Review
Team, the Research & Development Cell, the Editorial Board, the contributors
and all who supported the process of publishing this journal. [ hope Edusearch
will continue to come out in the month of January every year with better and
better quality in all aspects of a national level research journal.

o
Dr. Mortuja Hussain
Principal

Nabinchandra College, Badarpur



EDITORIAL

Research in diverse field of education is very imperative for knowledge
driven growth of an economy. In the globalized world of competition, intensive
works ofresearch generates noval and innovative ideas which help a country
to build up its own credibility in the international level. Expanding knowledge
and outlook of'a chosen discipline outside the classroom education become
very essential to face global competition by the knowledge aspirants. In this
arena, quality of research is very pertinent to improve teachimg-learning in the
higher educational institutions, which really benefits the students, the teachers,
the society and the country at large. Promotion of research activity in a large
and diverse economy like India will pave the way to evolve as a knowledge
reservoir in the globe. Hence, research activity in an academic institution is
significant for its sustainability and development which contribute largely in
the country’s knowledge reservoir. But the quality research is one of the major
constraints faced by many academic institutions in India. In this perspective,
Nabinchandra College, Badarpur through its Research & Development Cell
has been working to encourage quality research works among the academicians
of various disciplines through its modest attempt of publishing the Peer
Reviewed Bi-lingual Multi-disciplinary National Level Annual Research Journal
‘Edusearch’.

The present volume of the journal contains as many as fourteen number
ofresearch papers, of which eleven papers are in English section and three
papers are in Bengali section. In English section, the first paper exposes how
sustainable mobility as a concept has been conveniently ignored for a long
time which has now turned into an imperative rather than a choice. The authors
in the second paper empirically delineate how the timely services with trust
worthy behaviour of the bank employees and their personal relation with
customers largely affect the bank selection and retention of the customers.
This has wide relevance in the present day’s competitive business in banking
sector. The third paper draws the attention to the impact of covid-19 on
India’s stock market indices, which interestingly reveals that although covid-19
had certain influence on the stock market indices Nifty and Sensex as well as
on the exchange rate between US dollar and Indian rupee, the effect was not
significant as it could have been. The fourth paper focused on changes in
agrarian relations during the British rule highlighting the fact that with the
accession of British rule in 1830 the Barak Valley of Assam was continued
with tea plantation in hilly region and crop cultivation in plain region, attracted
huge Bengali migrants and fortune-seekers to this valley, which in turn changed



the picture of agrarian structure ofthe valley. This has great historical relevance
of'the valley’s economy.

In investigating the micro enterprise performance in Barak Valley of
South Assam the author of'the fifth paper empirically reveals that business
experience of the entrepreneurs is relatively stronger, while education of the
entrepreneurs is relatively weaker determinant of the micro enterprise
performance, delineating the fact that skill of the entrepreneurs is more
important than their education to perform better in business activity. These
findings have great policy implications for the development of micro enterprises
in face of ongoing agricultural crisis in the valley. The sixth paper is an attempt
to understand the nature and extent of people’s participation in Gram Sabha
meetings, which exposes that Gram Sabha is not functioning as effectively as
it is required and is often gets dominated by the ruling elite in the villages, who
excludes and deters popular participation in the body. It has implications in
the success of democracy and decentralization of power. The seventh paper
explores the concepts and scope of CSV- Creating Shared Value, reveals
that CSV has evolved into an alternative that pushes the boundaries of CSR-
Corporate Social Responsibility, and it is a groundwork for creation of
economic value while addressing social exigencies. The concept of CSV has
received a lot of attention from researchers and businesses. The author in the
eighth paper draws attention to the influence of Persian culture on Rabindranath
Tagore, which has great value in the study of literature. The paper nicely
presents some glimpses from the life of Tagore and shows the impact of
Persian culture in his thoughts and literature directly and indirectly. It is the
ninth paper which exhibits the challenges and remedies of primary Islamic
education in urban areas due to the rapid changes in lifestyle of the people.
The study observes that parents are no longer in a position to follow the
traditional system of educating their children in primary Islamic education
without having any concrete substitute, and so it suggests the remedies for
getting proper education. The tenth paper deals with the study of cultivation
of medicinal and aromatic plants as source of profit generation and employment
opportunities. It reveals that although a large section of rural population in
North East India depends on biodiversity for their better health and life, certain
anthropogenic activities are identified as the main causes of losing the medicinal
plants diversity, for which appropriate measures are the need of time to save
the ecosystem. The eleventh and last paper exposes very articulately how
speech analytics has colossal scope in the business domain and is poised to
grow in a non-linear fashion, as evidenced by a case study. The analysis has
high relevance in business endavour as well as teaching-learning methodology.



In Bengali section, the first paper deals with the use of obscene words
in folk society. The author in the second paper analyses the milestone of female
apprehensions of Ashapurna Devi’s squatting, that dwell on Bengali literature.
The final paper exposes the Sathpurush dotcom of Sadhan Chattapadyay
which is a literary depiction of renewed erection of time in Bengali literatue.

We are pleased to announce the seventh issue of ‘Edusearch’ with a
belief that research papers contained in this issue would serve the interest of
the readers, students, teachers, scholars, academicians and researchers of
various disciplines, as well as the socio-economic activists and business
entrepreneurs. We also hope that the coming issues of this journal would be
more exhaustive and intensive in their research works. The Editorial Board
would like to extend its sincere appreciation and thanks to the honourable
member of the Peer Review Team, the Research & Development Cell, the
contributors and all who supported the process of publishing this journal. We
expect continuous support from all the research aspirants and other stake
holders to extend their sincere co-operation to place ‘Edusearch’ one of the
most successful journals in multi-disciplinary research endavours.

b

Dr. Nazim Uddin Khadem
Chief Editor
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Abstract

Sustainable mobility as a concept has been conveniently ignored
for a long time which has now turned into an imperative rather than a
choice. Stakeholders of businesses are concerned about sustainability as
an agenda like never before. The burgeoning environmental activism is
forcing enterprises to jettison their tone-deaf response towards
sustainability. Today, it is one of the most essential area of focus to
accelerate the speed of achieving the broader objective of Sustainable
Development Goals (SDG). It is estimated that by 2030, there will be a 50
per cent increase in the passenger traffic, exceeding 80,000 billion
passenger-kilometres ('), and a 70 per cent increase in volume of freight,
globally, for which India and China together would be responsible for
54% of global surface freight demand("),which makes mobilising of people
and goods a herculean task requiring synergistic efforts from all to find
solutions for it and implement it.

In 2018 India and China (two of the most populated nations in the world)
both showed a growth of 6.8% and 7.1% (') respectively with an aim of
shifting towards dynamic, low-carbon economies. India moved on track to
exceed the renewable target of 2022 by accelerating the wind and solar
installation. Both the nations are witnessing unparalleled growth in urbanisation
with megacities of inhabitants of more than 10 million. Both the nations have
taken sustainable urbanisation and development seriously. Transport provides
a crucial link to reinforce economic and social developments which becomes
essential to reach the SDGs. China is the largest EV manufacturer and India
has also pledged to sell electric vehicles by 2030.

EDUSEARCH ISSN 2395-7298 13



Transport is the primary consumer of fossil-fuel energy so it is a critical
link to achieving the goal of ensuring access to affordable, reliable, sustainable
and modern energy for all (SDG 7). It enables the building of resilient
infrastructure (SDG 9) making sustainable human settlements and cities (SDG
11). Like in other sectors, technology will also set the future of the mobility
sector. Autonomous vehicle technology which will be integrated into a bigger
system would be used to optimize roadway utilization and would help save
tons of money in future infrastructure expansion. The world bank at the global
level is providing help to the transport sector by bringing together a high-level
group of stakeholders who pledge to transform mobility, including the UN
bodies, non-governmental organizations, academia, government donors,
multilateral development banks, and global civil society. The world bank group
has also included the vision of sustainable mobility in its transport lending.

Awareness on sustainable mobility has improved and fostered in the
past few years with initiatives like the “One planet city challenge mobility (™)
programme coordinated by the World wildlife fund’s (WWE’s) global cities
team in Sweden, taking actions in China, India, Mexico, Vietnam, Thailand,
the Philippines and Indonesia, Malaysia and South Africa during 2016 and
2017. India has worked on sustainable mobility but has still got a long way to
go from building high quality paid rapid transit and development in walking
and cycling infrastructure, to catering to 200 million (expected by 2030)(*)
new urban population, with efficient mobility and reducing GHG () emissions.

The Chicken and the Egg Problem in Developed Markets:
Sustainable mobility, particularly electric car adoption, is confronted with
challenges in the west too. The share of EV sales in US is only two to three
percent of total auto sales, so far. People are unwilling to buy more electric
cars in absence of adequate charging infrastructure, and start-ups and utility
companies, on the other hand, are also reluctant to install charging stations
investing halfto one million dollars without enough EVs running on the roads.
Hence, this turns out to be a typical chicken and egg problem. So far, only
Tesla has been partially successful in installing coast to coast charging
infrastructure, which again is hit by the roadblock, high upfront costs of buying
an electric car.

So, “the biggest hurdle ahead is consumer acceptance”, as commented
by Jessica Caldwell, an analyst at auto-data firm, Edmunds'. However, tax
incentives to bridge the price difference between combustion engine cars and
electric cars can accelerate the adoption rate in United States.

China’s Story

China, known for its early adaptability of newer technology has proved itself

EDUSEARCH ISSN 2395-7298 14



as a pioneer in this space as well. Shenzhen, China is the first city in the world
to fully electrify its bus fleet. They have focused on technological nnovation in
upcoming niches like renewable energy, next-generation telecommunication
technology, advanced nuclear energy etc. According to the statistical data,
China has been behind only the United States in R&D by measures like the
share of GDP spent on research and development R&D, number of academic
research papers etc. But they have surpassed these limits in 2016 proving to
be the best country in terms of R&D. The data from the World Bank shows
i the payments made by China for intellectual property in 2015 were 22
times more than in other countries. They have managed their best to exploit
the huge market size they possess to cover up the costs of either acquiring
foreign technology or making progress in the field of learning to compete with
foreign technologies.

In Asia, China tops the list of top ten cities of “Kantar’s transforming
cities index” for the region with its 3 cities in the list. In its five-year plan
(2016-2020), China focused intensively on green and low-carbon
transportation initiatives, and covered areas like public transport, efficiency in
transport, new energy vehicles, alternative fuels, cycling and pedestrian
infrastructure and upcoming green technologies in transport. In its plan for
“Shanghai 2035” intense investment was allotted for extending the subway
network to 1000 km by 2035 (™).

How did Shenzhen reach a 100% electric bus fleet ?

Shenzhen (China’s first special economic zone) has 16000 electric buses and
22000 electric taxis®, and this was not the case before, people were used to
waiting for diesel buses at the stations with rattling engines. But now the buses
are more power-efficient and produce zero noise, for which people have
requested adding artificial noise to the bus as stated by the deputy general
manager at Shenzhen Bus Group (largest of the three main bus companies in
the city) - Joseph Ma. But the shift of these diesel buses to electric buses are
not just restricted to reducing noise pollution but is also expected to reduce
C02 emissions by 48%(°) and eliminate pollutants such as nitrogen oxides,
particulate matter and non-methane hydrocarbons. In discrete numbers,
Shenzhen Bus Group estimates that they have conserved 1,60,000 tonnes of
coal per year and reduced annual CO2 emissions by 4,40,000 tonnes, and
have also made a huge jump in their finances by reducing their fuel bills to
half.

EDUSEARCH ISSN 2395-7298 15
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Generous subsidies by the local and central government have been the reason
for such fast implementation at this scale. For operations, if the company runs
a distance of 60,000 km, they get 5,00,000 yuan (approx. 57,22,396,56
INR) from the local government, leading to more than half of the cost of these
buses being subsidised by the government. There are around 40,000 charging
piles in the city with a major depot in Futian which can accommodate around
20 buses at once. In one charge the buses can travel up to 200 km per charge
and are charged (in 2 hours) daily overnight.

Problems that still persist.

Shenzhen has the advantage ofhaving a flatter surface which made
100 percent electrified public transit reasonable for both government and
providers, but with the government reducing its subsidies(*"), initiating electric
buses elsewhere could be very expensive. Geographical changes like the hills
near Hong Kong have created problems for these electric vehicles in the trial
phase, northern parts of China which gets extremely cold in the winters causes
a reduction in the power generating capacities of the batteries.

In Shenzhen, the problem of charging infrastructure is still persistent
for the taxis and has been considered to be a bottleneck to the strong growth
of EV adoption by many experts in China.

What can be done to solve it ?
With the growing trend of increasing investments by the public and
private funds in the EV charging infrastructure in China and around the world,

EDUSEARCH ISSN 2395-7298 16



the efficiency and effectiveness of the deployment of these investments would
be crucial.

An ideal effective charging deployment would include the following
measures:

1. Agile operations and user friendly

The charging infrastructure should be able to cater to the diverse
demands of charging and fast speed so that more and more vehicles can be
charged to keep up with the whole ecosystem. Electric logistics vehicles
(ELV’s), taxis, buses, etc. Will have their pattern of charging and needs which
the infrastructure should be able to serve. Responsiveness and agility would
also play big roles to maintain the growing pace of this segment. Passenger
EV’s can afford longer charging patterns and needs but this is not possible
with commercial vehicles.

2. Optimised based on the charger usage

Optimisation plays an important role in the charging infrastructure.
The lesser the frequency of vehicles recharges, the better for serving a larger
pool of vehicles. The system should understand the amount of charging which
will be required in a day so that fixed costs of installing more and more chargers
go down and the revenue generation increases. This will not only make the
whole concept sustainable but also economical. Target can be set on the
high-use vehicles segment such as taxis, buses and ELV’s (the three highest-
use vehicles segment in China) which would foster a sustainable charging
environment.

3. Sleeks the tricky soft costs

Major attention to the cost reduction focuses on the high fixed costs
incurred by software, hardware, grid hosting capabilities etc. so that a much
more cost-efficient system can be developed. But there are “soft costs” which
can amount to up to 60% of the hours (*, 2020) during the development
process of the stations, which needs to be reduced. These costs include
permitting delay, utility interconnection requests, reengineering of a project
because of optimisations done based on incorrect information, conformity
with a balkanized framework of regulations (*) etc., which have proved to
be significant cost drivers in the United States. Hence special attention to this
cost will extricate nuanced financial constraints.
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4. Make full use of the government support

Sustainability comes in the long run but government support like
subsidies acts as a catalyst to overcome initial problems and attain sustainability.
Providers should make full use ofhelp like preferential utility rates, which
limits the cost of electricity to the operators and subsidies for construction
costs which combined helps the charging stations to attain break-even faster
than the normal market conditions. Shenzhen is a good example where a
charging station requiring 60 kW and needs to work for 8.3 percent of a day
required only 7 percent (*') of these supportive policies which made a big
difference between a system of low investment and the one which requires
capital support in abundance.

Taking all of the measures into account, “Sun Mobility”, an Indian
joint venture between the SUN group and the Maini group has come up with
a different approach of separating batteries from vehicles and creating a “pay-
as-you-go” model. The company is co-founded by Chetan Maini(co-founder
and chairman) who is in the field of sustainable mobility since 30 years and is
best known as the pioneer in electric vehicles for building REVA, India’s first
electric car (sold inover 24 countries(®)), Udey Khemka (co-founder and
vice chairman) also the promoter of Sun group with an experience of over
three decades as an entrepreneur and an advocate of clean energy, and Ajay
Goel (co-founder and executive director) having experience of 12 years in
turning around and scaling innovative companies. He has also led Tata Solar’s
turnaround as president and brought out varieties of innovative ideas. He is
currently leading the commercial aspects of Sun Mobility. The vision of the
company is to create a network which is universal and inter-operable
infrastructure to give boost to the mass adoption of sustainable electric mobility.

The total energy consumption in India with conventional sources is
approximately close to 692 MMtOE, whereas the expected rise in this
consumption is approximately 1440 MMtOE by 2030 ('), and the transport
sector is a major energy consumer which emits 13% carbon emission from
the energy sector. The Indian government has been active in planting a
decarbonised resilient transport which will help implement the Paris Agreement
on climate change within the transport sector to support net zero-emission,
and climate-resilient economy as quickly as by 2050.

EDUSEARCH ISSN 2395-7298 18
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But according to Maini, affordable EV’s in the Indian markets are far away
from the near future, hence to speed up the adoption and to bring down the
overall cost of EV’s in the short-term, innovative models around battery
swapping and leasing have to be developed. Recently even the Indian
government has also focused on making India 100 percent capable('') of
making lithium-ion batteries because of the abundance of lithium with an aim
of fostering the “Make in India” initiative. The idea of building a business
around batteries came into the mind of Maini when he reflected on the reasons
for the failure of mass deployment after being a part ofthe EV industry for 20
years, even though the technology was up to the mark, four times more efficient
than fossil fuels and sustainable. He came up with the following finds of the
Indian market:

1. Price plays an important role in the Indian market, and although technological

advancement has taken huge leads and the prices of electric vehicles are still
sky-high compared to conventional vehicles, 30% - 50% of the overall price
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(™) was coming from the batteries themselves. To give an overview of how
it affects the overall pricing he gave examples of prices of rickshaw which
cost Rs 1.5 lakh (conventional variant) to jump up to Rs. 3 lakhs (electric
variant), a Rs. 60000 scooters (conventional variant) to jump up to Rs. 1.2
lakh (electric variant), has kept the buyers hesitant.

2. Anxiety over the range has been another key issue and to tackle it producers
can come up with better and more varieties of range but again it comes down
to piling up more costs.

3. Timing of refuelling is a hurdle in an impatient market like India where
people are accustomed to 5 minutes refuelling time, whereas conventional
charges approximately take 5-8 hours of charging and even fast charges take
a minimum of 1 hour. And in the Indian market where every single customer is
a source of livelihood, especially public transporters like rickshaw drivers
can’t spend an hour in the gas station to recharge.

Recognizing these 3 key issues, sun mobility found out that separating
the batteries from these EV’s and the auxiliary systems can bring EV’s to cost
the same as the conventional internal combustion engine vehicles. Then
swapping these batteries as fast as a couple of minutes which is faster than
filling petrol, they can solve the problem of charging time, and finally as the
charging time is fast the range anxiety would be less. This idea of Sun Mobility
was awarded “‘the Michelin International Mobility Award at the Blue Ocean
Awards” () for bringing innovative solutions to the unexplored and
uncontested market space.

After coming up with the idea they had to design a kiosk-like station
that would allow the deployment of infrastructure quickly, which theymanaged
to do and deployed 10 of them in NCR where over 100000 e- rickshaws
with lead-acid batteries are prevalent, with a charging time of 6-8 hours and
arange of 70km a day and weighing over 30kg. Comparatively, sun mobility’s
batteries weigh about 13kgs and are swappable which can run up to a range
of 140 km a day, indirectly doubling the income. They made full use of
technology and made the stations air-conditioned (increasing battery life),
fully automatic and computer-controlled. With this the company is focusing
on the commercial EVs because of the huge opportunity of shared mobility
(like food and goods delivery) in the coming future, and also a huge chunk of
Indian companies like Zomato, Swiggy and Flipkart are focusing on making
their deliveries through EV’s being cost-effective.
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To scale up the business, the company has partnered with industry
leaders like Ashok Leyland, helping them pursue a three-pronged strategy
(*) for electric mobility starting with intra-city buses and gradually adding
deliver trucks (12 tonnes), Bosch (26% stake in sun mobility (*9)) to cater
diverse powertrain technologies and provide electrification to combustion
engines, Indian Oil Corporation Ltd (IOCL) for expanding the coverage to
immediate swapping stations at nearest fuel pumps providing instant charging
services to EV owners, Piaggio providing electric vehicles which will be using
sun mobility’s swappable batteries, Zyngo helping them to extend services to
e-loaders/carriers which provides support to last-mile delivery service, and
Uber which will be leveraging sun mobility’s energy infrastructure platform
providing a mass-market to the company.

Solutions provided by Sun Mobility for Buses, 2 wheelers and 3
wheelers

1. Smart Battery - A lightweight long-lasting Lithium-ion battery optimised
with Intelligent Battery Management System ensuring high level of safety. It is
equipped with 30 onboard sensors and GPS tracking system which ensures
safety against theft/ misuse. The design of the battery is kept modular, pon-
dered to the future usage, specially to the Indian conditions. For example, 1
battery for one 2-wheeler, 2 batteries for an e-rickshaw and 3 batteries for an
e-auto.

2. Quick interchange station - A compact station which has the capacity to
cater vehicles from 2-wheeler to a ““sub-one-tonne’ micro truck, strong enough
to provide 2 minute swapping time and going upto 200 battery swaps per
day. While charging these batteries the charging station has air conditioning to
keep temperature under control. It is also enabled with key fobs which use
RFID, helping not only in protecting the system but also enables digital
payments for the energy consumed.
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Plug and Play Docks - These docks are software enabled which makes
them integration enabled for OEMs. The company has also kept cost and
time into consideration and created a plug-and-play concept which enables
customization and ability to provide service to 1,2or 3 docks as per the need.
It is also equipped with a locking mechanism which mitigates the risks associ-
ated with misuse or theft.

The company also has a smart network of agents, drivers and partners.
The agents have the agent app which helps them access vehicle wallets with
credits and swap assists. For the drivers the driver app helps them be updated
with the state of charge, range of distance to empty, nearest quick interchange
station (QIS) etc. And the company has a portal which will help the dealers to
cater the customers and map vehicles to each of them.

Challenges ahead :

Though the model seems to be promising for lower middle-income markets
like India, however, the road to total adoption wouldn’t be easy. The scalability
ofthis model demands technological, social, and administrative collaboration.
In a federal structure like India, it turns out to be extremely challenging in
diffusing innovation, particularly, when it challenges the existing status quo of
multiple participants in auto business.

The National Electric Mobility Mission Plan (NEMMP) 2020 provided
a vision and roadmap for the Faster Adoption and Manufacturing of (hybrid
and) Electric vehicles in India (FAME India) in the country. It was launched in
phases, the first phase (2015) focused on promoting the manufacturing of
hybrid and electric vehicles and ensuring sustainable growth in India. And the
second phase with a massive budget outlay of Rs 10,000 crore in April 2019
to foster the initiative, but the dream of creating a demand-side pull for EVs s
a distant dream in the present context, hence the government has extended
the second phase of FAME by two years to March 31, 2024 (*%). Even
efforts like Production Linked Incentives (PLI) () scheme were not enough
to improve the conditions and forcing regulations to adopt EVs would lead to
severe resistance from customer end. Also, drastically restructuring tax policies
to accelerate adoption may not be feasible for India considering the state of
fiscal health.
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Synopsis :

In 2018 India and China (two of the most populated nations in the world)
both showed a growth 0f 6.8% and 7.1% respectively with an aim of shifting
towards dynamic, low-carbon economies. With unparalleled growth in
urbanisation, transportation has become a crucial link to reinforce economic
and social developments as well as attainment of Sustainable development
goals (SDG’s). The case goes through China’s story of achieving a 100 %
electric fleet in Shenzen and the problem that still persists for them. It then
covers the unique solution and idea ofthe “pay as you go” model of tackling
the problems, provided by Indian joint venture “Sun Mobility”. This model
helps the Indian public transit system to reduce charging time, range anxiety,
and pricing of the EV systemin “Lower Middle-Income Markets” to increase
the adaptability of Electric vehicles.

Learning objectives :

The case lays out an opportunity of comprehending the concept of consumer
behaviour in the bottom of the pyramid (BOP) and emerging markets, strategic
marketing and management.

Going through the case students will understand the following :

1. Importance of transportation in building a growing sustainable market.

2. Diffusion of mnovation and challenges in technology adoption.

3. Importance of pricing, convenience, and strategic management in lower-
middle-income markets.

4. Business model and technological innovation at Bottom of the pyramid and
emerging markets

Position in the course :

The use ofthis course is ina post-graduate level marketing program on strategic
management, consumer behaviour in BOP and emerging markets and
marketing strategy.

Relevant readings :

Assignment questions :

1. What was the reason for the 100% EV fleet in Shenzen and the potential
risk in coming years for the Chinese market.

2. What is unique about the solutions provided by Sun mobility that can be
adapted to grow and strategically position in the global market.

3. What is the Chicken and the Egg problem in developed markets discussed
in the case study ?

4. What is the potential risk which lies ahead of sun mobility?
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5. What is essential to know for a strategic marketer when it comes to “Lower
Middle-Income Markets”?

Teaching plan :
The teaching note is designed for a 100 minutes session. The suggested time
allocation is as follows:

Discussion point Time (minutes)

Case outline 5

Concept of Sustainable mobility for Lower

Middle-Income-Markets 15
The Chicken and the Egg Problem in

Developed Markets 10
China’s growth story 10
How did Shenzhen reach a 100% electric bus fleet ? 10
Problems that still persist and solution to it 15
Case of Sun Mobility 10
Strategy of scaling up the business and

products of sun mobility 15
Challenges ahead 10

Case Analysis :

The instructor can commence with the background ofthe case and
ask students to introduce the case to the forum. The mitial discussion would
focus on sustainability as a critical agenda and need to address the imminent
existential threat which could erase human race from the planet. Next, the
mstructor can emphasise the importance of adopting sustainable mobility to
mitigate the major carbon emission caused by transportation industry,
contributing significantly to global warming.

Diffusion of innovation theory by Everett Rogers
Chasm theory by Geoffrey Moore

Everett M Rogers theory of diffusion of innovation is a widely read
concept in business studies and behavioural science. The model is very relevant
in the context of technology products and services. Rogers is one of the prime
contributors to the theory of innovation- diffusion. His work primarily focused
on four elements, which he described to be the linchpins in the process of
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diffusion. The elements he identified were innovation itself as an entity and
primary reason for acceptance or rejection of it, the channels of diffusion
which carry the concept and acts as vehicle for diffusion, the time periodof
diffusion process and the individuals in a social system to whom it is targeted.’

Rogers’s narrative of effective innovation has become a bedrock for
all future research in this field. His clarity, based on keen observation and
research, has unearthed immensely insightful facts on why and how people
adopt new innovations. According to Rogers’s, for any innovation to be
successful, it is imperative for it to have high relative advantage for mdividuals
masociety. It is also vital for the innovation to fit appropriately into the existing
cultural value system, norms and regulations, which he termed as compatibility.
The diffusion of any innovation is essentially accelerated by simplicity i.e., the
lesser complicated it is, more probability of higher adoption. Trialability is
also linchpin in the process of adoption as, this reduces the uncertainty and
anxiety in adopting something new. He also proposed observability as one
ofthe vital characteristics of innovation, the capability of the innovation to
demonstrate its adoption more visibly usually leads to faster adoption. He
further identified heterophily as a deterrent in effective communication of any
innovation, as it quite natural for individuals who are like each other to listen
to each other. He presented the process of innovation diffusion in five stages,
namely, knowledge, persuasion, decision, implementationand
confirmation. He also Classified individuals in a society into five different
segments depending on the degree of risk that they are willing to take while
adopting any innovation. The highest risk takers are called as innovators,
representing only 2.5% of'the population. Innovators are followed by early
adopters who represent 13.5% of'the society. Early adopters are followed
by early majority with 34%, followed by late majority, again representing
34% of'the population and eventually followed by laggards who represent
16% of most skeptical and dogmatic individuals in a society'. He asserted
that the adoption of any innovation is catalyzed by opinion leaders and change
agents.

However, Rogers’s theory was refined by Geoffrey Moore', who
proposed the concept of Chasm, a deep pit in the process of adoption of any
new behavior, which appears immediately after adoption by innovators (2.5%)
and early adopters (13.5%). He narrates that many innovation or social
projects fail in early stages as, the orchestrators of those projects are unable
to discern the specific reasons for which different categories of individuals,
mentioned by Everett Rogers, show willingness to adopt the behavior. The
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reasons are distinctively different from one category to another. Hence, there
is aneed for strategic calibration to make the agenda relevant for each category.

C K Prahalad 12 principles of Bottom of the Pyramid focuses on
paradigm shift in the way value creation takes place for customers. The
deprived or low-income markets are very different from developed markets
and hence, the principles of adoption of any product or technology are
fundamentally different. The twelve principles are :

Quantum jump in price-performance

Innovation with hybrid solution

Scalable and transportable operations, across cultures and countries
Sustainable development-Reduced resource intensity — eco-friendly.
Radical product redesign from the beginning

Process innovation is key

De-skilling of work

Educate Customers

9. Rugged Products to work in hostile environment

10. Specific Distribution methods

11. Challenging existing Assumptions

N R WD

(Endnotes) :
'Rogers M Everett and D Lawrence Kincaid (1981): Communication
Network: Toward a New Paradigm for Research, New York, Free Press.

‘Rogers M Everett (1962): Diffusion of Innovations, First Edition,
Macmillan Publishing, New York, pp. 2.

iRogers M Everett (1983): Diffusion of Innovations, Third Edition,
Macmillan Publishing, New York, pp. 20-25.

iMoore, G A. (1991).

Crossing the chasm: Marketing and selling technology products to
mainstream customers, New York, N.Y.: HarperBusiness.
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Abstract:

The intricacy in reckoning relationship approaches for commercial
banks requires a stimulating foundation of clients’ friendly services. In
the present context, the banking business experienced difficulty in defining
the relationship power, as the banks are persuaded by the value proposition
of the products offered and the quality of services provided to the
customers. The understanding of these impetuses would perceptibly
subsidize towards attaining suitable strategies for relationship building.
Indian banks have been caring that the key to achieve the feat in a feasible
and viable environment is to emphasis on building and upholding a
relationship with the customers. The main purpose of this paper is to
examine the perceptions of bank employees on CRM in the banking sector
particularly private sector commercial banks operating in Goalpara
District of Assam.The research design consists of exploratory in nature
whereby different aspects with regards to CRM in the banking sector have
been extracted from literature review and tested on a sample size of 24
number of employees working in the banks selected, taking 3 each (one
manager and two front office employees) from 8 number of branches.
Based on BSQ scale, variables were selected and analysed through Garret
ranking technique. The study indicated that bank personnel’s involvement
is very essential for building CRM. The important factors influencing the
customers for selecting a bank is timely services with trust worthy behaviour
of the employees. Personal relation of the employees with their customers
matters a lot for selecting the bank and retaining the customers.
Keywords: Private Sector Banks, CRM, Perception, Bank Employees
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Introduction:

Customer relationship management (CRM) is a dominant fragment of business
organisations. CRM is the arrangement of organizational information systems
that empower the organizations to offer services for customers, analyse
customers information and manage their relationship with clients successfully
(Khodakarami and Chan, 2011).Therefore, the relationship marketing got
added attention from researchers and experts during the last decade of
20"century because it assists and involves the organization for generic service
characteristics. The CRM has appeared as an essential marketing action for
businesses in a competitive situation. The statistics suggest that businesses
devote more to obtain new clients than to hold the existing ones (Mehra,
2000). Hence, business firms are now giving more overhaul to their relationship
with the customers to retain them and intensify their share for customers
purchases. The CRM embraces that the key driver of company’s viability is
the collective value of the company’s customer base (Kotler, 2003). Berry
(1983) viewed relationship marketing as identifying, acquiring, developing and
retaining customers. Christopher (1992) viewed relationship marketing as a
means to crack existing and new customers into regularly buying clients and
then gradually move them through being supporters of the company and its
products. Sheth and Parvatiyar (2001) defined CRM as a “comprehensive
strategy and process of acquiring, retaining and partnering with selective
customers to create superior value for the company and the customer”. Osunde
(2014) defined CRM as a prerogative of one-to-one communication for
effective marketing and responding to the different clients for their queries
raised. It is a management tactic that empowers the organizations to recognize,
to persuade, and to intensify the quantum of holding the lucrative customers
by managing proper relationships with the customers and purposefully
recognising the most important customers. Hence, understanding the perception
of employees/officials of the organisation is essential for evolving effective
CRM strategies.

Review of Literature:

The aim of reviewing the findings of the previous studiesis to emphasize the
relatedness of the subject explored that follows the path of the problem
undertaken in the present study. Rootman et al. (2007) conducted a study on
variables influencing the CRM of banks in South Africa through structured
questionnaires. The items considered for the study were related to the three
independent variables viz., attitude, knowledgeability, and two-way
communication, and the dependent variable viz., CRM. The findings of the
study revealed that the variables- knowledgeability and attitude of bank
personnel have a significant influence on the success of the CRM strategies of
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the banking sector in South Africa. Popli and Rao (2009) reviewed CRM in
Indian banks and found that the private sector commercial banks are
implementing the CRM practices more successfully than that of public sector
commercial banks. The study indicated the innovative nature of the private
banks in understanding and consequent relationship-building strategies with
their customers. Kumar and Velu (2011) attempted to study the CRM in
Indian retail banking industry and found that the absence of cognizance with
the bank employees as well as embracing of CRM packages offered in the
market are the major hurdles to the implementation of CRM. The study
recommended that the execution of a proper CRM package might be
accomplished if the bank generates the precise atmosphere, culture, philosophy,
and attitude of the employee which aims to assist the customers in the right
method with the appropriate technique. Ganguliand Roy (2011) identified
four common dimensions in the technology-based banking services viz.,
customer service, technology security and information quality, technology
convenience, and technology usage reliability to assess the impact on
customers’ satisfaction and loyalty. The study found that customer service
and technology usage reliability have a positive impact on customer satisfaction
and loyalty indicating customers’ inclination towards better services and
reliability of technology use. Singh and Kaur (2011) attempted to explore the
factors impacting customer satisfaction in select Indian universal banks and
found that customer satisfaction is influenced by seven important factors namely,
employee responsiveness, the appearance of tangibles, social responsibility,
services innovation, positive word-of-mouth, competence, and reliability.

Chary and Ramesh (2012) in a study examined the CRM in the banking
sector based on primary data collected from a sample of 120 customers
taking 60 customers from SBI and 60 customers from HDFC bank of
Warangal District of Andhra Pradesh. The study concluded that if the banks
attended to the needs of the customers through CRM activity without any
time delay, it could create more customer responsiveness and a significant
customer base. The study experienced that SBI has been much more cautious
in implementing CRM strategies than the HDFC bank. The HDFC bank has
not been doing at par with the SBI in many aspects like data base management,
responding to the customers, and the other services as projected by the
customers. Fatma (2014) studied the CRM practices of retail banks in India
from the customer perspective and revealed that in the present situation,
structuringa permanent partnership with their customers is the key to retail
banking success in India. The study recommended that the CRM practices
can be worked out and employed to develop a continuing dialogue with the
bank customers and combined across the entire contact ideas. Vasanthagopal
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and Darli (2016) examined the CRM practices in the retail banking sector in
Kerala and concluded that concentrating on customer feedback and grievances
would help banks to win back customers who have a strong customer
background.

Bhat and Darzi (2016) conducted a study on determining the role of
employee’s perception towards CRM practices and customer retention. The
study revealed two prominent CRM practices ie, customer acquaintance and
customer positioning have significant positive impact on the customer retention.
The study indicated that the banks were able to understand their customers
and manage customer information properly to prevent customer defection.
It is evident from the review of earlier studies that customer relationship
management particularly in banking sector has not been given much attention
so far. In the context of ever compounding competition in the banking industry,
comprehending the perceptions of bankers as regards the components
contributing to relationship building is of paramount importance so that value
delivery can be maximized. The customer relationship management-based
services provided by banks to their customers are to be studied in-depth to
unravel the effectiveness of the banking strategies. Moreover, the studies
relating to the subject considered remained un-researched in the private sector
banks in the area under study.

Problem Statement:

The strength of competition in the banking business is increasing day by day
making the banking operations more challenging and complex. In the present
framework ofthe ongoing competitive environment, the bankers are performing
with almost homogeneous services. In this panorama, the bank customers
have numerous choices to switch over from one bank to other banks in pursuit
of better services accessible. Nevertheless, the banks necessarily have to
perform their banking operations in such a way so that the possibility of risk
of the customer switching over at any given point of time is minimised,
otherwise, banks will have to take the obligation of losing the required market
share and thereby declining revenue (Dash, Pattnaik and Rath, 2016). In
order to reduce the option of customer refraction; banks have to take
appropriate strategies and be equipped with customer-centric decisions. These
environments lure the review in promising CRM practices which would offer
apodium for retaining existing customers as well as attracting new customers.
The banks have therefore comprehended the datum that CRM is a
commanding means to reach success in their business and is an activation key
for the bankers to gain new customers and to hold the existing customers
(Blery and Michalakopoulos, 2016). Hence, the strategies in building the
relationship between banks and their customers need sorting of customers’
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perceived service quality which needs to be inducted into the employees
serving the customers.

Network of Private Sector Banks in the study Area:

The banking network improves financial exposition and business decisions.
The network can strengthen the viable position of banks in the distributing
process by refining quality and accumulating novelty to the banking products
and services. The Goalpara district of Assam is having a network of 19 number
ofbanks with 56 number of branches of banks; of which 41 number of branches
of commercial banks (33 branches of public sector banks and 08 branches of
private sector banks), 12 number of branches of RRBsie, Assam Gramin
Vikash Bank and 03 branches of cooperative Apex Bank (Lead Bank Office,
2021). The network of private sector banks in the district under study is
shown in table-1.

Table 1: Private Sector Banks Operating in Goalpara District
ason 31.03.2020

Private Sector Banks No. of
Branches
a) Axis Bank 01
b) HDFC Bank 02
¢) ICICI Bank 01
d) IDBI Bank 01
¢) Bandhan Bank 01
f) North East Small Finance Bank 2
Total number of branches 08

Source: Lead Bank Office (UCO Bank), 2021, Goalpara District, Assam.

Necessity of the study:

The study essences on the perceptions of bank employee relating to factors
influencing CRM practices of banks. The banking sector has been confronting
numerous complications in appealing to new customers and upholding the
existing customers to sustain the banking business. The technological
development leads to educated and well-informed customers, resulting which
customer satisfaction and faithfulness are facing a downward inclination. The
specific strategies for swelling the bank’s market saturation are to the
quintessence of obtaining new customers and maintaining the existing customers.
The CRM isa stratagem for information trailing about the preceding
communication ofthe customers and is a powerful tool for bankers to endure
in the present competitive world. The present study is an attempt to diagnose
the factors influencing CRM and to develop appropriate strategies to boost
the efficacy of CRM in private sector commercial banks.
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Objective of the study:

The objective of the study is to examine the perceptions of bank employees
on CRM in the banking sector particularly private sector commercial banks
operating in Goalpara District of Assam.

Research Methodology:

A sample of24 number of bank employees from the 08 number of branches
of private sector commercial banks under Goalpara District were selected
for the purpose of the study. With the help of the structured questionnaire
specially developed for the employees, data were collected to analyse the
perception of bank employees on CRM. The study mainly used the primary
source of data. The set of questionnaires was circulated to managerial level
and front office employees of the banks. Convenience sampling procedure
was followed to collect the desired information. The statistical techniques like
descriptive statistics and Garret Ranking were used to analyse the data.

On the basis of literature review and CRM models, the researcher
has considered the variables to examine the perception of bank employees
towards CRM practices. In this respect, variables considered are Knowledge
and ideas about CRM; Training and skills of the employees; Handling
customers’ grievances; Providing special incentives; Understanding business
benefit; Functional boundaries; Top management involvement; Effective
measurement and reward system; Attention to customers; Expectation of
customers; Cross functional working system; Making personal calls. Besides
these, 36 factors which influence customers on their selection of banks, and
the banker customer relationship, have been considered based on Bank Service
Quality (BSQ) scale as proposed by Bahia and Nantel (2000).These factors
have been grouped under three heads;bank products related variables; bank
services related variables and personnel related reasons.

Analysis and Discussions:

1. Demographic Characteristics

The demographic evidence provides data concerning research participants
and is necessary for the determination of whether the respondents in a particular
study are a demonstrative sample of the target population for generalization
purposes. Understanding the demographic profile of respondents in a study
of perception of bank employees on CRM is essential. Table-2 presents the
demographic profile of the sample respondents.
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Table 2: Respondents Profile of Sample Respondents

Demograph?c Category No. of Percentage
Characteristics Respondents (%)
20 - 30 years 5 20.83
Age 30 - 40 years 10 41.66
40 - 50 years 6 25
50 years and above 3 125
Male 15 62.50
Gender Female 9 37.50
Prefer not to say 0 0
Single 10 41.67
Marital Status Married 14 5833
Others 0 0
Graduate 13 54.17
Education Post Graduate 8 33.33
Others 3 125
Less than 2 years 5 20.83
Experience 2 - 6 years 9 375
6 - 10 years 7 29.17
10 years and above 3 125
Level of Front Office 16 66.67
Management Manager 8 33.33

Source: Self calculation by the researchers

It is depicted from the demographic profile of the respondents that
out of the total number of 24 respondents, 41.66 percent falls under the age
category of 30-40 years, 25 percent belongs to 40-50 years, 20.83 percent
comes between 20-30 years, whereas only 12.5 percent comes under 50
years and above. It can be visualized from the age-wise analysis of the sample
that 62.49 percent of the respondents are youngsters. While analysing the
gender of the respondents, it is found that 62.50 percent are male and 37.5
percent are female. With respect to marital status, 58.33 percent of the total
respondents are married while 41.67 percent are single. Out of the total
respondents, majority of them i.e., 54.17 percent are graduates, 33.33 percent
of the respondents are post graduates and only 12.5 percent are having other
degrees. With respect to years of experience, 37.5 percent of respondents
are having 2 - 6 years of experience, whereas 29.17 percent are having 6 -
10 years of experience, 20.83 percent of them having less than 2 years of
experience and only 12.5 percent belongs to the experience category of 10
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years and above. A sample size 0f 66.67 percent belongs to front office level,
whereas 33.33 percent are coming under managerial level. The analysis of this
demographic profile indicates a proper representation of respondents have
been pinched from various cluster to draw appropriate research conclusion.

2. Perception of Bank Employees: Garrett Ranking Technique

In order to find out the most significant factors which influence CRM
practices, the Garrett ranking technique is used. This technique offers the
change of orders of influences into numerical scores. The advantage of this
technique is that the factors are ordered based on their severity from the point
of view of respondents. Hence, the same number of respondents on two or
more factors may have given different ranks. As per this method, respondents
have been asked to allot the rank for all factors and the results of such ranking
have been transformed into score values with the help ofthe following formula-

100(R;;—0-5)

Percent position= i

where,
R, =Rank given for the i variable by j" respondents
N.= Number of variables ranked by j® respondents

With the help of Garrett’s Table, the percent position is estimated and
consequently, it is converted into scores by stating to the table given by Garrett
and Woodworth (1969). Then for each factor, the scores of each respondent
are added together, and then the total value of scores and mean values of the
score are calculated. The factors having the highest mean value is considered
to be the most important factor.

2.1 Bank products influencing the perceptions of bank employees
Bank products means any service or facility extended to an obligor by the
bank or any member of the bank. In order to analyse the perception of bank
employees relating to the influence of customers on selection ofbanks, Garret
ranking technique has been used on the banks product related variables based
on BSQ scale as proposed by Bahia and Nantel (2000).The following table-
3 depicts the ranking analysis of bank products influencing customers in their
selection of banks.
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Table 3 : Ranking Analysis of Bank Products influencing customers
in their selection of banks - Bank employees’ perception

Sl Bank (R |RIR|R|R|R|R|RIR|R|R|R |Total | Aveg. | g
No| Products|1 | 2|3 |4 |5|6| 7| 8|9]|10[11]|12 | of GS | of GS

1 | ATMFacility | O [10| 5|3 (6|0[0[0|0[0]|0|0 | 1599 | 666 | 2
2 | DematFaciliy | O | O] O[0|10|2]1]0|0|2]|6]|3 | 1093 | 455 7
3 | SevieeVaiety | 3 | O 2[13{3]|1]{2]0|0{0|0|0 | 1520 | 633 3
4 | Ambience 010|/0]0|0|3 |01 |11|5|4]|0]| 992 413 9
5 | PakingFaciliyl O | O] 0| 0[O0 |{3|7[4|1[9]0|0 | 1080 | 450 | 8
6 | LoanFaciliy |21 | 1[2[0{0|0[0|0|0|0]|0]0 | 1971 | 821 1
7 |teestRates | O |12/ 0] 0|1|{3|4]2|2|0][0|0 | 1472 | 613 5
8 | Safety Vaults 010]0|2|2|3[1|0|3[1[0]|12]| H0 392 | 12
9 | BankImage 0{0[0O|0O|O|O|O|13/0|6|3|2| 99 408 | 10
10 |No.ofBranches| O | O | 5| 1 (0|12 (260611120 | 467

11| ol 0| 1|10/ 5|2]|6|0f0|o|0]o]o]| 1403 ]| 622

12 | Advertisement | O | 0| O | OO |27 |2]|1]1]5|6| 957 399 | 11

(R = Ranks, GS = Garrett Score, GR= Garrett Rank)
Source: Self calculation by the researchers on the basis of response of the sample
respondents.

It is observed that thebank employees’perception across all the eight
bank branches and found that the loan facility has appeared as 1*rank, ATM
facility in 2" rank, service variety in 3"rank, debit/credit card facility in 4™
rank and so on. Hence, considering the respective order of importance, loan
facility and ATM facility along with service variety are foundas the major
factors influencing customers in selecting a bank. Hence, in order to evolve a
sound customer relationship management, branches of banks have to bounce
preference to provide loan facility and should be equipped with appropriate
ATM outlet to ntegrate with various services with their existing arrangements.

2.2 Bank services influencing customers in their selection of banks
Banks provide various services to attract customers such as giving loans,
providing credit and debit cards, digital financial services and door to door
services to its customers. An attempt has been made to analyse the perception
of' bank employees, Garret ranking technique has been used on the banks
service-related variables based on BSQ scale as proposed by Bahia and
Nantel (2000). The following table-4 depicts the ranking analysis of bank
services influencing customers in their selection of banks.
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Table 4 : Ranking Analysis of Bank Services influencing customers
in their selection of banks - Bank employees’ perception

No| some RIS |58 5[5 1515 |5 56| 5|5 5| oros|otcs|or
1| owin [ 6/0]0]0[3[0]6]0[3]0f0[5[1]0]1361|567] 6
2 | Bakingous | 0| 4| 0| 0|03 0[7[0[2]0|0|5|3[1137|474 | 10
3 | Mlly - Tololololofo|3|3|0fo|0]1]4]13 73 |330] 14
4 |goobor | s 110 3]0(0]|6]3[3|0f0|0|1]2[1387|578] 5
S| s | 0] 7 (13|01 2)0f0f0]0[1]0[0]0]|163%6 |82 | 2
6 | poiitin 10| 0| 1| 9|7|1]2]{0]1[2{1]|0]0]|0]|1401 584 | 4
7 | ot 1ol of1|0]9[3]0|2]0fo|0]2]6]1|1161|484 | 9
g [t Ngl3l6|1]|2]3]0]0f0|olo]ofo]o|1768]|737] 1
9 |BukChas |33 | 0|0[0|1|4]0[1[0]|1|1|0|0]|1444|602 | 3
10 |emerBarking| 1| 6|0 [0[0|0[2]1[1[3]|0|8|0[2]1198|499 |8
11 | Mobiealers | 00| of3[0|ofo]1[8[1]t1|0|0|0]1101]|459 |11
12 [foares |olof2]6|o|1]of7[1]|1]|3]3]|0]0| 1244518 7
13 g Jolof1[2|ofo]ofof6|7]|1]|2|5]|0]1045 |435 | 12
14 |Tespaeney |0 0| 0f0[2|0f1]0[0[8]6|2|2[3]9%4 |402]|13

(R = Ranks, GS = Garrett Score, GR= Garrett Rank)
Source: Self calculation by the researchers on the basis of response of the sample
respondents.

The variables relating to bank service facilities as reported by the bank
employees have been calculated by Garrett Rank method and is presented in
table - 4. As per bank employees’perception across all the eight bank branches,
it is found that quality of services placed in the1* rank followed by speedy
operations (2™ rank), bank charges (3" rank) and simplicity in procedures
(4™ rank) and so on. This indicates that good quality of services with speedy
operational practices and low bank charges are the decisive factors influencing
the customers for selecting his or her branches. In other words, quality of
service alongwith procedural simplicity and convenience is the most important
factor for evolving an effective CRM practice.

2.3. Personnel Related Reasons influencing customers in their
selection of banks

In the same measure, an attempt has been made to analyse the bank employees
perceptions on personnel related reasons relating to the influence of bank
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customers on selection of banks, The following table-5 depicts the ranking
analysis of personnel related reasons influencing customers in their selection
ofbanks from bank employees’ perspective.

Table 5: Ranking Analysis of Personnel Related Reasons influencing
customers in their selection of banks - Bank employees’ perception

No| seiees |5 | 5|5 &] 5|8 [5 |5 orcs|ords o
1 |Personal Touch | 8 | 0| 18| 0[3|1|2]1]0]1470]|613] 2
2 |Attentivesness | 0 [ 1[4 | 1] 6|8 |4|0|0]0|1244]518]5
3 |Responsiveness | 0 | 2|0 |2 | 8|5 1]5| 1|0 1163|485/ 6
4 |Courteous Service | 0 | 2| 1 [ 6| O 1|5| 1] 6] 2105|440 | 7
5 | Trust Worthiness [ 0 | 7 |4 | 0| 1|4 |4|3| 1| 0|1201]3538]3
6 |ReplyingtoQuerties| 0 | O | 1 | 2| 700|013 1| 938|391 |9
7 | Experiencedpersonal | 1| 3]0 [ 0| 0| 0|3]3]1]13| 789 |329]10
8 |Timely Service |12 | 4|7 (0| 0[0|1|/0]| 0] 0]|1747]| 728 | 1
9 |KeepingupPromises’ | o | s {122 0|0|5|1] 8| 9%6|41]8
10 | Reliable 300[5[3[0[3|5[5[0]0]126]529] 4

(R = Ranks, GS = Garrett Score, GR= Garrett Rank)
Source: Self calculation by the researchers on the basis of response of the sample
respondents.

The bank personnel relationship facilities of the bank reported by the bank
employees have been calculated by Garrett Rank method and is presented in
above table-5. As per bank employees’perception across all the eight bank
branches, it is observed that the timely service has appeared in 1* rank,
personal touch in 2™ rank, trust worthiness in 3 rank, and so on. This indicates
that bank personnel’s involvement is very essential for building CRM. The
important factors influencing the customers for selecting a bank is timely
services with trustworthy behaviour of the employees. Personal relation of
the employees with their customers matters a lot for selecting the bank and
retaining the customers.

2.4 Reasons for customers switching banks - Bank Employees’
perception

The bank employees’ perception on reasons for customers switching have
been calculated through descriptive statistics i.e. mean and standard deviation.
The following table-6 presents the reasons for customers switching banks.
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Table 6: Reasons for customers switching banks - Bank Officials’ perception

No Problems ValidNMissing Mot | i
1 | Problematic ATM Debit Credit Card Facility | 24 0 49 | 204
2 |Limited variety in service 24 0 4.58 504
3 |Poor Ambience 24 0 325 944
4 | Poor Parking Facility 24 0 304 | 1.268
5 | Limited Number of Branches 24 0 421 721
6 |Undue Banking Hours 24 0 3.8 702
7 |Lack of Holiday Service 24 0 3.54 658
8 | Slow Operations 24 0 4.96 204
9 |Poor Service Quality 24 0 500 | .000
10 | Lack of Secrecy Security 24 0 4.96 204
11 | Discourteous Service 24 0 471 464
12 | Unreliability 24 0 471 464
13 | Poor Attention 24 0 4.75 442
14 | Poor Response 24 0 4.71 A4

Source: Self calculation by the researchers on the basis of response of the sample
respondents.

From the analysis of mean scores and standard deviation, it is observed that
out of 14 reasons listed from the literature review, bank officials’ perception
towards poor parking facility (Mean score-3.04, standard deviation- 1.268),
poor ambience (mean score- 3.25, standard deviation — 0.944) and lack of
holiday service (mean score- 3.54, standard deviation-0.658) influences most
in customers switching from one bank to another. Hence, bank has to ensure
adequate parking amenities with comfortable atmosphere to lure the customers.
Besides, the appropriate services during banking hours and the holiday services
to the customers may attract more number of customers to gain the competitive
advantages.

2.5 Perceptions of bank employees on CRM

Bank employees need to work with CRM and success of the bank and its
survival entirely depends on the ways in which it is properly adopted and
used by these employees. In order to know the perception of bank employees
on CRM, mean and standard deviationhave been calculated and presented in
table-7.
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Table -7. Perception of Bank Employees on CRM

No Statements ValidNMissing Mean | pition
1 |Knowledge and ideas about CRM 24 0 4.67 | 0.637
2 | Training and skills of the employees 24 0 479 | 0415
3 |Handling customers grievances 24 0 49 | 0204
4 |Providing special incentives 24 0 404 | 1268
5 |Understanding business benefiit 24 0 488 | 0338
6 |Functional boundaries 24 0 458 | 0584
7 | Top management involvement 24 0 446 | 0588
8 | Effective measurement and reward system 24 0 438 | 0711
9 | Attention to customers 24 0 488 | 0448
10 | Expection of customers 24 0 496 | 0204
11 | Cross functional working system 24 0 429 | 0.751
12 | Making personal calls 24 0 488 | 0338

Source: Self calculation by the researchers on the basis of response of the
sample respondents.

The above table describes the statements on CRM to know the perception of
bank employees. It is observed that out of 12 statements for understanding
respondents’ perception, the mean score for providing special incentives is
4.04 with standard deviation value 1.268, mean score of cross functional
working system is 4.29 with standard deviation 0.751, and mean score of
effective measurement and reward system is 4.38 with standard deviation
0.711, depicts the maximum difference in understanding CRM as per the
perception of bank employees. Hence, banks need to give more attention on
special incentives, functional work system and effective reward for evolving
CRM for acquiring, retaining and partnering with selective customers to create
superior value for the banks and the customers.

Conclusion:

It may be concluded that there are certain loop holes in the existing
CRM strategies applied in the banks. The study found that the loan facility
and ATM facility along with service variety are found as the major product
related factors influencing customers in selecting a bank as perceived by the
bank employees. The quality of services along with procedural simplicity and
convenience is the most important service-related factor for evolving an effective
CRM practice. Moreover, bank personnel’s involvement is very essential for
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building CRM. The study identified the personnel factor influencing the
customers is timely services with trust worthy behavioural atmosphere of the
employees. The personalrelation of the employees with their customers matters
a lot for selecting the bank and retaining the customers. The study indicated
the importance of bank employees’ perception on factors influencing customers
in their selection of banks and the reasons for customers switching from one
bank to another. It is suggested that effective CRM practices is the need of
the hour for acquiring the customers and retaining the existing customers to
create superior value for the banks and the customers.
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Abstract

The aim of this paper is to examine the economic instability that
the Indian economy has faced as a result of the Covid-19 pandemic.
Various metrics can be used to fairly measure a country’s economic
status. In our research, we looked at how indicators such as stock indices
and dollar-to-rupee exchange rates were influenced by the rising number
of Covid-19 reported cases. The performance of two important Stock
Indices were tested- SENSEX and NIFTY during the period between
March 25th and May 29", 2020 and Dollar-Rupee exchange rates between
March 25th and May 31, 2020. The results of the study unveiled that
COVID-19 had an influence on the stock market indices NIFTY and Sensex,
as well as the exchange rate between the US dollar and the Indian rupee,
however, the effect was not as significant as it could have been.

Keywords : Covid-19, Exchange Rate, Indian Economy, Sectoral Implicattions,
Stock Market.
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Introduction :

The global pandemic, also known as COVID-19, has caused widespread
anxiety and an unbalanced situation around the world. The novel coronavirus
(COVID-19) was discovered in Wuhan, China, and has affected nearly 85
thousand people in China and two million people worldwide (Wang et al.
2020; Thomola, 2020; Sohrabi, et al., 2020). Patients infected with COVID-
19 have been experiencing mild symptoms such as a dry cough, sore throat,
fever, bone pain, and breathing difficulties, which can lead to pneumonia
(Haleem, Javaid & Vaishya, 2020). The number of confirmed cases worldwide
had reached 2.2 million as of April 20, 2020, with 155,124 people reported
dead (WHO, 2020). COVID-19 was declared a global pandemic and
emergency of international concern by the World Health Organization (WHO)
on March 11, 2020 due to arise in the number of patients worldwide (Kumar,
Thombare & Kale, 2020). With stock price fluctuations, high risk, high volatility,
demand and supply gaps, and other effects, the virus has impacted not only
the health but also the financial situation around the world. Though the virus
allows people to practice self-isolation and social distancing in order to escape
containment, ifit is not controlled immediately, it will affect the global economy
as a whole.

Among the economic implications are major swings in European and
Asian stock markets, global recession, economic downturn, the United States
stock market undergoing circuit breaker processes four times in ten days,
and the United Kingdom’s main index falling more than 10% since its
establishment in 1987, making it the worst of all (Zhang, Hu & Ji, 2020; Dev
& Sengupta, 2020).
Our study focuses on the current economic situation with a focus on India.

Review of Literature:

Covid-19 is a new phenomenon, and collecting literature on the subject is
difficult. So, in order to portray the swift impact of Covid-19, the researchers
consulted various published research papers, online newspaper posts, and
blogs accessible on various platforms to assess the impact of Covid-19 on
the Indian economy as a whole.

The absence of imported components has been found to have a
significant effect on industries such as vehicles and pharmaceuticals. Due to
COVID-19, companies such as BHEL (Bharat Heavy Electricals Limited),
Hero MotoCorp, Maruti Suzuki, and Castrol India have declared partial
shutdowns. The total expense of the shutdown is projected to be about $ 120
billion, with GDP expected to fall from4.5 percent to 2.5 percent.
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Ifthe situation worsens both in India and globally, aggressive stock
selling will occur, resulting in lower GDP growth and the economy entering
recession (Mugdill, 2020). The International Air Transport Association (IATA)
projected passenger revenue ticket losses from the COVID-19 outbreak to
be between $ 63 billion and $ 113 billion, and airline share prices have
plummeted by about 25%, which is more than the loss from the SARS virus
in 2003. The number of people booking airline tickets has dropped by 15 to
20%. (Dhamija, 2020). The outbreak will affect the car industry because
India imports more than 10% of’its raw materials from China (Lidhoo, 2020).
With a volatile and cautious investor attitude created by COVID-19, the most
common indices such as the Nifty 50 and S&P BSE Sensex lost over 4,846
points and 16,393 points, respectively, between January 20, 2020 and March
23,2020. (Bhuva, 2020). The continued and resulting travel ban has had an
impact on the hotel industry, which has seen a substantial drop in sales. “His
firm missed the target revenue by 20%, and there was a sharp decline in
occupancy from 95 percent to 65 percent at the beginning of February 2020,”
says the Managing Director of Sarovar Hotels and Resorts (Datta, 2020).
India exports 94 percent ofits diamonds to Hong Kong and China, a total of
45000 crores per year. The export of diamonds will suffer as a result of the
lockout and travel ban, and capital will be blocked, causing liquidity problems
(Bhuva, 2020). Since most ofthe parts and goods used in the manufacturing
ofelectronics come from China, the impact of the Chinese lockdown has had
an impact on the consumer electronics industry in India. For example, Xiaomi,
a well-known Chinese smartphone manufacturer, raised the price of its Redmi
Note 8 handset due to a scarcity of inputs and raw materials from China
(Sen, 2020). In the Middle East and North America (MENA), the COVID-
19 has generated a negative supply shock and negative demand. The negative
supply shock was directly caused by a labor force reduction and indirectly
caused by the travel ban.

We find only a few research papers on Covid-19 and the resultant
influence in the economy. As a result, other disruptors such as the Global
Financial Crisis, Asian Financial Crisis, HIN1, Ebola Virus, SARS, and others
have also been reviewed in the current work.

According to Samsi, Cheok, and Yusof(2019), the Asian Financial
Crisis (AFC) has hampered ASEAN-5 countries’ economic growth more
than the Global Financial Crisis (GFC). They explored the effects of the GFC
on ASEAN-5 countries in a related study and concluded that the financial
market and banking system had been impacted by the crisis. The stock market
and the banking system are two parameters that show the economic
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development of developed countries to a greater degree and should be
monitored. According to Joseph (2009), the global financial crisis was one of
the factors that slowed India’s GDP growth to 6.7 percent in 2008-09, down
from 9% the year before. The impact of the Global Financial Crisis (GFC) on
the Indian stock market can be seen in the degree of disinvestment by Foreign
Institutional Investors (FIIs) across all emerging markets to meet their liquidity
needs. Muthukumaran, Raja, and Palanichamy (2015) addressed the effect
of the Global Financial Crisis on the Indian Stock Market; stock prices dropped
by 60% during the crisis, and the benchmark indices, the Sensex and Nifty,
both posted negative returns during the crisis. Furthermore, events suchas a
dramatic drop in foreign institutional investment have had a significant impact
on the Indian stock market. Aswani (2017) investigated the effect of the US
Global Financial Crisis on a network of 14 Asian Stock Markets, finding that
there is inter-linkage between stock markets, especially during the crisis period
compared to the pre- and post-crisis periods. As a consequence, volatility in
one stock market will cause problems in other markets. Mandal and
Bhattacharjee (2012) investigated the effect ofthe Great Recession 0of2007
on the conduct of the Indian Stock Market (SENSEX), finding that regular
returns differed before and after the recession. When observed, it was
discovered that stock market volatility had risen significantly, and that there
was a clear correlation between SENSEX returns and market volatility with
other world indices following the recession. As shown by Nippani and Washer,
it is inaccurate to say that unanticipated events often result in chaos (2004).
Except for China and Vietnam, they concluded that the SARS (Severe Acute
Respiratory Syndrome) outbreak had no impact on stock indices covering
Canada, Hong Kong Special Administrative Area of China, Indonesia, the
Philippines, Singapore, and Thailand. The mean missing days rose by 0.04
days per person per month during the 2009 HIN1 pandemic, a 700-800
percent rise over non-pandemic years, resulting in a $16 million reduction in
labor productivity (Durate, Kadiyala, Masters, & Powell, 2016). According
to Kostova et al. (2019), outbreaks affect not only neighboring countries, but
also non-adjacent countries, as demonstrated by the United States’ decreased
merchandise exports to Ebola-affected countries during the West African Ebola
epidemic outbreak.

Many empirical studies observed that there is a considerable effect of
the outbreak in an economy, whether it is an epidemic' or a pandemic?. In this
context, Delivorias & Scholz (2020) recorded an increase in administrative
and operational expenditure due to the outbreak of pandemics and epidemics.
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They also noted that such a situation results in significant losses in private
sector development, declining agricultural production, which poses a threat
to food security, and difficulty in cross-border trade due to current restrictions.

As aresult of the negative demand situation caused by the disruption
of'the global supply chain and lower consumption levels, as well as a drop in
oil consumption due to lockdowns, the world’s economies witnessed a severe
jolt. Reduced air and road transport are only a few of the factors that have
contributed to the drop in oil consumption. COVID-19’s long-term implications
would include unemployment, financial sector illiquidity, and household and
corporate bankruptcies, both of which would have long-term consequences
for the economy and society (Arezki & Nguyen, 2020). The COVID-19
crisis will be worse than the global financial crisis 0£2009, causing the global
economy to enter recession (Bluedorn, Gopinath & Sandri, 2020). The
economic implications, as seen in the United States in recent weeks, where
almost 10 million people applied for unemployment insurance previously
unseen. Almost all countries, with the exception of China, saw a decrease in
industrial activity and external demand in February, with a marginal increase
in March. As is obvious, the epidemic will send the global economy into a
tailspin, and resuming the integrated global economy after the pandemic will
be difficult (El-Erian, 2020). The outbreak of COVID-19 on the twenty-one
leading stock market indices was studied by Lie, et al. (2020). It was apparent
that the virus epidemic had impacted virtually every stock market, resulting in
abnormal returns for investors. Furthermore, the ourbreak has had a greater
impact on Asian countries than on other countries among the countries
considered for the report. Following COVID-19, a new scenario is expected
to emerge, focusing more on deglobalization and deregionalization, redefining

the global chain of supply and consumption.

!An epidemic is a rise in the number of case of disease that has to heighten out of
control and ultimately affects a community, geographical areas, and several coun-
tries whereas *pandemic is a situation which affects the entire country or the whole
World. An epidemic becomes pandemic when it spreads exponentially and affects a
larger population (Caceres, 2020; Torrey, 2020; Brabaw, 2020).

The Theoritical Underpinning:

In recent decades, the relationship between financial development and
economic growth has been extensively researched. The subject is not new in
economic literature, and it stems from a proposal made by Joseph Schumpeter
in 1911. In his seminal work, Schumpeter explored the role of financial sector
creation in fostering economic growth. Debreu (1959), Arrow (1964), and
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Patrick (1965) have all written about the relationship between financial sector
development and economic growth. Goldsmith (1969) empirically tested it in
his work by using cross-country data to show the relationship between financial
development and growth. Patrick (1966) investigated the role of financial
sector growth in the ‘demand following’ and ‘supply leading’ approaches.
The causality exists from financial development to economic growth in the
‘supply leading’ role, and from economic growth to financial development in
the ‘demand following’ role. The importance of these studies in economic
literature is often questioned. It’s crucial for policymakers to understand which
way causality runs between financial sector development and economic growth;
for example, if causality runs from financial sector development to economic
growth, this has direct policy implications. A more efficient financial system
will always allow an economy to increase its real GDP growth, as evidenced
by established literature. Given this, policymakers will devise policies aimed
at reducing market failures by requiring services that promote transactions,
mobilize resources, and practice corporate governance, all of which will
contribute to economic development (Sinha and Macri, 2001). By mobilizing
funds and converting them into an asset, the financial system plays an important
role in meeting the needs of investors (Ndikumana, 2001). In this way, an
effective financial system effectively allocates capital through its financial
intermediaries, who ultimately determine the most attractive investment
opportunities. According to Abu-Bader and Abu-Qarn (2005), the path of
causality in Egypt runs from financial development to economic growth, either
through increased investment efficiency or increased investment capital. Higher
economic growth can be driven by a financial system that is stronger, wider,
and more well-functioning (King and Levine 1993a & 1993b). Earlier research
in developing economies (Robinson, 1952; Kuznets, 1955; Friedman and
Schwartz, 1963) found evidence that economic growth leads to the creation
of'the financial sector. Other empirical studies by Demetriades and Hussein
(1996), Luintel and Khan (1999), and Arestis et al. (2001) indicate that
causality works both ways, with financial progress causing economic growth
and vice versa. The research of Goldsmith (1969) shows that there is a
connection between financial development and economic growth. In contrast,
Ram (1999) found no correlation between financial development and economic
growth in his cross-country data analysis.

It is a well-known fact that the financial sector reflects the overall
health of the economy and the stock market is one of the most important
facets of the financial sector (Paramati and Gupta, 2011; Castelli, 2018). This
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point was supported by Schumpeter (1911), who argued that expanding the
financial sector would improve a country’s economic growth by channeling
savings into productive channels, more efficiently allocating resources,
enhancing risk management, and reducing information asymmetry, all of which
would promote innovation and entrepreneurship.

Taking into account the foregoing statements, we analyze Schumpeter’s
theory and apply it to more recent India-centric data to see whether financial
measures (stock indices) can be used to forecast economic health during the
current Covid-19 pandemic situation.

Research Gap:

By synthesising the current literature, it was discovered that the majority of
studies have recorded the effects of the Covid-19 pandemic on various
industries, such as revenue loss, disruption in demand and supply mechanisms,
increasing unemployment, difficulty in cross-border trade, and so on. The
literature review reveals that none of the studies are directly relevant to the
Indian economy, especially in terms ofhow the Covid-19 disrupted the stock
market and exchange rate mechanism. As a result, this paper aims to portray
the Indian stock market’s responsiveness and exchange rate volatility during
the pandemic.

Objectives of the Study:

The principal objectives of the study were to examine the influence of COVID-
19 on Indian Stock Market and Dollar Rupee Exchange Rate. Thus, the
study more specifically intended to :

a) reflect upon the current status of different sectors of the Indian economy on
account of the COVID-19.

b) examine the association between the performance of Stock Indices and
number of COVID-19 confirmed cases.

c) inspect the relationship between the movement of the exchange rate between
U.S. Dollar and Indian Rupee with the number of COVID-19 confirmed
cases.

Hypothesis:

According to studies, the outbreak of COVID-19 caused turbulence and
impacted almost every segment of the economy. According to the literature,
previous financial crises, such as the Global Financial Crisis, the Asian Financial
Crisis, and the SARS (severe acute respiratory syndrome) outbreak, have all
had an impact on the economy. As a result, the following hypotheses has been
proposed.
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Hypothesis 1
H,: There is a significant relationship between the number of coronavirus
cases and stock indices.

Hypothesis 2
H,,: There is a significant relationship between the number of coronavirus
cases and exchange rate fluctuations.

Methodology:

The aim of'this study is to determine the effect of COVID-19 on the Indian
economy. Analyzing the overall effect of COVID-19 on the Indian economy,
on the other hand, would be a time-consuming task mvolving several variables.
Only stock indices and exchange rates were used in our analysis to assess the
state of the Indian economy during the COVID-19 era. During this process,
we attempted to determine the overall effect on various industries, as well as
how the number of COVID-19 reported cases affected stock market indexes
such as the Nifty and Sensex, as well as the exchange rate movement between
the US dollar and the Indian rupee. Nifty was chosen from two major indices
because it accounts for more than 95 percent of all trading on the NSE and
the remainder on the BSE. Both the Nifty and Sensex indices have been
included to provide more concrete data. Since the stock market is thought to
be an indicator of an economy, the study concluded that the stock market
index would be an excellent indicator of the country’s economic situation
during a pandemic. On the other hand, the Dollar-Rupee Exchange Rate has
been taken into account due to the fact that any economic instability, such as
rising oil prices, inflation, the passage ofnew laws in the country, and adjustments
in tax slabs, has an effect on the exchange rate. The data was gathered from
secondary sources such as Investing.com, Excelrates.com, and MoHFW.
The research was carried out between March 25th and May 31st, 2020. The
explanation for this is that Lockdown 1.0 began on March 25, 2020 and
ended on May 31, 2020, with unlock 1.0 starting on June 1, 2020. However,
since the stock market is only open on weekdays, the study only used data
from March 25, 2020 to May 29, 2020. The relationship between the rising
number of COVID-19 reported cases and the exchange rate between the
US dollar and the Indian rupee was investigated using data from March 25,
2020 to May 31, 2020. Pearson Correlation Coffeicent was used to test the
hypothesis. Correlation analysis, on the other hand, can only provide details
about the relationship between variables; it cannot clarify the dependence of
one variable on another. To answer this, a simple linear regression approach
was used to determine how
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often the dependent variable (Nifty, Sensex, and Dollar-Rupee Exchange
Rates) is explained by the independent variable (COVID-19).

Sectoral Implications of COVID-19 pandemic in India:

The authors have addressed the harm that has been done to the Indian economy
in general in this section. This segment is an attempt to depict the effect of the
pandemic on various industries in order to achieve objective number one.
Some ofthe priority sectors listed by the study include banking and insurance,
financial markets, including the stock market, tourism, export and import,
crude oil, and so on.

Banking and Insurance:

The banking sector had been affected by the economic downturn triggered
by COVID-19. According to Dev & Sengupta (2020), the NPA level would
rise as most corporate companies would be unable to repay their debts due
to the country’s shutdown and lack of revenue generation. People in the
country have started withdrawing money to make their pockets liquid in order
to escape the lockdown. To add insult to injury, the banking sector’s NPA
level increased by ¥ 50,000 crores, owing primarily to the MSME (Micro,
Small and Medium Enterprise) segment, which is currently non-operational
(Jha, 2020). According to Nayak (2020), since most important purchases
require cash, banking institutions saw withdrawals of 53,000 crores in 15
days, a 16-month high. Because ofthe massive increase in money withdrawals,
there will be concerns about the bank’s liquidity during periods of financial
market instability, which will have an impact on the economy. According to
SBI Cards, a payment solution provider, there has been a sharp decrease in
expenses in areas like airlines, travel agents, hotels, railways, entertainment,
and dining (Karthik, 2020). The situation is similar when it comes to the
msurance industry. According to Panda (2020), modern life insurance company
businesses have seen a 32 percent drop in premiums. Life insurance companies’
latest market premiums in March 2020 were 25,409 crore, down from 37,459
crore in March 2019. In March 2020, new business premiums for private
players fell by 34.21 percent to 8,342 crore, down from 12,682 crore in
March 2019.

b. Financial markets:

Despite the fact that the pandemic began in China, India was hit hard by
stock market instability. Between February 1 and April 9, the market lost
about 26% in dollar terms, which is very high when compared to their
counterparts, namely, the European stock market lost 20%, the US stock
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market lost 14%, and China was the worst hit at around 3% during the same
time (Sharma, 2020). The country’s most common indices, the Sensex and
Nifty, were also affected by the outbreak, resulting in the market entering a
“bear phase”; Nifty experienced its sharpest quarterly fall since 1992, while
the Sensex experienced its sharpest quarterly fall since 1992 from January to
March 2020. (Wadhwa & Korgaonkar, 2020). Furthermore, on the National
Stock Exchange, all sectoral indices were trading in the red zone, and equity
investors were hit with a similar shock, resulting in a wealth loss 0f3.31 lakh
crore (*’ 3 lakh crore gone, 2020"). Because of the stock market’s instability,
there is an increase in demand for gold traded instruments, as investors see it
as a safe haven that can compensate for declines in other financial instruments.
Surprisingly, jeweler sales have slowed as jewelry has been designated as a
non-essential commodity (Robert, 2020).

¢. Tourism:

The Indian Association of Tour Operators predicted that the aviation and
tourism industries will lose around 85 billion dollars as a result of the global
travel restrictions, with a job loss ofabout 38 million people, or 70 percent of
the total workforce (Maker, 2020; KPMG, 2020). The Indian tourism and
aviation industries are also facing survival problems, according to KPMG, as
the current situation is worse than 9/11 and the global financial crisis 0f 2008-
09. (Radhakrishnan, 2020). According to the Confederation of Indian Industry,
branded hotels face a loss of around 1.10 lakh crore, online travel agencies
face a loss of around 4312 crore, tour operators face a loss of around 25000
crore, adventure tour operators face aloss of nearly 19000 crore, and cruise
tourism faces a loss ofaround 419 crore. The number of international tourists
visiting India has decreased by 6.6 percent, from 1.08 million in February
2019 to 1.01 million in February 2020, as the global economy is facing
lockdown and travel bans (Goel, 2020).

d. Import and Export:

Due to the halt in manufacturing operation in China, Europe, the United
States, and other parts of Asia, India’s diamond exports have suffered a
major setback, as the country exports nearly 36% ofits diamonds to China.
Despite this, it is estimated that diamond exports will drop by 20% as a
result of the current pandemic scenario (Chaudhary & Jha, 2020). Tea is
one of the most common export products that has been hindered by the
outbreak of COVID-19 in the major exporting destinations of the United
States, the United Kingdom, and Japan (Rakshit, 2020). According to
Sridhar (2020), the government’s decision to extend the lockdown will result
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ina $1.5-$2 billion drop in pharmaceutical exports, as the government has
banned 26 APIs (Active Pharmaceutical Ingredients) and formulations. In
addition, due to the global trade embargo, India’s imports fell by 8% in 2019-
20. (Chakroborty, 2020).

e. Crude oil:

Due to the outbreak of COVID-19 and the suspension of economic activity,
there has been a sharp drop in global o1l demand. The production of crude oil
in March 2020 dropped 5.5 percent and natural gas 14.38 percent when
compared equivalent period in 2019 (Jacob, 2020). Similarly, the consumption
ofmajor petroleum products was also severely affected (Petroleum Planning
& Analysis Cell [PPAC], 2020) when compared with the preceding year.
These are Petrol (MS) (-16.4%), Diesel (HSD) (-24.2%), Aviation Turbine
Fuel (ATF) (-32.4%), Petcoke (-22.2%), Bitumen (-41%), Lubes & greases
(-34.9%), Furnace Oil/Low Sulphur Heavy Stock (FO/LSHS) (-10.3%) and
products categorized under ‘others’ category (-5.7%)

Data Analysis and Interpretation
“Table 1 about here”

Table 1 shows the number of Covid-19 reported cases over time, as well as
the output of stock indices such as the Nifty and Sensex, as well as the
movement of exchange rates. We attempted to view correlation analysis of
Covid-19 reported cases with stock indices and exchange rates using the
table above (Table 1). Later, basic linear regression was used to assess how
often independent variables affect dependent variables.

“Table 2 about here”

To comprehend the correlation matrix in Table 2, we must look at the third
row, which depicts how cases are related to stock index (Nifty and Sensex)
and exchange rate results. Stock indices have a moderate positive correlation
with the number of COVID-19 reported cases, as seen in the above matrix.
On the other hand, there was a moderate negative association between the
exchange rate and the number of confirmed COVID-19 cases. So both the
hypothesis found to be true as association found between the variables
considered for the study. Global institutional investors selling their stakes to
label themselves safe during a pandemic and escape cash shortage, rising
crude oil prices in the international market, inflation, trade deficit, and other
factors have all contributed to the depreciation of the Indian currency. Though
there was a correlation or relationship between stock index performance and
the number of cases, regression analysis revealed that the dependent
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variable NIFTY is only 19 percent explained by the independent variable
cases, and the Sensex is only 14 percent, which is very poor. In a similar vein,
the regression analysis revealed that the independent variable cases describe
13% of the dependent variable exchange rate.

To conclude, while COVID-19 had an influence on the stock market indices
NIFTY and Sensex, as well as the exchange rate between the US dollar and
the Indian rupee, the effect was not as significant as it could have been. The
explanation for this may be that we only looked at the short-term effects of
the pandemic, when in fact, the impact can be better understood when looking
at it over a longer period of time. Despite the fact that the number of COVID-
19 cases is growing on a daily basis, NIFTY and Sensex output has been
positive. This may be attributed to the government’s stimulus plan, as investors
tend to spend further while the economy is inefficient in order to benefit from
abnormal returns. Previous research has also shown that the uncertainty does
not always have a significant impact on the country’s stock market, as Sharma
and Seth (2015) and Nippani and Washer (2004) have pointed out.

Discussion:

The outbreak of COVID-19 slowed the growth of all industries, resulting in
an immediate drop in the country’s GDP. The outflow of foreign investment
from India’s stock exchange, for example, would almost certainly have a greater
effect on the economy. The banking structure in India will change as a result
of the Reserve Bank ofIndia’s (RBI) liberal decision on moratorium periods
and non-performing assets (NPAs), which will have an effect on bank liquidity.
When most sectors are under lockdown, unemployment has hit an all-time high,
putting the workforce out of jobs. The demand for crude oil and production
have been impacted by an inflationary situation plagued by instability in the
supply chamn system, as well as a transportation ban imposed during the lockdown.
Premium collections have declined for insurance firms. The outbreak has also
impacted two common stock market indices, the Sensex and Nifty, causing
them to join the “bear phase.” Nifty has not experienced a sharp quarterly fall
since 1992, while the Sensex has experienced a sharp quarterly fall of 28.6
percent from January to March 2020. As the outbreak spread across China, it
had an effect on diamond exports, as India exports the majority of the precious
stone to China. As the main exporting destinations — the United States, the
United Kingdom, and Japan — contend with the outbreak of COVID-19, tea,
one of the major export products, has seen a decline in its trading. During the
lockdown, only the selling of vital commodities is allowed, with the sale of jewelers
coming to a halt because it is considered a non-essential item.
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COVID-19 tends to have a long-term influence around the world. According
to the IMF’s Leader, the year 2020 will see the worst economic downturn
since the Great Depression ofthe 1930s, with a catastrophic negative effect
on the GDP of 170 countries. All of the country’s major sectors, especially
the MSME sector, which is the country’s backbone, need to be revived with
a financial package. The government’s decision to prolong the lockout, which
is already in its third phase, would be painful for the economy. Furthermore,
the bulk of the population will face a financial crisis because cash availability
will be limited or non-existent.

Conclusion:

This study explores the effect of Covid-19 on the movement of exchange
rates as well as the efficiency of the NIFTY and Sensex during the lockdown.
Both the indices have experienced growth when Covid-19 cases was
increasing. So, the affect was not strongly felt by the stock market as of now.
In contrast, the exchange rate between the US Dollar and the Indian Rupee
correlated negatively which means with the increase in the number of cases
the Indian Rupee also appreciated against Dollar. However, with the inception
of'the pandemic, Indian Rupee depreciated to great extent but managed to
recovered very quickly. The key explanation for the depreciation of the Indian
rupee is the lockdown and shutdown of economic operations, as well as
other factors mentioned in the preceding section. So, although the NIFTY
and Sensex indices are not affected as much as the exchange rate, the exchange
rate has been in a state of flux.

Policy Implications:

The paper will be useful in determining the economic impact of COVID-19
on various sectors of the economy, as well as adjustments in exchange rates
during the outbreak’s pre-and post-phases, and in calculating growth forecasts
produced by various bodies around the world. This paper would be useful to
policymakers in assessing the magnitude ofthe economy’s influence as a result
ofthe outbreak and identifying the most volatile sectors for further revitalization.
Furthermore, investors conclude that any unknown case, such as Covid-19,
will often affect the stock market, but the truth is very different. This paper
will assist prudent investors in understanding that uncertain events are not
only negative, but may also be an opportunity to gain an abnormal return due
to the market’s inefficiency.
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Tables:

Table-1: Covid -19 confirmed cases and performance of Stock Indices inIndia from 25" March to 29" May,
2020 and Exchange rate between US dollar and Indian Rupee in India from 25" Marchto 3 1% May, 2020

i Dollar- i Dollar-

Date Casas Stock Indices Ribee Date |cases Stock Indices Rupos
NIFTY |SENSEX Exchange NIFTY | SENSEX Exchange

Rates Rates

25-Mar-20 | 606 8317.85 | 2853578  76.3822 28-Apr-20 | 29974 | 93809 | 32114.52 75.8683
26-Mar-20 | 694 864145 | 29046.77  75.1612 20-Apr-20 | 31787 [ 955335 | 32720.16 756516
21-Mar-20 | 834 8660.25 | 2981559 754938 30-Apr-20 | 33610 | 98599 | 33717.62 750375

28-Mar-20 | 918 b e 754938 | 01-May-20 | 35365 | ** * 75.0375
29-Mar-20 | 1024 | ** * 754938 | 02-May-20 | 37776 | ** b 750375
30-Mar-20 | 1251 | 82811 | 2844032 756752  |03-May-20 | 40263 | ** b 750375

31-Mar-20 | 1397 | 859775 | 2946849 756649  |04-May-20 | 42836 | 92935 31716.35 75.6598
01-Apr-20 | 1834 | 82538 | 2826531 764451 05-May-20 | 46711 | 9205.6 3145351 75,7572

02-Apr-20 | 2069 | ** & 764038 | 06-May-20 | 49391 [ 92709 | 31685.75 75.8596
03-Apr-20 | 2547 | 80838 | 2759095 762318  |07-May-20 | 52952 | 9199.05 | 3144338 75.8309
04-Apr20 | 3072 | ** * 762318 | 08-May-20 | 56342 | 92515 | 316427 755893
05-Apr-20 | 3577 | ** * 762318 | 09-May-20 | 59662 | ** & 765893
06-Apr20 | 4281 | ** b 75.5645 10-May-20 | 62939 | ** b 75.5893

07-Apr-20 | 4789 | 87922 | 3006721  76.2331 1-May-20 | 67152 | 92392 31561.22 75.8463
08-Apr-20 | 5274 | 874875 | 2989396 763113 12-May-20 | 70756 | 9196.55 | 31371.12 751455
09-Apr-20 | 5865 | 911190 | 3115962 763113 13-May-20 | 74281 | 938355 | 32008.61 762943

10-Apr-20 | 6761 | ** * 763113 14-May-20 | 78003 | 9142.75 | 31122.89 75.6042
1-Apr-20 | 7529 | ** * 763113 15-May-20 | 81970 [ 9136.85 | 31097.73 759293
12-Apr20 | 8447 | ** b 763113 16-May-20 | 85940 | ** b 75.9293
13-Apr20 | 9352 | 899385 | 30690.02  76.1598 17-May-20 | 90927 | ** b 759293
14-Apr-20 | 10815 | ** * 76.5055 18-May-20 | 96169 | 882325 | 30028.98 75.8341

15-Apr-20 | 11933 | 89253 | 30379.81  76.87682 19-May-20 | 101139 | 8879.1 30196.17 75.6653
16-Apr-20 | 12759 | 89928 | 3060261  76.4793 20-May-20 | 106750 | 9066.55 | 30818.61 756192
17-Apr20 | 13835 | 9266.75 | 31588.72  76.4793 21-May-20 | 112359 | 9106.25 | 309329 75.5041

18-Apr20 | 14792 | ** * 764793 | 22-May-20 | 118447 | 9039.25 | 30672.59 75.868
19-Apr-20 | 16116 | ** = 764793 | 23-May-20 | 125101 | ** A 76.868
20-Apr-20 | 17656 | 9261.85 | 31648 76.5594 | 24-May-20 | 131868 | ** b 76.868
21-Apr-20 | 18985 | 898145 | 3063671 769364  |25-May-20 | 138845 [ ** b 75.8868

22-Apr-20 | 20471 | 9187.30 | 3137955 765331 26-May-20 | 145380 | 9029.05 | 30609.3 76.5599
23-Apr20 | 21700 | 93139 | 31863.08 760676  |27-May-20 | 151767 | 9314.95 | 31605.22 75.7392
24-Apr-20 | 23452 | 91544 | 3132722 762648  |28-May-20 | 158333 [ 9490.1 3220059 76.7657

25-Apr20 | 24942 | ** * 76.2648 | 29-May-20 | 165799 | 9580.3 | 32424.1 75.5231
26-Apr-20 | 26917 | ** * 76.2648 | 30-May-20 | 173763 | ** b 75.5231
27-Apr-20 | 28380 | 92823 | 3174308  76.133 31-May-20 | 182143 [ ** b 755231

Source : Investing.com; Excelrates.com;MoHFW.Note**indicates no trading either because of
holiday declared by the exchange or weekend (as there is no trading on Saturday and Sunday
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Table 2: Correlations
NIFTY |SENSEX [ Cases |Exchange Rate
Pearson Correlation 1 .995** | 438 .338*
Sig. (2-tailed) .000 .004 .029
N 42 42 42 42
Pearson Correlation | .995** 1 .369* 371*
Sig. (2-tailed) .000 .016 .015
N 42 42 42 42
Pearson Correlation | .438** .369* 1 -.361*
Sig. (2-tailed) .004 .016 .019
N 42 42 42 42
Pearson Correlation | .338* -.371* -.361* 1
Sig. (2-tailed) .029 .015 .019
N 42 42 42 68
**Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
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Abstract

India is predominantly an agricultural country. An overwhelming
majority of its people depend on agriculture for sustenance. Till 18" cen-
tury, there was a strong relation between agriculture and cottage indus-
tries in India. The British ruined the handicrafi industry in the country
while unleashing far-reaching changes in the country’s agrarian struc-
ture by introducing ruthless systems of land tenures and policies of rev-
enue collection. The British policies revolved around getting maximum in-
come from land without caring much about the interest of the cultivations.
The rigid land revenue system adopted by the British in India shook the
stability of Indian villages because it did not consider environmental con-
ditions and the farmers lives turned miserable if crop failed in any given
year. The land settlements introduced a market economy, removed custom-
ary rights and the land tenure system sharpened social differentiation.
After their advent, the British principally adopted three types of land
tenures, namely, Permanent Settlement / Zamindari System, Ryotwari Sys-
tem and Mahalwari System. But the Barak Valley was continued with the
native revenue system even after the accession of British rule in 1830
though introduced with some new types of land relations. Putting hilly
region for tea plantation and plain region for crops cultivation and invit-
ing peoples from neighboring districts with easily granted lands and em-
ployments attracted huge Bengali migrants and fortune-seekers to this
valley, thus changing the picture of agrarian structure of this valley and
its various dynamics. The paper discusses these agrarian relations in de-

tail and highlights its socio-economic effects in the Barak Valley.
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Introduction to Agrarian Relations:

“Agrarian Relations’ refer to production relations in agriculture. Land being
the primary means of production in agriculture, the nature ofland ownership
and land tenure determine the agrarian relations. These relations change as
conditions ofland ownership and land tenure change.

Though the terms ‘agrarian relations’ and ‘land relations’ are often
used interchangeably, there is a subtle difference between them. While
‘land relations’ just depicts the land tenure system and ownership, ‘agrar-
ian relation’ is a much broader term including credit and marketing facilities
apart from land relations.

Agrarian relations are largely determined by land tenure (ownership,
tenancy and labour relations ) and agrarian structure (the structural condi-
tions for agricultural production and for livelihood and social situation). the
agrarian relations existing at a ponit “oftime reflect the influence ofhistorical,
political, social and economic factors. therefore, the discussion on agrarian
relations in this paper takes a broader view comprising important aspects of
both agrarian structure and land tenure in rural areas during the British rule
with special emphasis on Barak Valley.

Agrarian Relations in Indian Context:

Agriculture in general and agrarian relations in particular is an ensemble of
India’s history, geography and political economy, Agrarian structure and its
various dimensions and dynamics such as land reforms, Green Revolution
and agriculture labour have been the major concerns of Indian social scientists.

The term ‘agrarian structure’ denotes a framework of social relationships in which
all agricultural activities such as production, marketing and consumption are
carried out. The institution or the framework of social relationship determines how
and by whom land is cultivated, what kind of crops can be produced and for what
purpose, how food and agricultural incomes can be distributed, and in what way or

in what terms the agrarian sector is linked to the rest of economy or society.

In a predominantly agrarian country like India where an overwhelming
majority of its population lives in villages and almost an equal percentage
depend on agriculture for sustenance, if the crop is good, prosperity prevails
otherwise it leads to famine and starvation. Almost 70% of India’s population
is directly or indirectly linked with agriculture as a means of livelihood. Unfor-
tunately enough, monopolies over rural land and asset ownership still con-
tinue along with the worst forms of caste discrimination and oppression.
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The monopoly over land, credit and markets are vested with a few
individuals leading to a social formation characterised by a rigid class or status
structure linked to land and land realations, where the hierarchy ofland own-
ership corresponds to the hierarchy of political power.

Agrarian Structure in India During British Rule:

The British colonial rule introduced many measures to reorganize the
agrarian society in a framework that claimed to make governance easy
and manageable. These colonial measures introduced ‘more intensive and
systematic exploitation’ and forced the peasants to become increasingly
involved with the market, even when they did not have the capacity to
produce surplus. Needless to say, these measures brought about major changes
in the agrarian structure.

Till 18" century, there was a strong relation between agriculture and
cottage industries in India. India was not only ahead in the field of agriculture
than most other countries but it also held a prominent place in the world in the
field ofhandicraft production. The British destroyed the handicraft industry in
the country while unleashing far-reaching changes in the country’s agrar-
ian structure by introducing new systems of land tenures and ruthless policies
ofrevenue collection. This resulted in creation of ‘agricultural labourers’,
formation of land market, rising rents, indebtedness, layers of intermediaries,
frequent famines and impoverishment. With the introduction of new land
revenue system, of course, right to alienation ofland revenue was fixed at a
particular amount irrespective of level of output, but bad crops forced the
peasants to borrow from the money-lenders. Once trapped in the clutches of
money-lenders with hardly any opportunity to free themselves from debt, the
peasants had no other option but to mortgage or part with their land. This, in
addition to commercialisation of agriculture, led to the pauperisation of poor
peasants and concentration of land in a few rich landlords. However,
there were some variations across regions in the nature of agrarian relations.
Punjab, for instance, witnessed some growth in output during this period. On
the other hand, Bengal witnessed a decline in agricultural output.

After their advent, the British principally adopted the following three types of
land tenure and land revenue systems :
a. The Permanent Settlement / Zamindari System

Introduced by Lord Cornwallis in 1973 through Permanent Settlement Act
which was planned by John Shore, this settlement brought approximately
19% ofthe total area under the British rule, viz., Bengal, Bihar, Orrisa, Varanasi,
division of the Northern Western Provinces and northern Karnataka, under
its control.
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The salient features of the Permanent Settlement were as follows :

** The intermediary zamindars (the tax collecting officials in earlier regime)
were granted ownership right over land from which they previously only had
the rights to collect revenues. They were recognised as the owners of land as
long as they paid the revenue to the East India Company regularly. This settle-
ment however took away the administrative and judicial functions of the
zamindars. The ryots (cultivators) became tenents since they were con-
sidered the tillers of the soil.

** The amount of revenue that the zamindars had to pay to the Com-
pany was firmly fixed and would not be raised under any circumstances. To
be precise, the East India Company got 89% leaving the rest to the zamindars.

The Permanent Settlement was bitterly criticised on the point that it
was adopted with “‘undue haste’. The flagrant defect ofthis arrangement was
that no attempt was made ever either to survey the lands or to assess their
value. The assessment was made roughly on the basis of accounts of pre-
vious collection and it was done in an irregular manner.

The effects of this system both on the zamindars and ryots were di-
sastrous. As the revenue fixed by the system was too high, many zamindars
defaulted on payments. Their property was seized and distress sales were
conducted leading to their ruin. The rich zamindars who led luxurious lives left
their villages and migrated into towns giving birth of Absentee Landlordism.
They entrusted their rent collection to agents who exacted all kinds of illegal
taxes besides the legal ones from the ryots.

This resulted in a great deal of misery amongst the peasants and farm-
ers. Baden Powell remarked, “The zamindars as a class did nothing for the
tenants”. Though mitially the Company gained financially, in the long run the
Company suffered financial loss because land productivity was high, income
from it was meagre since it was a fixed sum.

b. The Ryotwari System

Introduced by Thomas Munro in Madras on 1820 during the term of Lord
Hastings, the Ryotwari System covered about 51% ofthe area under British
rule comprising part of the Bombay and Madras Presidencies, Assam and
certain other parts of British India like Berar and Coorgh provinces.

Some salient features of'this system were :

** The actual land tillers were given formal property rights over the land.
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The ryot was a tenant of the state, responsible for paying revenue directly to
the state treasury.

** There was no intermediary like a zamindar between the ryot and the
government. As long as the ryot paid the revenue in time, he could not be
evicted from the land. Besides, the land revenue was fixed for a period of20
to 40 years at a time.

** The revenue rates of Ryotwari System were 50% where the lands were
dry and 60% in irrigated land.

Though every ryot was held personally responsible for direct payment of land
revenue to the Government, in the end, this system also failed because the
settlement failed to collect revenue in a systematic manner. The revenue
officials indulged in harsh measures for non-payment or delayed payment.
Even though the position of cultivators became more secure, but the rigid
system of revenue collection forced ryots into the hands of moneylenders.

With the government itself turning into a powerful zamindar, it had rights to
enhance the revenue at will. The cultivators were left at the mercy of the
collecting officers.

C. The Mahalwari or Malgujari System

Introduced in 1833 during the period of william Bentick, the Mahalwari
Settlement was administered in about 30% of the total area under British rule
i.e., inmajor parts of the North Western Provinces, Central Provinces, Agra,
Gangetic valley and Punjab with some variations.

Following are some important features of this system :
** The Mahalwari system had many provisions of both the Zamindary
System and Ryotwari System.
** In this system, a basic unit of revenue settlement was ‘Mahal’ or
‘Village’. The land was divided into Mahals. Each Mahal comprised one or
more villages.
** Ownership rights were vested with the peasants. Though an individual
peasant in a village was made owner of the land, the villagers were asked to
pay the revenue collectively. A member of the dominant family ofthe village
was generally given the responsibility of collecting the revenue.

Though the Mahalwari system eliminated middlemen between the government
and the village community and brought about improvement in irrigation
facility, yet its benefit was largely enjoyed by the government. Since the
government revised the revenue periodically, the peasants did not have much
benefit of elimination of middlemen between the government and the village.

EDUSEARCH ISSN 2395-7298 70



Impacts of Land Tenure and Land Revenue Systems During British
Rule:

Following are a few major impacts that could be observed :

1) Commercialization of Agriculture

There was shift in the agrarian economy from production for consumption
(food crops) to production for market (cash crops). The demand of raw
materials in British industries and the manifold increase in the land revenue
compelled the peasantry to shift to cash crops. One obvious consequence of
this shift in cropping patterns was a significant increase in the vulnerability of
local population to famines.

i1) Commodification of Land

Due to colonial policies, land began to acquire the features of a commodity.
The moneylender, who until then lent keeping a peasant’s crops in mind,
began to see his land as a mortgageable asset against which he could lend
money.

ii)) De-industrialization of the Indian economy

The influx of cheap goods from England after the industrial revolution
hastened the process of de-industrialization by ruining the village artisans and
resulted in massive pressure on cultivatable land.

iv) Land Alienation

It was a pan-Indian phenomenon irrespective of the system of revenue
settlement : Zamindary, Ryotwari, or Mahalwari. In the past the professional
moneylenders generally did not evict the peasants from their land but made
them tenants if they could not pay back the debt, whereas the landlords evicted
them from the land and made him landless. Thus tenancy and landlessness
grew significantly.

v) Increased social differentiation

The land tenure system sharpened social differentiation. While rich had
access to the courts to defend their properties, the poor didn’t have any
resources.

Changes in Agrarian Relations in Barak Valley During British Rule:
The Barak Valley, a heterogeneous mix of both high and low lands and level
plains stands at the extreme south-east corner of Assam in north-eastern
region of the country. The present Barak Valley consists of Cachar, Hailakandi
and Karimganj districts. In the pre-colonial era, Karimganj was a sub-
division of Sylhet district. Cachar was under the princely regime till 1832
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and had its own land system. In 1832, Cachar was annexed to the British
dominion and placed under Captain Thomas Fisher, who became the first
Superintendent of Cachar later in 1833. Fisher continued the native revenue
system, because that any drastic change might injure the sentiment of the
people and incur huge workload for the Government.

It must be stressed here that the land revenue system in Cachar, even
after annexation was materially, as Zamindari system was not extended to
Cachar and it was similar to the Paik or Khel system of Ahom kingdom. For
all practical purposes, the Ryotwari system instead of Zamindari system was
prevalent in Cachar as per the recommendation of Fisher. But that wasnot in
the case of Karimgan;.

Captain Fisher had high hopes about the revenue prospect of Cachar
but found that the receipt could hardly meet the expenses of the establish-
ment. He made a rough survey of the cultivated land under his charge
and introduced a few changes. Putting hilly region for tea plantation and plain
region for crops cultivation, he exempted tea plantation land from assessment.
Fisher also realized that without the increase of population, there could not be
any improvement in the revenue of Cachar. To secure settlers from other
populous districts like Sylhet, Dhaka, Tripura and Mymensingh, Ishtehar were
issued through their respective district officers to declare that the district of
Cachar had been permanently annexed to the British dominion, that the tax
there would be fixed at the rates analogous to that in Sylhet, that they would
get good jungle lands rent free and after settlement would be brought under
cultivation and the holder would acquire a proprietary right as a Talukdar or
Zamindar, Inviting people fromneighboring districts with easily granted lands
and employments attracted huge Bengali migrants and fortune-seekers to this
valley, thus changing the picture of agrarian structure of this valley and its
various dynamics.

Though many people flocked to Cachar, the revenue fell too press-
ingly on the people of Cachar who were not so much resourceful as those in
Sylhet and the newcomers were generally from the poorer class. Above all
there ensured a series of unusually wet seasons added with terrible inundation
in 1834, which caused great miseries to the people, and huge arrears in
revenue.

Some remedial measures were adopted but not in plenty. For the
collection of revenue, Fisher followed the system where Mukhtars were ap-
pointed to collect the state dues. The most noteworthy feature of Captain
Fisher’s revenue settlement was the abolition of ill treatment and confinement
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ofthe revenue defaulters by the Mukhtars with the appoinment of Superin-
tendent, whose approval was made compulsory for attachment of
defaulter’s property with Government Nazirs.

P. Mainwarring succeeded Fisher in 1835. He abolished the Mukhtar system
finding it expensive and inefficient. It was replaced by the Tahsildari system in
1836 and Cachar was divided into Silchar, Hailakandi and Katigorah Tahsils
with a salaried Tahsildar appointed at each Tahsil. The Tahsildari system saw
a considerable decline in revenue and the arrears were heavy due to absence
of mutual understanding between Tahsildars and the Mirasdars (the hereditary
owners ofthe land). The Government Piadas were held guilty of oppressions
and the Mirasdars prayed before the Superintendent to restrict the conduct
ofthese unscrupulous officials by bringing Mukhtars to their service. A sort of
silent protest emerged from the people a new settlement had to be made.

Major J.G. Burns succeeded P. Mainwarring as Superintendent of
Cachar on April 1836. He effected a five year settlement in 1838. Burns
conducted a detailed study of the situation in various parganas and on
May 1837 proposed the restoration of the Mukhtari system. Just like Fisher,
Burns also took initiative in attracting new settlers in Cachar. He found during
his settlement that large areas of uncleared lands were possessed by the
Talukdars who had no power or the means to undertake clearings and he
issued an Ishtehar to lease such uncleared lands.

The outcome of the low rate of revenue of Burns’s settlement did
not find favour the highest authority. The Government understood the real-
ity as Major Burns’s settlement was based on Captain Fisher’s imperfect
survey and so this settlement proved unsatisfactory. The Government then
entrusted the task of complete survey of Cachar to General Thuillier in 1841.
The survey was conducted only to the cultivated fields and the lands bor-
dering the principal rivers and streams were actually measured and divided
into mounts. For the rest, arbitrary lines were cut through the jungle and the
tract included within these lines were marked on the map as dags. The tea
grants for most parts were beyond the preview of Thuillier’s survey which
subsequently surveyed was constituted as an independent mouza. Thuillier
reduced the number of parganas for effective survey and made a classifica-
tion of the parganas on the basis of its quality, viz., Awwal or first quality,
Duam or second quality and Siem or third quality. Thuillier showed greater
innovations on the evolution of revenue survey and settlement and his sur-
vey became the basis of two other settlements in Cachar to extened its
covering of adjoining lands and harvest.
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In the meantime, E.R. Lyons succeeded Burns on June 1839. The
second settlement was undertaken by E.R. Lyons in 1843-44. He found the
work of Mukhtars decidedly bad and objected to the system stating that the
Mukhtars forwarded small amount of the revenue to the Tahsils and offered
him inadequate assistance. During 1855-56, Major Verner, the then in charge
of Cachar effected a settlement of some tracts of jungle land for a period of
15 years at varying rates. In that work different Superintendent performed
different role up to 1866. Then the rule of Deputy Commissioner followed to
bring further change.

Conclusion:

As discussed in the earlier sections, Colonial rule in India witnessed many
changes in the land systems. From the study of the revenue settlements
undertaken by the then and subsequent revenue administrators, one thing
became clear that, from the very beginning the administrators were interested in
increasing the revenue from the resources in Cachar. With the enhanced
assessment of land revenue, unrest started prevailing among the peasantry
and social tension in the rural areas became a constant feature. The
administrators used to increase local tax without caring or considering the
low productivity ofthe soil. The peasant could not pay their dues at suchhigh
rates, their arrears kept increasing which paved the way to rural indebtedness.
The non-realisation of taxes forced the ryots to sell their land and other
possesions. The money lending classes had established themselves as
neo-Zamindars. This Mahajan class would grab vast amount of land through
usury. By 1937, majority of the peasants of Barak Valley fell into the vicious
circle ofindebtedness. To give reliefto the peasants the Government of Assam
constituted a debt conciliation board. But the situation did not improve.

The peasants of Barak Valley fought against this illegal exaction which
came first in the form ofunorganized protest and representation but with
the cooperation of both communist and non-communist activities it gradu-
ally assumed the character of an active protest movement. One of'the distin-
guishing feature of the agrarian unrest was that it was throughout marked by a
rare combination of unity among the Hindus and Muslims.
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Abstract

The development and performance of micro enterprises in the
economies like India immensely contribute to strengthening the economic
framework through job creation, poverty alleviation and revenue
generation. The northeast India is a backward region featuring
geographical isolation, agriculture dominated, little industrialization, low
productivity, low capital formation, etc. In the situation of ongoing
agricultural crisis and little industrialization, micro enterprises in the
region play dominant role to enhance the level of income and employment,
as the region is gifted with plenty amount of natural and human resources.
In view of this, an attempt has been made in this paper to investigate the
business performance of micro enterprises and the major determinants
of such performance in the Barak Valley of South Assam in Northeast
India. The study is mainly based on primary data collection through field
survey on the basis of Stratified Purposive Sampling design. The study
uses multi-variate regression models to estimate the relative strength of
the factors determining micro enterprise performance in the valley. It is
found that production and employment levels have positive and significant
impact on business performance of the micro enterprises, but the level
of employment is relatively weaker in determining such performance.
Interestingly, the study confirms that business experience of the
entrepreneurs is relatively stronger and statistically significant
determinant of the micro enterprise performance in the valley. Although
training is found to be relatively stronger than education and experience,
it is not statistically significant. Apart from this, education of the
entrepreneurs is found to be relatively weaker determinant of the micro
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enterprise performance, delineating the fact that skill of the entrepreneurs
is more important than their education level to perform better in business
activity. The study suggests the responsibility of the government to ensure
sufficient financial, technical and other functional support to the micro
enterprises along with the required infrastructural facilities, so that the
very objective of employment generation and poverty alleviation can be
achieved in the area.

Introduction :

Experiences of many countries reveal that microenterprises have significantly
contributed towards national economies all over the world and are treated as
engine of growth not only in developing countries but in developed nations
too (Srivastav-Syngkon, 2007). Microenterprises in the most developed
economy like USA act as an instrument of poverty alleviation. Such enterprises
in US are mostly under sole proprietorship providing job opportunities both
for the owner as well as other member in the family (Krishna, 2008). Micro
and small enterprises have crucial role to play in the UK’s economy with
small businesses accounting very high percentage of all businesses (Tarka,
2008). Mexico a less developed country has more than 50 per cent of its
employed people engaged in micro enterprises (Krishna 2008). Small and
micro enterprises take critical part in Palestine due to massive unemployment
n the country (Madhoun et al,. 2003). The micro and small enterprises together
contribute to about half of their employment in many African nations (Chao et
al., 2007). In Indonesia, the combination of micro, small and medium
enterprises constitute about 90 percent of total non-agricultural firms
(Tambunan, 2007). China being an emerging economy witnessed a high
presence of micro and small enterprises in its economy (Eversole, 2004). In
India micro and small industries contribute about 40 percent of industrial
production and 35 percent of total exports (Srivastav-Syngkon, 2007).

The development and performance of micro enterprises in the
economies like India immensely contribute to strengthening the economic
framework through job creation, poverty alleviation and revenue generation
and also play vital role in social and political betterment. Steps towards the
growth and expansion of micro enterprise activity especially in an agro based
backward economy have the potential of transforming its socio-economic
conditions. Such enterprises featuring largely informal sector of an economy
provides avenues for income earnings and means of livelihood where there is
hardly any social security for the most fragile segment ofthe population. Micro
enterprises in India constituting a large part of its informal sector has emerged
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as a highly vibrant and dynamic sector due to its crucial role in employment
generation at relatively lower capital cost. Through its operation in rural areas
it also helps in rural industrialization as an alternative to agricultural crisis ensuring
more equitable distribution of income and wealth and thereby reducing regional
imbalances. Moreover, microenterprises in our economy act as complementary
to large scale industries contributing much to our socio-economic development.

The chronic low productivity in agriculture coupled with the existence
oflarge scale disguised unemployment has led to the serious agricultural crisis
across the country, barring the states of Punjab, Haryana and some parts of
Uttar Pradesh to some extent. In the face of this ongoing agricultural crisis
microenterprises under informal sector can play vital role in creating alternative
sources of livelihood of the rural masses and by absorbing surplus labourers
of agricultural sector it can address the problems poverty and unemployment.
The significance of microenterprises as an informal sector gained momentum
during seventies by realizing the fact that development of formal sector could
not address the problems of growing unemployment and poverty. In turn,
promotion of microenterprises has been regarded as an alternative strategy
for rural development and received the attention of policy makers in India
(Chadha, 1993).

Engaging the rural population in micro enterprises can be a part of the
solution to the problem of poverty and unemployment in a country like India.
But due to the differences in socioeconomic backgrounds of the population
and geographical conditions of different parts of the country the performance
of' micro enterprises may not be equated everywhere. A combination ofthe
differences in social, economic and geographical parameters can play significant
role in determining market conditions, which lead to the differences in business
performance and entrepreneurial efficiency of micro enterprises. The enterprise
performance of any local economy has certain impact upon its levels of
production, employment and exports, which definitely contribute to its
economic growth. Moreover, the factors determining business performance
of micro enterprises vary from location to location depending upon its socio-
cultural, economic and geographical bases.

The Northeast India is a backward region featuring geographical
isolation, agriculture dominated, little industrialization, low productivity, low
capital formation, low standard of living etc. The region has been lagging far
behind from the main stream in terms of its income and employment generation,
posing serious degree of regional imbalance. In this perspective and in the
situation of ongoing agricultural crisis, micro enterprises in the region play
dominant role to enhance the level of income and employment, as the region is
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gifted with plenty amount of natural and human resources. The major problem
associated with the micro and small enterprises in the region are geographical
isolation, lack of entrepreneurial skill and efficiency and market limitation
(Srivastav- Syngkon, 2007). Despite the region has earned favourable
environment like high literacy rate, rich natural resources and marked degree
of entrepreneurship, these are not properly accompanied with suitable
investment, marketing and market infra-structure as well as performance,
efficiency, and accountability.

In view of this, the present study aims at investigating the business
performance of micro enterprises and the major determinants of such
performance in the Barak Valley of South Assam in Northeast India. The
valley’s economy has been a backward agricultural economy with little
industrialization having enough scope for micro enterprise growth in terms of
increasing production, employment and exports to enhance economic growth.
The main findings and policy prescription would have implication to attract
the attention ofthe Government towards formulating necessary and urgent
policies for minimizing the difficulties associated with the entrepreneurial
performance and efficiency, as well as difficulties involved in the promotion of
such enterprises. It may also suggest taking necessary steps in creating
favourable environment for faster and commercial development of micro
enterprises in the area, through expansion of trade not only outside the State
of Assam but also outside the country, in order to reap the full advantages of
liberalized trade regime.

Objectives of the Study:
Keeping the above in view the present study has set the following main
objectives:

1. Investigating the business performance of micro enterprises in Barak Valley
of South Assam during the last ten years of post reform period from 2008-09
to 2017-18.

2. Identifying the major internal and external factors determining the business
performance of micro enterprises in the area.

3. Estimating the relative strength of the factors determining micro enterprise
performance in the valley.

Hypotheses:

Keeping the objectives in view the present study has framed the following null
hypotheses to be tested through the following multi-variate regression models:
Hypothesis - I: Business performance of the micro enterprises has no
association with their levels of production, employment and exports.
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Hypothesis- II: Business performance of the micro enterprises has no
relationship with the levels of education, training and business experience of
the entrepreneurs.

Methodology:

Coverage: The study area covers the entire Barak Valley of South Assam
which is named after the river Barak. The valley is situated in the south of the
State of Assam which is about 190 KMS long and 96 KMS wide (ESA,
2003-04). It is surrounded by hills on its three sides, mainly comprises of flat
plain areas of the districts of Cachar, Karimganj and Hailakandi.
Microenterprise sectors, viz., Food Processing, Livestock, Forestry, Bars &
Restaurants, Manufacturing, Jewelry, Furniture, Textiles, Repairing and Trade
& Services have been operating in large scale across the geographical territory
ofthe valley’s economy. Hence the present study covers the above ten sectors
ofmicro enterprises in the valley which are representatives among many other
sectors.

The study is based on the coverage of time series data for the period
from 2008-09 to 2017-18 of the post reform period. Besides, it also covers
the behavioural study of enterprise performance with respect to the
entrepreneurs’ education, training and business experience based on the cross-
sectional data 0f2017-18. The study mainly uses primary data covering the
above mentioned periodicity, which are collected through field survey on the
basis of sampling design made for it.

Sampling Design : In order to obtain primary data the study designs its
sampling as stratified purposive sampling considering the existing spread of
micro enterprises over the three districts of the valley. Based on their nature
of operation the enterprises have been stratified into ten different stratas or
sectors as Food Processing, Livestock, Forestry, Bars & Restaurants,
Manufacturing, Jewelry, Furniture, Textiles, Repairing and Trade & Services.
Asmany as 10 number of microenterprise units have been selected purposively
from each of the micro enterprise sector. Thus a total of 100 microenterprise
units of ten different sectors across the Barak Valley of South Assam have
been selected for the purpose ofthe study.

Data Collection: With a view to achieve the objectives and to test the
hypotheses our present study is mainly based on primary sources of information.
Primary data have been obtained from the field survey with the help of sampling
design as mentioned above. For this purpose direct personal interview method
has been adopted to collect primary data and information from the
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microenterprise owners or entrepreneurs spread over the entire valley, through
well-devised Schedules.

Data Analysis: Main findings and conclusion have been drawn through the
tabular analysis using common statistical tools like ratio, percentage variation,
average etc. as well as through regression analysis. In order to identify the
major determinants, their effectiveness and the relative strength of the factors
determining micro enterprise performance multi-variate regression models have
been developed and applied in the study.

The micro enterprise performance is expressed by business
performance of the firms in terms of their sales revenue. It is assumed that the
enterprise performance is influenced by both the internal and external factors
to the firm. The internal factors are captured by the entrepreneur and enterprise
characteristics, while external factors include the market level and business
environment including government policies in the area. The entrepreneur
characteristics are considered mainly as education, training level and business
experience of the firm owners.

In order to assess the combined impact of production, employment
and exports on the micro enterprise performance and to estimate the relative
strength of the factors determining such performance, the following multi-
variate regression model has been developed.

Ri = ai + Bi Pi +7yi Mi + 8i Xi + &i

Where,
R, = Sales revenue to the ith micro enterprises of all sectors
P, = Production level of the ith enterprises of all sectors

M. = Employment level of the ith enterprises of all sectors
X. = The level of exports of the ith micro enterprises of all sectors
ai, Bi, vj, 6j = Estimated parameters
g = Error term

For the purpose of assessing the combined impact of the entrepre-
neurs’ education, training and business experience on the micro enterprise
performance as well as for estimating their magnitude of association, the fol-
lowing multi-variate regression model has been developed.

R=o+ B,- Ed+y, T, + ESJ.Bej teg

EDUSEARCH ISSN 2395-7298 81



Where,
R = Sales revenue to the micro enterprise in the jth sector
Edj = Education level of the entrepreneurs in the jth sector
T, = Training level ofthe entrepreneurs in the jth sector
Be = Business experience of the entrepreneurs in the jth sector
o, B, v, 8, = Estimated parameters
g, = Error term

Econometric Analysis:

With a view to achieve the objectives and to test the hypotheses designed for
the study, the present work has employed the multi- variate regression models
as specified earlier. The regression models so specified has been estimated
by employing the primary data related to enterprise and entrepreneurial
characteristics obtained through field survey, using the SPSS tool. The analyses
help us to identify the major determinants of the micro enterprise performance
as well as the relative strength of the factors determining enterprise performance
in Barak valley of South Assam.

The study hasundertaken regression analyses with t- test of significance
for testing the null hypotheses framed for the study. The null hypotheses which
have been so far designed and tested are :

Hypothesis-1: Business performance of the micro enterprises has no
association with their levels of production, employment and exports.
Hypothesis-11: Business performance of the micro enterprises has no
relationship with the levels of education, training and business experience of
the entrepreneurs.

In order to test the hypothesis- I and to assess the association of
business performance with the levels of production, employment and exports
of micro enterprises in the area, data in the following table - 1 have been
employed to the multi- variate regression model-1 and estimated.

Table- 1
Year- wise Business Performance of Microenterprises of all the Sectors in
Barak Valley of Assam (2008-09 to 2017-18)

(Mean Figures)
Variables | Sales Revenue| Production Emplpyment Exports
Year (Rs. in lakhs) | (Rs. in lakhs) I\(Iiﬁl%lerrl) (Rs. in lakhs)
2008-09 4.171 2.878 3.09 0.582
2009-10 4.505 3.531 3.61 0.642
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Variables |Sales Revenue | Production | Employment | Exports
Year (Rs.in lakhs) [ (Rs. in lakhs) I\(Iilnzlig) (Rs. in lakhs)
2010-11 5.506 4.034 4.04 0.552
2011-12 5.371 3.942 4.40 0.647
2012-13 5.571 4.287 4.73 0.640
2013-14 5.850 4.429 5.12 0.694
2014-15 6.294 4.733 5359 0.731
2015-16 6.877 4.964 6.39 0.800
2016-17 7.721 5.917 7.53 0.882
2017-18 7.905 5.820 8.82 0.901

Source: Field Survey
In order to assess the degree of association between the business
performance (sales revenue) and the levels of production, employment and
exports, as well as to identify the relative strength of production, employment
and exports in determining the business performance of micro enterprises in
Barak valley, the following multi-variate regression model has been estimated.

R=0a+BP+yM+5X +eg

The regression results and the estimated equation are given as under.

Particulars Results(In value)
R- square 0.988

Standard Error of the Estimate 0.167793
Intercept (Constant) 1.372

B Coefficient 0.870

v Coefficient 0.317

d Coefficient -1.356

t- statistics for B, y & & Coefficients 3.945, 1.969, -.850
F- value 162.185

Critical Value 1.96

Significance Level 5%

*Significant at 5% level
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Based on this table, the equation for the regression line is:
R =1.372+0.870P. "+ 0.317M," — 1.356X.
(1.836)  (3.945)  (1.969)  (-.850)

The estimated regression equation reveals that the variability in business
performance (sales revenue) of the micro enterprises is explained by their
levels of production, employment and exports together is positive to the extent
0f0.988 (R square= 0.988). This implies that more than 98 per cent of the
variation in sales revenue is due to the variations in the values of production,
employment and exports of the micro enterprises. That is, business
performance ofthe micro enterprises has very high degree positive relationship
with the combined levels of production, employment and exports in Barak
valley of Assam.

The regression result shows that the intercept- value is positive (1.372)
and the value of Pcoefficient shows that the marginal propensity to sales
revenue with respect to production level is 0.870. This implies that with every
increase in production level sales revenue is increased upto 87%, which is
also found to be statistically significant judged by t- statistic at 95% confidence
interval. So, it can be deduced that the production level has positive and
significant association with the business performance of the micro enterprises
and it has significant positive impact on the micro enterprise performance in
the valley.

The value of vy coefficientis also positive (0.317) showing that the
marginal propensity to sales revenue with respect to employment levelis 0.317,
which indicates that with every increase in employment of labour units sales
revenue of the enterprises is increased by only 31%. This reveals that the
level of employment has little impact on the sales revenue of the micro
enterprises. This is, however, statistically significant judged by t- statistic at
95% confidence interval. Hence, the employment level of the labour units has
positive and significant association with the business performance of the micro
enterprises although it has little impact on the enterprise performance.
Interestingly, it is found that although both production and employment have
significant positive impact on the business performance, the production factor
is relatively much stronger than employment factor in determining the business
performance ofthe micro enterprises in the area.

However, the value of ¢ is found to be negative showing that the
marginal propensity to sales revenue with respect to exports levelis -1.356.
This implies that with every increase in the level of exports sales revenue
decreases by more than 100%. But, this is not statistically significant judged
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by t- statistic at 95% confidence interval, since t- value ((-.850) is less than its
critical value (1.96). Hence, it can be deduced that exports level has only
negative and insignificant relationship with business performance and it does
not have any impact on the micro enterprise performance in the valley.

With a view to test the hypotheses- II and for estimating the relationship
between the business performance and the entrepreneurs’ levels of education,
training and business experience, data in the following table- 2 have been
employed to the multi- variate regression model-2 and estimated.

Table- 2
Sector-wise Entrepreneur Characteristics and Business Performance of
Microenterprises in Barak Valley of Assam (2017- 18)

(Mean Figures)
Variables Sales Education | Training Business
Revenue (Years of (Years) Experience
Sector (Rs. in lakhs) | Schooling) (Years)
Hlars s 7,125 11.50 0.00 8.00
Restaurants
Food 2 11.00 1 2
Processing 8.529 J .50 9.25
Furniture 11.548 12.00 2.00 12.50
Forestry 8.939 9.50 0.00 12.00
Jewelry 7.473 10.00 1.75 11.00
Livestock 7.893 12.50 0.00 11.75
Manufacturing | 6.927 8.50 1.25 9.00
Repairing 6.106 7.50 0.75 8.25
Textiles 7.457 9.50 1.50 10.50
Trade 7.052 9.00 0.50 9.75
& Services

Source: Field Survey

For the purpose of estimating the magnitude of association between the business
performance of micro enterprises and the entrepreneurial characteristics, as
well as to assess the impact of the entrepreneurs’ education, training and
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business experience on the enterprise performance the following multi-variate
regression model has been estimated.
R=0+BEd+yT+5Be+eg

The regression results and the estimated equation are given as under.

Particulars Results(In value)
R- square 0.713
Standard Error of the Estimate 0.994049
Intercept (Constant) -1.251

B Coefficient 0.360

v Coefficient 0.567

& Coefficient 0.489

t- statistics for B, y & & Coefficients 1.557, 1.295, 2.063
F- value 4.966

Critical Value 1.96
Significance Level 5%

*Significant at 5% level

Based on this table, the estimated equation for the regression line is:

R =-1.251+0.360Ed + 0.567 T, + 0.489Be
(-.501) (1.557) (1.295) (2.063)

The estimated equation reveals that the variability in business
performance (sales revenue) of the micro enterprises is explained by the
entrepreneurs’ levels of education, training and business experience together
is positive to the extent of 0.713 (R*=0.713). This signifies that as much as
71 per cent of the variation in sales revenue is accounted for by the variations
in the levels of entrepreneurs’ education, training and experience. That is, the
combined levels of education, training and business experience of the micro
entrepreneurs have high degree positive association with the business
performance of the micro enterprises in Barak valley of Assam.

The intercept value is negative (-1.251), indicating that micro
enterprises cannot generate revenue at zero education, training and experience
of the entrepreneurs. The value of B, coefficient is positive to the extent of
0.360, implying that marginal propensity to the sales revenue with respect to
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the entrepreneurs’ level of education 0.360. This reflects that with every increase
in entrepreneurs’ education level sales revenue increases by only 36%. This
degree of association is not statistically significant judged by t- statistic at
95% confidence interval, since t- value (1.557) is less than its critical value
(1.96). Hence, it can be deduced that although education of the entrepreneurs
has positive association with their business performance it is not statistically
significant. Interestingly, the level of entrepreneur’s education does not have
any significant impact on the micro enterprise performance in the valley.

The value of ¥ coefficient is also positive showing that the marginal
propensity to sales revenue with respect to training level of the entrepreneurs
is 0.567. This indicates that sales revenue of the enterprises increases by
more than 56% with every increase in training level of the entrepreneurs. But
this positive relationship is not statistically significant judged by t- statistic at
95% confidence interval, as the t- value ((1.295) is less than its critical value
(1.96). Thus, the entrepreneur’s training level has positive but insignificant
relationship with the business performance ofthe micro enterprises. Although
it is found that training level of the entrepreneurs has good positive impact on
the business performance of the micro enterprises in the valley, it is not
statistically significant.

The equation also reveals that the value of's coefficient is positive
too, showing that marginal propensity to sales revenue with respect to business
experience ofthe entrepreneurs is 0.489. This implies that with every increase
in business experience of the entrepreneurs sales revenue increases by around
49%, which is statistically significant judged by t- statistic at 95% confidence
interval, since t- value (2.063) is greater than its critical value (1.96). It is,
thus, revealed that although business experience of the entrepreneurs has low
degree positive association with their business performance, it is statistically
significant. Hence, the entrepreneurs’ business experience has positive and
significant impact on the micro enterprise performance in the area.

From the estimated equation it is also confirmed that out of the three
entrepreneurial factors, viz., education, training and experience, business
experience of the entrepreneurs is relatively stronger and statistically significant
determinant of the micro enterprise performance in the valley. Although training
is found to be relatively stronger than education and experience (based on
their coefficient values) in determining micro enterprise performance, it is not
statistically significant.

Moreover, education ofthe entrepreneurs is found to be relatively
weaker determinant of the micro enterprise performance, delineating the fact
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that skill of the entrepreneurs is more important than their education level to
perform better in business. Therefore, it is not education but business
experience of the entrepreneurs which plays significant role in determining the
micro enterprise performance in the valley. Besides, it is not simply training
but the effective training of the entrepreneurs which may crucially influence
the micro enterprise performance in the area.

Conclusion:

The study, therefore, reveals that more than 98 per cent of the variation in
business performance (sales revenue) is explained by the combined variations
in the levels of production, employment and exports of the micro enterprises.

That is, the degree of association between the business performance and the
production, employment and exports together of the micro enterprises is very
high in Barak valley of Assam. It is confirmed that production level has positive
and significant impact on business performance of the micro enterprises which
is a significant determinant of micro enterprise performance in the valley.

Although the level of employment is found to have positive and significant
impact on the business performance its impact is negligible on such
performance. Hence, the labour employment is not a strong determinant of
micro enterprise performance in the area. Interestingly, it has been realized
that although both production and employment have significant positive impact
on business performance, the production factor is relatively much stronger
than the employment factor while determining the business performance of
the micro enterprises in the valley. However, the level of exports is found to

bear anegative and insignificant impact on business performance of the micro

enterprises and it does not work as a determining factor of the enterprise

performance in the valley. This may be because of the reason that the growth
level of exports is found to be scanty in relation to the growth level of sales
revenue where many sectors of the micro enterprises recorded zero exports.

The study ofthe business performance with respect to entrepreneurs’
characteristics of education, training and business experience through the
estimation of multiple regression model reveals that as much as 71 per cent of
the variation in business performance (sales revenue) is explained by the
variations in the levels of entrepreneurs’ education, training and experience.
This reflects that business performance has high degree of association with
the levels of education, training and business experience of the micro
entrepreneurs in Barak valley of Assam.

It is revealed that although education ofthe entrepreneurs has positive
association with their business performance it is a low degree positive

EDUSEARCH ISSN 2395-7298 88



association which is not statistically significant. Hence, the level of
entrepreneurs’ education does not have any significant impact on business
performance ofthe micro enterprises and so it is not a significant determinant
of the micro enterprise performance in the valley. Interestingly the study
observes that although training level of the entrepreneurs has good positive
impact on business performance of the micro enterprises it is not statistically
significant. Hence, the entrepreneurs’ training is found to be not a significant
determinant ofthe micro enterprise performance in the valley. Moreover, it is
delineated that business experience of the entrepreneurs has positive and
significant association with their business performance. Thus, the entrepreneurs’
business experience has positive and significant impact on business performance
of the micro enterprises and it is found to be a significant determinant of the
enterprise performance in the valley.

Interestingly, the study confirms that out ofthe three entrepreneurial
factors (education, training and experience) business experience of the
entrepreneurs is relatively stronger and statistically significant determinant of
the micro enterprise performance in the valley. Although training is found to
be relatively stronger than education and experience while determining micro
enterprise performance, it is not statistically significant. Apart from this,
education of the entrepreneurs is found to be relatively weaker determinant of
the micro enterprise performance, delineating the fact that skill of the
entrepreneurs is more important than their education level to perform better in
business. Therefore, it is not education but business experience of the
entrepreneurs which plays relatively a significant role in determining the micro
enterprise performance in the valley. Besides, it is not simply training but the
effective training ofthe entrepreneurs which may influence the micro enterprise
performance in the area crucially.

Based on the main findings, the study has realized that micro
enterprises in Barak Valley of Assamneed support to spur innovation, enhance
managerial skill and develop new strategy to capture the emerging market
situation. Inthe face of global competition in local markets the micro enterprises
in the area are not viable with traditional and obsolete methods of production
and hence their survival is in threat. Moreover, due to capital dearth and lack
of the entrepreneurs’ education, effective training, managerial skill and updated
business experience the working entrepreneurs are not able to find out the
ways for enhancing their development in competitive market. Survival and
growth of micro enterprises is the need of the time to absorb growing
workforce in the valley, as an alternative source of employment generation, in
absence of other industries and agricultural crisis in the area on the one hand,
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and to enhance local economic development on the other. The study therefore
suggests that since micro enterprises in Barak Valley are facing the problem
of capital dearth coupled with the lack of skill and updated technology, it
becomes the responsibility of the government to ensure sufficient financial,
technical and other functional support to the micro enterprises along with the
required infrastructural facilities, so that the very objective of employment
generation and poverty alleviation can be achieved in the area through the
enhancement of micro enterprise performance, in the face of ongoing
agricultural crisis and absence of wide scale operation of other industries in
the area. For development of marketing and market infrastructure, ensuring a
total access of the micro enterprises to the current market information and
other support services, Government may think for setting up a separate Market
Development Board especially for the micro enterprise products and services
in Barak Valley of Assam. The Board may include policy makers, non-
government organizations, consultants and entrepreneurs to ensure proper
implementation ofthe government policies related to market development, as
well as to ensure uninterrupted access to business information and marketing.
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Abstract

The role of Gram Sabha is crucial for rural development. India is
a country in which around seventy per cent of its population still live in
rural areas. It suggests that the story of India’s growth cannot be realized
without systematic development of rural India. Here comes the
importance of Gram Sabha and the significance of the study. An effective
Gram Sabha is an automatic guarantee of rural development. It is also
indicative of successful decentralization of power and strengthening of
the process of democracy. It ensures people’s total involvement in the
Sfunctioning of the panchayat institutions. In fact, people’s participation
in the grassroots governance means their full involvement with its
programmes and activities. In the present scenario, People’s participation
has emerged as a popular political slogan as it has become the
precondition for development. But unfortunately Gram Sabha is not found
to be functioning as effectively as it is required. It often gets dominated
by the ruling elite in the village who excludes and deters popular
participation in the body.

The study is undertaken in Cachar district and the rationale
behind this selection is to cover the maximum socio-economic and cultural
divergence of the state. In this study, an attempt is made to understand
the nature and extent of people's participation in Gram Sabha meetings
with special reference to the Cachar district of Assam.

Keywords: Gram Sabha, Participation, Cachar, Development, Government.
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Introduction:

The 73" Amendment of the Indian Constitution, 1992 for the first time created
the institution of a legally empowered Gram Sabha. Gram Sabha implies a
body ofall persons registered in the electoral rolls ofa village falling within the
jurisdiction of a village panchayat. It is designed to ensure participation of
people inthe three stages of planning i.e. plan formulation, plan implementation
and plan evaluation at the grassroot level. The 73rd and 74th Constitutional
Amendment Acts have provided an opportunity for the persons registered as
voters in the village to directly participate in the decision making process.
Gram Sabhas thus serve as the basis of decentralised planning and help to
ensure a transparent and accountable administration through Gram Panchayat.
The Assam Panchayat Raj Act 1994 also empowered the Gram Sabha to
discuss, plan and formulate policies for rural development. Gram Sabha
provides an ideal forum for participation of any ordinary villager in the process
of development. It is the ideal manifestation of decentralised planning by which
the people at the lowest rung of our democracy may ventilate their hopes and
aspirations. It ensures sustainable development and finds solutions to the
problems of poverty and under development in rural India.

Broadly speaking, people’s participation in the panchayati raj
mstitutions means their full involvement with its programmes and activities. In
the present scenario, People’s participation has emerged as a popular political
slogan as it has become the precondition for development. The real
participation of people in a democracy can be secured only by devolving
power and resources to grass root political institutions'.

Participation is a comprehensive concept. The participation of the people
could be as diverse as follows:

1. Responding to the programme, accepting the process and adapting
technology and innovation,

ii. Extending moral support,

i1i. Participation in the process of decision making, cooperation in execution,
monitoring and evaluation activities,

iv. Contribution of time, money and energy,
v. Taking initiative, mobilising people and resources,
vi. Assuming leadership and ownership of project®.
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According to Jagannathan, involvement may be more appropriate
and acceptable concept than participation. He states that, while participation
implies sharing, involvement connotes a sense of belongingness’.

Cohen and Uphoof describe participation as people’s involvement in
decision making process about what would be done and how; their involvement
in implementing programmes and decisions by contributing various resources
or cooperation in specific organisations or activities, their sharing in the benefit
of development programmes; and/or their involvement in efforts to evaluate
such programme. Taken together, these kinds of involvement appear to
encompass most of what would generally be referred to as participation in
development activities®.

Again, participation is viewed as a broader sense as well as restricted
sense. In the broader sense, the term participation in used to refer to all those
actions taken by people to participate in the process of social change. In a
restricted sense, participation is a specific action by which the people
endeavour to achieve a limited goal. However, in broader sense, the citizen
does not confine himselfto express an opinion on specific measures, but directly
participates for achieving the objectives’.

Participation as defined in a UNESCO document® is collective and
sustained activity for the purpose of achieving some common objectives,
specially a more equitable distribution of benefit of development.

Moulik’ opines that participation in developmental process implies
stimulating individuals to take the initiative and mobilising people to work for
overall societal development.

However, participation differs from popular mobilisation. The former
one is spontaneous and self guided or inspired volition, whereas mobilisation
has ‘an element of force or compulsion wherein the mobiliser assumes power
to give direction to the people and expect them to follow the same without
questioning it”. People’s participation means involvement of the people in the
developmental process voluntarily and willingly. Such participation cannot be
coerced’.

People’s participation at the grassroots level in India has revealed
three major deficiencies: (a) conflicts and rivalries in terms of caste, income
and power are not uncommon among the poor and the underprivileged, (b)
due to lack of education, the level of awareness among the villagers is very
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low. As aresult, the social workers or government officials feel it necessary to
mobilise local people even for the articulation of their own demands'. (c)
People in the village are so poor that they show greater interest in earning
their livelihood.

Gram Sabha under Assam Panchayat Act,1994

The structure, power and function of the Gram Sabha in Assam as per the
Assam Panchayat Act,1994 are as follows:

1. Subject to the general orders of the Government-

(1) the Gram Sabha shall meet from time to time but a period of three months
shall not intervene between any two meetings;

(11) the Gram Sabha shall consist of persons registered in electoralrolls of the
panchayat.

2.The Gram Panchayat shall give importance to the recommendations and
suggestions ofthe Gram Sabha.

3.Every meeting of the Gram Sabha may be presided over by the President.

4.The meeting of the Gram Sabha shall be convened by the Secretary of the
Panchayat.

5. Quorum-

The quorum for a meeting of the Gram Sabha shall be one-tenth of the total
members or one hundred voters of the village whichever is less.

6. Functions: The basic functions ofthe Gram Sabha are-

(a) Mobilizing voluntary labour and contribution in kind and cash for the
community welfare programmes.

(b) Identification and selection of beneficiaries for the implementation of
development scheme pertaining to the village.

Research Methodology:

The present study was based on an intensive analytical survey of both primary
and secondary data. However, importance was mainly given on the primary
data collected through field survey. The data was collected through intensive
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fieldwork. For sampling, purposive sampling method has been adopted. The
study is undertaken in Cachar district and the rationale behind this selection is
to include the maximum socio-economic and cultural divergence of the state.
In Cachar district there are fifteen development blocks namely- Sonai,
Narsinghpur, Rajabazar, Silchar Udarbond, Salchapra, Lakhipur, Borkhola,
Katigorah, Binnakandi, Banskandi, Palanghat, Borjalenga, Tapang and Kalain.
Under fifteen development blocks, there are 163 Gram Panchayats. For the
present study, two Gram Panchayats were selected by the technique of simple
random sampling. The two Gram Panchayats selected for the case study are
Meherpur Gram Panchayat in Silchar Development Block and Barjatrapur
Gram Panchayat in Salchapra Development Block. The data have been
collected through structured interview schedule containing both fixed alternative
and open-ended questions. There were two sets of interview schedule covering
elected members as well as ordinary villagers.

In order to understand common perception about the Gram Sabha meetings,
a purposive sampling of 200 respondents in each Gram Panchayat has been
drawn under the study. Altogether, responses of400 respondents have been
recorded keeping in mind the proportion of age, sex, caste, education, religion
and occupation in the sample Gram Panchayats. In addition to these primary
sources, secondary data for the study were collected from Election Office,
Block Development Offices, District Rural Development Agencies (DRDA),
District Institute of Rural Development (DIRD), Directorate of Economics
and Statistics, District Economics and Statistical Branch, Zilla Parishad Office,
Gram Panchayats , books, journals, magazines, Newspapers, Census,
Handbook, periodicals, Internet and other published and unpublished sources.

Objectives:
The objectives ofthe study are:

1. To understand the nature and extent of people’s participation in the Gram
Sabha meetings.

2. To analyse the factors that deters people’s effective participation in the
Gram Sabha meetings.

Research Outcome:

To examine the ground reality regarding participation of the people in the
Gram Sabha meetings, various questions related to the functions ofthe Gram
Sabha were asked to the Panchayat members and common villagers

EDUSEARCH ISSN 2395-7298 96



interviewed in course of field visit. In Meherpur Gram Panchayat, all members
including the Panchayat President admitted that although meetings had been
organized periodically but the participation of people was very low. The average
attendance ofthe members of Gram Sabha in the meeting was approximately
two percent only. In Barjatrapur Gram Panchayat, the average number of
people participated in Gram Sabha meeting was less than four percent. Again,
attendance of women in both the Gram Panchayats was less than one percent.
In fact, having interaction with the panchayat representatives, it is learnt that,
in spite of their full efforts they could hardly mobilize more people in the
meetings. The representatives of both the Gram Panchayats have cited
following reasons for poor participation of the people in the Gram Sabha
meetings.

(a) Poor farmers and daily wage earners do not attend the meeting due to the
loss of their working day. They give priority to bread-earning activities.

(b) Due to lack of adequate knowledge and awareness about the functioning
of panchayat raj system many people could not take active part in the
functioning ofthe Gram Sabha.

(c) As panchayat has limited resources for public distribution, people do not
find much interest in panchayat activities.

Moreover, having interaction with the respondents it was found that,
most of the time, only the date, time and venue of the meeting was informed
and the main issues of the Gram Sabha meetings were not informed to the
people. As aresult people did not take much interest in attending the meeting.
Furthermore, some of the members of the opposition parties were of the
opinion that, as the benefits ofthe panchayats are distributed on consideration
ofpolitical affiliation, so most ofthe members who were participated were
largely supporters or members of some political party and those who did not
belong to any political party, they generally kept away from the meetings.

In the present survey, out of 400 respondents in both the Gram
Panchayats under study, only 40 (10 per cent) respondents told that previously
at least once they had attended their respective Gram Sabha meetings. Again
out of total 200 women respondents in both the Gram Panchayats, only 7
(3.5 per cent) women respondents earlier attended the Gram Sabha meetings.
The field survey reveals that only 15 respondents attend the meetings regularly.
The data also show that the respondents belong to the age group of 18-50
were more participatory than the age group of above 50. Again, it is also
found that the attendance of lower caste respondents is very low. In the present
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survey, occupationally, attendance of the respondents belong to the categories
of farmers and unskilled job were found maximum and on the other hand,
attendance of the respondents belong to the categories of government job
and skilled work were minimum. It is observed that, people from business
and employed family do not attend the meetings because they do not find any
tangible benefit, as they are not eligible for financial support under various
poor centric schemes like IAY, MGNREGS, SGSY etc.

In order to estimate the level of awareness and extent of people’s
participation in Gram Sabha meetings, following questions were asked to the

selected respondents.

Table 1.1 Respondent’s views regarding Gram Sabha meetings

Questions Barjatrapur Meherpur 1;%;‘1 Total No
1. Do you get information of | Yes | No Yes No 202 198
Gram Sabha meeting in time ? RN 108 110 90 (50.5%) | (49.5%)
Well | Onthe | Well | On the All All
2. How many days before | Advance | Day |Advance| Day | together | together
the gram Sabha meeting, do “A” “B «pn «g» “pn «g»

you get information

8 | 11 | 107 | 9 196 204
@9%) | (51%)

3. Do you get information | Yes No Yes No Total Total No
about the agenda of meeting ? Yes

4 | 156 | 38 6 | & 318
20.5%) | (79.5%)

4. Do the women members | Yeg No Yes No Total Total No
get information to attend Yes

i
meetng 6 | 164 | 5l 49 | & 313
(21.75%) | (78.25%)

5. Do you think Gram Sabha | Yes No Yes No Total Total No
& Gram Panchayat is same ? Yes

21 | 7 110 | % 231 169
(57.75%) | (42.25 %)

6. Do you know the| Yes No Yes No Total
functions of Gram Sabha ? Yes Total No

33 167 | 57 143 %0 310
(22.5%) | (77.5%)

Yes No Yes No Total | Total No

7. Do you think decisions are Vg
made only by GP members
and party leaders ? 127 74 112 88 238 162

(59.5%) | (40.5%)
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8. Do you think caste,| Yes | No | Yes No | Total Total

religion, gender, socio- Yes No

economic status retard
participation

B |12 | 15 185 | 8 357
(10.75%) | (89.25%)

The table 1.1 shows that most of the respondents had no clear
idea about the purpose of Gram Sabha. It was found that those who attend
the meeting hardly give any suggestion or initiate any decision in the meetings.
They attend only to fulfill the quorum. Hence, they act as mere audience to
whatever the panchayat President or any other panchayat members say or
read out. Many villagers are unaware of the existence of the Gram Sabha as
an independent institution as it is clearly reflected from the responses of the
respondents. Out 0f400 respondents in both the GPs, it is found that 231(57.75
per cent) respondents replied that Gram Sabha and Gram Panchayats are
identical. Some common people allege that they do not find interest in attending
the Gram Sabha meetings as their voices are not heard in the meetings.
Altogether 238 (59.5 per cent) respondents in both the sample GPs said that
decisions are made mainly by the Panchayat representatives and party leaders.
Hence, the voices of common people are not given due importance while
taking key decisions in the Gram Sabha meetings. Advertisement ofthe meeting
is sometimes inadequate and therefore is a reason for the poor attendance.
As the above data reveal that, all together 204 (51 per cent) respondents said
that they only got information on the day of the meetings. Again 318 (79.5 per
cent) respondents stated that they did not get details about the agenda ofthe
Gram Sabha meetings. While public announcement, only date and venue of
the meeting is informed without giving the purpose of the meetings. It is because
of'this reason many people do not take interest in attending the meetings.
From the field data it is observed that participation of women in the meetings
is very less. Here it is imperative to mention that dissemination of imformation
to the women is not given due importance as the data reveal that only 87
(21.75 per cent) respondents were of the opinion that women get information
regarding Gram Sabha meetings. Moreover, due to lack of knowledge about
Gram Sabha many people do not take much interest in attending the meetings.
It is noticed that only 90 (22.5 per cent) respondents replied that they have
knowledge about the functioning of the Gram Sabha and a vast majority of
77.5 per cent respondents had no idea about the function of the Gram Sabha.
Indeed, it is found that artificial factors like caste, religion, status, gender etc
do not retard participation of people. The data show that only a handful 0f43
(10.75 per cent) respondent had ofthe opinion that caste, religion, status etc
retard participation of people.
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Furthermore, it is observed that, only development schemes of the government
are still pre-dominant in the agenda ofthe meetings. It is also noticed that in
many Gram Sabha meetings, participants demanded new programmes for
their area. The choice of specific locations within a panchayat area for
construction and repairing of village road; construction of market and
community hall; construction of bridges, embankments, guard wall, lane, drain
and culverts; installation of tube well and ring well for drinking water;
construction of dwelling houses under IAY etc were important subjects of
discussion in several Gram Sabha meetings. It was observed during the course
of field survey that villagers were divided on the question whether the work
should be undertaken in one or other part ofthe village. Criticism of the past
performance was also noticed in most of the Gram Sabha meetings.

Suggestions:

After all these data analysis and interpretation we have come to the conclusion
that Gram Sabha has been facing many serious problems mainly because of
the poor and ineffective participation ofthe people in the Gram Sabha meetings.
Based on the findings of the present study, field experience and discussions,
following suggestions are given.

To make the Gaon Sabha more vibrant and functional, resolutions
taken in the Gaon Sabha meetings should be given due importance by the
panchayat representatives and the government officials. By doing so more
mterest could be generated among the common villagers. They would certainly
feel that matters that are discussed in the Gram Sabha can be executed. Gram
Sabha should not be confined as merely a platform for debates and discussions
rather it should perform the role of'a decision making body at the local level.

Efforts to be made in the Gram Sabha meetings to ensure that the
voices of the common men are heard. While making plan for any development
works or in the execution or selection of beneficiaries for various schemes
under rural development, opinion of the common villagers must be taken into
consideration. As in the present study it is found that panchayat representatives
and party leaders dominate in the decision making process. Planning process
from the below will drastically minimise the gap between the people’s needs
and the activities carried out through various development schemes in villages,
if the plans and proposals mentioned by the common people in the Gram
Sabha meetings are properly considered in the annual plan of the panchayat.
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The success of the Gram Sabha largely depends on the effective participation
ofthe people in the Gram Sabha meetings. Hence special efforts must be
taken to maximise attendance of the people and more particularly women
and people from other backward sections of the society. As the quorum for
conducting meetings of the Gram Sabha is one-tenth ofthe total members, it
is equally important to fix the same quota of attendance for women and
members of other backward communities ofthe Gram Sabha. In this regard
the government should amend the existing rules and enhance the quorum of
the Gram Sabha meetings. Further in order to motivate the panchayat raj
nstitutions to mobilise more number of people for Gram Sabha meetings and
to achieve communal harmony and fellow feeling by involving all sections of
the people for rural development works, a special incentive scheme could be
considered like giving more funds and schemes to those Gram Sabhas which
ensure maximum attendance of Gram Sabha members in the meetings. In the
similar way special allowance can also be provided to those Gram Sabhas
which guarantee maximum participation of women and members from the
backward communities in the Gram Sabha meetings. Moreover, it was found
that many poor farmers and wage earners do not attend the meeting due to
the loss oftheir working day, hence some incentive can be given to them for
attending the meetings.

To make the system more transparent, all the activities carried out by the
panchayats and rural development agency should be clearly written on the
notice board of the panchayat including the details of fund allocation and
utilisation. Moreover, before submitting the income and expenditure statement
and proposal of various rural development schemes and projects to the Gram
Sabha, it should be made public before the starting of the Gram Sabha meeting.

In the present study, it is found that due to lack of adequate knowledge and
awareness about the functioning of panchayat raj system many people could
not take active part in the Gram Sabha meetings. Hence a mass awareness
programme has to be initiated to change the attitude and mindset of the villagers
and the leaders about the working of the Gram Sabha with regard to socio-
economic and political change in the society. For creating awareness among
the people different strategies like public awareness camp, wall posters, street
play, seminars, workshops, debate etc have to be taken. In this regard, services
ofthe NGOs , NSS volunteers, and SHGs have to be fully utilised.

It was seen that the methods of giving information to the Gram Sabha members
regarding the Gram Sabha meetings were not satisfactory. Although Gram
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Panchayat conducts publicity for convening the Gram Sabha meetings but
having interaction with the respondents it was found that, most of the time,
only the date, time and venue of the meeting was informed and the main issues
of'the Gram Sabha meetings were not communicated to the people. As a
result people did not take much interest in attending the meeting. Hence,
information about the Gram Sabha meeting- venue, date, time and the agenda
should be made reachable to every members of the Gram Sabha through the
media. In this regard, Gram Panchayat can organise public announcement
and distribute leaflets in the market place. Moreover in every village a common
place can be fixed for displaying information ofthe Gram Sabha meetings.

To increase more involvement of common people in the Gram Sabha meetings,
Gram Sabha should not confine its role only in the formal list of business that
are assigned by the government rather various community related issues and
problems like poverty, unemployment, marriage, divorce, education, sports,
cultural activities and so on need to be presented in the Gram Sabha meetings.
Moreover, for making Gram Sabha meetings more transparent and effective,
initiative must be taken to introduce video recording of the whole programme.

It is noticed that in some of the Gram Sabha meetings President speedily
present the income and expenditure statement of the Gram Panchayat and
informed the Gram Sabha members about the various rural development works
carried out by the panchayats and later on asked the Gram Sabha members
to give their approval immediately. No time was given to understand and
discuss the matter thoroughly. Thus, Gram Sabha members were bound to
give their approval in hurry. Hence this method of getting approval of Gram
Sabha members needs to be rectified. Gram Sabha members must be given
sufficient time and space to grasp the matter properly before giving their
approval.

Concluding Remarks:

On the basis of the above findings, it can be concluded that people do not
have the required level of awareness and education about the functioning of
Gram Sabha and its importance. It was found that although villagers are free
to attend and discuss matters in Gram Sabha meetings, but in case of decision
making, opinion of the common people is ignored. In fact, for deepening and
strengthening the process of decentralisation, wider and active participation
of people is badly needed. Although, Gram Sabha provides a platform for
participation of common men but it is still required to be strengthened to be
representative in nature.
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Abstract

Rabindranath Tagore (1861-1941) was one of the towering
personalities of all the ages. He was certainly an exceptional poet and
writer, one of the greatest in the history of literature. Tagores Gitanjali
contains best-known spiritual observations as well as spiritual
understanding of poet mystic. Tagore has said Hafiz is the leader of my
father (Debendronath Tagore) and Debendronath was the spiritual guide
of Tagore. In the writings of Tagore, we found numbers of Persian words
like dastakhath, parwana, baki, chadar, rong, amir, ishara etc. Persian
poet, Rumi started his marvellous book Masnavi with the songs of flute:
‘Listen to the flute what does it narrate and what does it complain against
the separation’. Likewise Tagore also started his famous book Gitanjali
in the songs of flute: ‘This little flute of a reed thou hast carried over hills
and dales,...” In this present discussion, some glimpses from the life of
Tagore with his family background and influence towards the Persian are
discussed following a discussion about his thoughts and using of Persian
words in his literary activities where the impact of Persian culture in the
thoughts and literature of Tagore are found directly or indirectly.

Keywords: Persian; Mysticism; Culture; Devotion; Spiritualism etc

Introduction:

Tagore, a poet mystic of India flourished in nineteenth century. He was a
great thinker, mystic poet and founder of Visva Bharati University. At the age
of41 in 1901 he came under the influence of spiritualism and submitted himself
to God which got reflected in his writings. Tagore is a renowned icon of
spiritualism in literature. His words of poetry inspire human souls to work for
the betterment of society. He was the first Asian who was awarded the Nobel
Prize in literature in 1913 for his Gitanjali (English)'. Gitanjaliin its theme &
content is undoubtedly a unique master piece of literature. Tagore was a lucky
person that he was born in a family where Persian culture was thought with
respect and they used this culture at their day to day life. Tagore was a mystic
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poet and this was the complete influence of his father who is called Hafiz-e-
Dewan-e-Hafiz’. The ideology of Tagore linked with ideology of Islam in
many occasions. The Persian words that Tagore used in his writings are naturally
adopted in his mind due to influence of rich culture and heritage of his family
and a close communication with Islamic heritage. Moreover, he loved Arabic
& Persian too.

Persian Culture in Tagore’s family:

Tagore did not know Persian language but his ancestors had more inclination
towards Persian language and literature. Amongst his ancestors were Ratan
Nath, Garbnath Mazumder and his de-scenders Raja Mazumder, Aviram
Mazumder, Harkishor Mazumder, Gopinath Tagore and other’s. Gopinath
Tagore was considered to be one ofthe renowned Persian scholar at his time.
Other than Persian, he knew Sanskrit, Portuguese and French. He was also
considered as a spiritual and religious Master of that time. He was called
Tagore owing to respect and honour. Gradually, Mazumder title changed to
Tagore. Tagore’s grandfather, Dwarkanath Tagore was well versed in Arabic
and Persian language and literature. Tagore’s father, Debendranath Tagore
was a pious man and was called Maharshi for his piety and austerity. He was
called Hafiz of Devan-e-Hafiz. He used to start his daily life by reciting some
verses from the Upanishad and Dewan-e-Hafiz. It is said that he used to read
Masnavi of Moulana Rumi and Dewan of Hafiz.

It is mentioned in the book Parosho Jathri written by Tagore that
when Devendronath Tagore recited the poem of Hafiz with rhyme and meters
before Tagore, Tagore listen it carefully and did murmur. When father explained
the meaning of that poem, Tagore became astonished. Devendronath Tagore’s
inclination and madness towards Hafiz was so much so that even at the time
ofhis death, he wanted to listen poem of Hafiz. As aresult, at the ending of
poem of Hafiz, his soul became separated from mortal body. Following couplets
of Hafiz was like a Tasbeh (Reciting recurringly) of Debendronath Tagore.®

) JJf—"Q‘é}dﬁcﬂj‘ﬁuﬁUgﬁ
35 R Sl A 5w Oh e oy ) S 8

(Never your picture will go from the board of my heart and soul
Never from my memory that cypress and delightness will go)
B Dewan means in English Collection of poetry, so, Dewan e Hafiz means poetric book
of Hafiz Siraji.

€ Maghrebi Bangal (A special issue on Rabindranath Tagore),vol.no.57,May 1-July
15,2010,p.106.
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Tagore says in his book ‘Parosho Jathri’, “Persia’s introduction came
to me when I was a boy. It was that of the ideal Persia, the Persia of the Poet,
the Persia which sends her welcome in songs to strangers across all barriers
of geography. My father was a great scholar. Hafiz was a leader of my father.
He was intoxicated with Hafiz verses. When I was a boy I often used to listen
to his recitation of those poems, and he translated them to me with fervour of
enjoyment that touched my heart.” P

Friendship of the cultured family of Tagore, particularly that of his
father with the civilization and mysticism of Iran, especially the ghazals of
Hafiz, mevitably led Tagore to come into close contact with Iranian philosophy
and literature. To recognize deeply the Islamic Culture and Philosophy, Tagore
visited Muslim countries like Egypt, Iraq, Iran, Indonesia, Malaysia etc. He
visited Iran in 1932 and in 1934 he revisited Iran to participate in the Firdausi
Millennium celebrations. He loved Iran. He had sweet memories associated
with his visits to that country. This visit of Tagore to Iran proved very fruitful in
strengthening the cultural relations and promoting the age old friendship between
the two nations of India and Iran. In his first visit to Iran he was shown many
places of Tran specially tomb of Sa’adi and Hafiz. After visiting Hafiz tomb,
Tagore gave his famous remark to Mr. Khalili saying:-

“Verily the entire period of my poetical career may be placed on one
side, and this short period of poetical reflection in Shiraz on the other. I
do not know my spiritual and eternal attraction there is in this land that
has capitivated my heart.”*

Tagore was born in a period when Bengal was passing through
Renaissance under the leadership of Raja Ram Mohan Ray. He was the
founder of Brama Samaj and well versed in English, Arabic and Persian. He
wrote ‘Tuhfatul Muwahiddin’(Gift of followers of oneness of God) in Arabic
and Persian language. This book was taught in Madrasas of Indian-
Subcontinent long time. Devendranath Tagore was the follower of Raja Ram
Mohan Ray so he followed the rules and regulations of Brama Samaj. The
central theme of Brama Samaj is oneness of God. This Brama Samaj and
Baisnabism have been influenced by Islamic equality and spiritualism.”

During 18™ and 19™ century, Persian literatures, especially which of

Sa’adi, Hafiz and Rumi were deeply taught among Bengali educated Hindus
in Bengal. Tagore’s cultured
D Tagore, Rabindranath (1392) (Bengali Year),Parosho Jathri (A traveller to Persia),

Kolkata: Visva-Bharti Publication.page no.109 & 130.
E Maghrebi Bangal (A special issue on Rabindranath Tagore),vol.no.57,

May 1-July 15,2010,p.105.
F Rabindronath o Islam; M. Monirujjaman, Lekha prokashoni,Kolkata-2011,page no-66-82
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family and his liberal religious ideology and universal writings appeal led him
to become world poet. Inthe writings of Tagore we see the mixture of Persian
literary influenced as well as his innovative ideas. Prof. Amarta Sen rightly
point out that Rabindronath recognised his Bengali family as a centre of three
cultural; Hindu, Muhammadan and British. So, Tagore’s song and poetry are
the influenced by the Sufism and Sufipoet like Sa’adi, Hafizand Rumi directly
or indirectly.

I shallmention here some examples of writings of Rumi and Tagore
where one can find that tremendous influence of Persian poet Rumi on Tagore.
Persian poet, Rumi started his marvellous book Masnavi with the songs of
flute: “Listen to the flute what does it narrate and what does it complain
against the separation”. Likewise Tagore also started his world recognised
book, Gitanjali in the songs of flute :-” This little flute of a reed thou hast
carried over hills and dale...”

Rumi says in his Masnavi:
“A certain man came and knocked at a door: his
friend asked him, “Who art thou, O trusty one ?”

He answered, “l,” The friend said, “Be gone, it’s not the time (for
Thee to come in): at a table like this there is no place for the raw.”
Save the fire of absence and separation, who (what) will cook
The raw one ? who (what) will deliver him from hypocrisy ?
The wretched man went away, and for a year in travel(and)

In separation from his friend he was burned with sparks of fire.
That burned one was cooked: then he returned and again
Paced to and fro beside the house of his comrade.

He knocked at the door with a hundred fears and respects,
Lest any disrespectful word might escape from his lips.

His friend called to him, “ who is at the door?”” He answered,
“Tis thou art at the door, O charmer of hearts,”

“Now, ” said the friend, “since the art the I, come in, O myself:

2, 7

There is not room in the house for two I's

Similar to above mentioned poem of Rumi, Tagore has said in his Gitanjali
“The time that my journey takes is long
And the way of it long.
I came out on the chariot of the first gleam of
Light, and pursued my voyage through the wildernesses
of worlds leaving my track on many a star and planet.
It is the most distant course that comes
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Nearest to thyself, and that training is the most intricate
Which leads to the utter simplicity of a tune.

SNicholson,R.A, The Mathnawi of Jalalu’ddin Rumi(Trans.),Vol-1, Alfa Publishers
& Distributors, Srinagar, 2004.Pp-167-168

The traveller has to knock at every alien door
To come to his own, and one has to wander
Through all the outer worlds to reach
The innermost shrine at the end.
My eyes strayed far and wide before
I shut them and said ‘Here art thou!’
The question and cry ‘Oh, where?’
Melt into tears of a thousand streams and deluge
The world with the flood of the assurance ‘I am!”” ¥

The resemblance ofthoughts or literary thoughts exchange between
Iran and India that has been discussed above is not only instance of its kind in
this study. The vast and rich Persian literature is full of concepts that bear
ample similitudes with the thoughts of Tagore. In fact, the close cultural ties
between India and Iran became manifest in mysticism and ethics of the two
ancient civilizations and further blossomed in varies forms in the literature
produced in India and Iran. For example, the ideas of Tagore in his book
“Sadhana” reveal complete ideological resemblance to the thoughts of Rumi
in his Masnavi. Sadhana is significant as far as genius of human mind is
concerned. The cause of the birth of evil which is one ofthe subject matter of
Sadhana, Rumi sees eye to eye with Tagore and frankly admits that evil is
unavoidable in human life :

“A painter made two kinds of pictures-beautiful
Pictures and devoid of beauty.
He painted Joseph and fair-formed huris, he
Painted ugly afreets and devails.

Both kinds of pictures are (Evidence of ) his
Mastery: those (ugly ones) are not (evidence of )
His ugliness, they are (evidence of ) his beauty.
He makes the ugly of extreme ugliness- it is
Invested with all possible ugliness-

In order that the perfection of his skill may be
Displayed (and that ) the denier of his mastery may
Be put or shame.

And if he cannot make the ugly, he is deficient (in skill)
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Hence, He (God) is the creator of (both) the
Infidel and the sincere (faithful).
From this point of view, then (both) infidelity and
Faith are bearing witness ( Him) both are
Bowing down in worship before His

Lordlines”

Persian words used in Tagore’s Literature:

Fort William College of Kolkata deleted Arabic-Persian words from the
bengali literature by the supervion of Oriantalist, Tagore condem to point out
this history saying It -

H Tagore, Rabindranath,Gitanjali (English), UBS Publication and Distributor Pvt. Ltd,New
Delhi,2010.p-25

!'. Nicholson,R.A, The Mathnawi of Jalalu’ddin Rumi(Trans.), vol-IV, Alfa Publishers &
Distributors, Srinagar, 2004.pp-218-219.

was murder of Arabic —Persain '°. Scholar of Tagore studies, Dr. Usman
Gani mentioned in his book that Tagore used in his writings Arabic —Persain
words whom are the part of Bengali language.

A brief discussion of Persian words is mentioned below; those which
are used by our beloved poet Tagore in his vast writings that got wide circulation
in the Bengali as well as dialects of Bengali language. Study of the writings of
Tagore, reveal hundreds of Persian words. As per assessment of Dr. Abdul
Gani, famous Tagore scholar he has mentioned in his book that Tagore used
more than six hundred Arabic- Persian words in his writings. As stated earlier
Tagore was man of high thinker and broad minded, he says in his book Gitnjali
that “Debay ar nebay melibay melabay jabena feray — ai baroter moha manober
sagar teray”’(Give and take, match, match. Can’t go back. This is the great
man of India on the beach). According to renowned scholar of Persian, Dr.
Reza Mustafa Sabjawari, ““ For us, Tagore is a symbol for spiritual movement
and holy aspiration which goes as a long way to crate awakening among the
nations of the world...”"". Tagore used Persian words in his writings like
dastakhath, parwana, baki, chadar, rong, amir, ishara, izzath, Amir, Ishara,
Darkhast, Dervesh, Daraj, Dildaraj, Rong, Tallash, Tamasha, Tahbil,
Takath, Tarjama, Trikh, Talab, Jahir, Jaliati, Janab etc. 1 shall furnish
below some of the examples wherein Tagore used Persian words in his writings

Megar kunay rong £ £ doresay,
Dekheni keo chyee. (Gitanjali, p-1006)
Tura sunisneeke/ S%%4  sunisni tar
Payer Danni ? (Gitanjali, p-98)
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Chalbo ami nesithratay Tumar hawar isaratay/ &)
Tumar bosangando boron koraychee

Az ai bosantoshomiray(Gitbitan,p-46)
! Kalam weekly(Idd Special Issue), Edited by Ahmed Hasan Imran,45 Eliot
Road,Kolkata,2010,p.130.
X Husain Dr. S. Akhhtar, “Tagore and Iran”. Danish, Quarterly Journal(Spring & Summer),
Published by L.R.I, Islamabad, Pakistan, 1992, Pp-I-2.

Conclusion:

Tagore was a lucky person that he was born in a family where Persian culture
was thought with respect and they used this culture at their dayto day life.
Tagore was amystic poet and this was complete influence of his father who is
called Hafiz-e- Dewan-e- Hafiz '2. We can see in many of places that the
ideology of Tagore marge with ideology of Islam. The Persian words that
Tagore used in his writings is naturally adopted in his mind due to influence of
rich culture and heritage of his family and also Tagore’s song and poetry are
the influenced by the Sufism and Sufipoet like Sa’adi, Hafizand Rumi directly
or indirectly. Moreover he loves Persian culture. I conclude this paper by
mentioning the verse of one of the renowned scholars of Arabic, Saikh
Muhammad Reza Alkhalis Alkazimi :

JGY\Q‘UM,\U)EJ&*U&.\QJJSUJGY&S
(These are our works, these works our souls display, Behold our works
when we have passed away.)
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Abstract

This literature review-based paper explores the concepts and
scope of CSV-Creating Shared Value based on the available literature. CSV
has evolved into an alternative that pushes the boundaries of CSR-
corporate social responsibility. Creation of Shared Value is a groundwork
for creation of economic value while addressing social exigencies. Looking
at the CSV-literature, it is easy to understand that the concept of CSV
has received a lot of attention from researchers and businesses, but it is
still unpopular in terms of its application and acceptance.

Keywords: Creating Shared Value (CSV), Corporate Social Responsibility
(CSR), Corporate Charity

Introduction:

Business and society are interdependent and have a great impact on the rise
and fall ofthe other. The existence ofthe former is possible only by assuming the
latter. Therefore, it is the company’s moral responsibility to share some of
its profits with a society that can exist by fulfilling some obligations that
contribute to the formation and development of society. Thisis how the concept
of social responsibility was born decades ago. It emphasized the charity of the
company, which is a charity for social, cultural, and religious purposes, and
showed that the company has a social responsibility beyond making a profit.
Companies are accountable not only to shareholders, but to all stakeholders,
including customers, employees, suppliers, competitors, governments, and
societies.

The essence of CSR is to give back to the community and not
to benefit from these activities. This raises the question among scholars and
entrepreneurs why private companies engage in philanthropy and
spend nothing on society, rather than on something that benefits both
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the company and society ina common way. In fact, the idea was born that a
company can take care of all its stakeholders, create economic and social
value as a concurrency process, and create value which could be shared with
all the stakeholders including the society.Creating Shared Value has emerged
as an alternative to address the limitations of Corporate Social Responsibility.

The genesis of shared value creation (CSV) was from a paper
published by Michael Porter and Mark Kramerin the year 2011 where they
communicated it as the policies and practices that would uplift the economic
and concurrently, the social status of the communities in which they operate
while improving the market share of the company.Thus, creation of shared
value is a groundwork for creation of economic value while
addressing social exigencies.

Objectives:

This article focuses primarily on the following objectives :

1) Understanding the concept of CSV against the background of existing
literature

2) Recognizing the difference between CSV and CSR

3) Examining the scope of CSV practice in India

Literature Review:

Shared value concept is importantor both researchers and companies.There
were two different groups of thinkers. The first idea was to be a supporter of
CSV Porter & Kramer, 2011; (Aakhus & amp; Bzdak, 2012; Crane et al.,
2014;; Orr & amp; Sarni, 2015; Bockstette et al., 2015; Dembek et al.,
2016; Alberti & Belfanti). , 2019; Visser, 2013; Moon &
amp Pfitzeretal., 2013; Wojcik, 2016) Includes enemies (Beschorner, 2014;
Corazza et al., 2017; Strand & Freeman, 2015; Strand etal., 2015) ; ; Parc,
2019;TheCSV concept was introduced in a 2006 publication by Porter and
Kramer in an article entitled ”Strategy and Society: The Link Between
Competitive Advantage and Corporate Social Responsibility.” The
term “creating shared value” was officially defined five years later
as “’policies and practices that make companies more competitive and
improve the social and economic conditions of the communities in which they
do business.” (Porter & amp; Kramer, 2011. The first group ofthinkers agree
that while maximizing economic gains, businesses can create value for
society, improve opportunities, increase productivity and provide sustainable
competitive advantages. (Michelini & Fiorentino, 2012; Bergquist &
amp; Bergquist & Lindmark, 2016; Eriksson, 2019; Porter & Kramer, 2006,
2011; Strand & Freeman, 2015).
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One significantly notable paper is related to it, titled ““An Extension of Porter
and Kramer’s Creating Shared Value (CSV): Reorienting Strategies and
Seeking International Cooperation” published in 2011, attempted to reproduce
the concept of shared value creation, aninnovativepath to accomplish economic
objectives, originally introduced by Porter and Kramer. The study divided
corporations into the following categories-Stupid firms, Selfish firms, Good
firms, and Smart firmsgrouped with relation to corporate and social benefits,
and projected that the objectiveof the companies should be to frame the ethics
and strategy of the business in such a way that fosters value creation. It further
provided four remarkable strategiesfor more effectivecreation of shared value
based on the three fundamental strategies proposed by Michael Porter and
Mike Kramer: stating core competence; reimagining and understanding
comprehensive targets; restating productivity in the value chain; and advocating
for local or global cluster development.

Creation of Shared Value is a new concept that allows businesses
to add economic value by solving social problems (Moon et al., 2011; Smith,
2016; Kullak et al., 2020. Lopez, 2020).The argument put forward by the
critics is that Creation of Shared Value is a paraphrase of existing theory,
and Porter and Kramer do not show the citation of the research work done
by previous scientists (Crane et al., 2014; Strand & Freeman, 2015). CSV
is directly related to existing frameworks and has been criticized for
representing management with no empirical evidence (Crane et al.,
2014;Beschorner, 2014; Dembek et al., 2016; Jones & Wright, 2018;
Strand & Freeman, 2015). Beschorner (2014) and Dembeketal. (2016)
CSV claims to be a jargon rather than a concrete concept. A fewresearchers
have further argued that CSV is effectively blocking metamorphicinnovation.
(Crane, 2014)which is due to Michael Porter’s influence and his efforts to break
previous individual discussions on CSR, social entrepreneurship,
social innovation, and the ”bottom of the pyramid.” (Crane et al.,
2014, p.133). They also did claim that creation of shared value has some
drawbacks. For example, the idea is not original, it is based on the superficial
notion ofthe role of a company in the society and does not consider existing
cynicism about corporate practices within the community (Beschorner, 2014;
Crane et al., 2014). Kaplan, 2020). Proponents respond to critics
by claiming that creation of shared value is a more powerful yet multifaceted
and transformable model, and that scholars are confused with existing and
available theories because of its narrow relevance (Porter & Kramer).
, 2014). Dembeck et al. (2016) To analyze its ontological and epistemological
characteristics, the researcher has conducted a literature review of articles
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using the term ”shared value” in various contexts. It was found that the
concept was inconsistent in terms of definition, measurement, and field use.
Depending on these findings, it was claimed that CSV is a management
buzzword rather than a noble and valuable research concept. Inmy opinion, the
conclusion of Dembek et al. (2016) By assessing the use of the term ““shared
value” in irrelevant articles in the first part of a review using text mining
techniques. More specifically, their discussion is based on the initial review,
which includes 403 articles. 2 Strandand Freeman (2015) outlines the
same concerns. CSV is not a new concept, but a paraphrase of the long-
standing community of interest in stakeholder theory. (P. 65) Many industry
practitioner sand academic scholars have expressed their apprehensions about
the concept, as it is foundational and based on existing paradigms, deficient of
empirical proofand deter transformative and radical innovation (De los Reyes,
Scholz, & Smith, 2019; Dembek, Singh, & Bhakoo, 2016). Notwithstanding
the apprehension, sizable volume of theoretical and empirical work on shared
value has been carried out (Menghwar & Daood, 2021), with scholars
extending and augmenting versions of the SV framework (Moon, Parc, Yim,
& Park, 2011). Without focusing on mining organisations, empirical evidence
on potential and effective strategies to implement CSV has begun to emerge
(Alberti & Belfanti, 2019; Menghwar & Daood, 2021).

However, the question remains, if the concept of “creating shared
value” make sense for multinational firms ?

A paper published recently (Nandi & Sindhi, 2022) in Society and
Business Review attempts to answer this question. This paper supported
business model of MNCs to convert social challenges into business
opportunities in two contextually heterogenous international markets. This paper
used the shared value framework to establish that examination of business
models in varied societal contexts might be able to illuminate the corporation-
societal needs. The paper carried out a comparative content analysis of the
model of a businessof an international brand of a threewheeler design and
manufacturing company — Piaggio Ape — in Italy and India since its launch
right after World War II. The matter for qualitative analysis was discovered
using the Nexis Uni database. The findings of the work reveals that shared
valuedirects the strategy for firms to integrate societal concerns uniquely into
their business models, rather than solving them isolated manner.

Conceptual deduction from the literature reviewed:

Michael Porter & Mike Kramer presented the concept of creating shared
value (CSV) by progressive and innovative organizations in Harvard Business
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Review in 2011 and proposed creation of shared value to promote policies
and practices to ameliorate corporate competitiveness while augmenting the
economic and social values in the society. They vouched for shared value
creation by telling that it has the potential to transform conventional business
ideas to provide sustainable solutions for overcoming challenges and serving
the needs ofthe society. This new CSV concept has attracted the attention of
industry- practitioners, executives,and managers as well.

They proposed three main methods of CSV. First, create
new, affordable products or services that meet the needs of poorly serviced
groups. Second, it achieves efficiency and cost savings while reducing waste
and disruption in the value chain. Third, develop the resources and skills of
local suppliers and dealers.

Porter and Kramer further discussed important differences between
the concepts of CSR and CSV. First, the core value of CSR is to
do good, but the core value of CSV contributes to economic and social
benefits compared to cost. Second, while CSR tends to focus on
the concepts of philanthropy, citizenship and sustainability, CSV appears to
create shared value through collaboration with businesses, communities and
the environment. Third, CSR tends to be separated from profit maximization, while
CSV is integrated with profit maximization. Fourth, while the main impact of
CSR is limited to the corporate footprint and internal CSR budget,
the main impact of CSV seems to be readjustment of the corporate budget.
Regarding the adoption of CSV in India, it was found that many Indian
companies are creating shared value by redefining the way of markets,
products and businesses are, thereby creating social and economic progress. [
did. Hindustan Unilever Limited, Laris India Limited &
amp; Mother Daily are some ofthe companies that have seized the opportunity
to reach out to parts of a poorly serviced society. In areas such as
healthcare, agriculture and financial services, companies are innovating to
bring their products and services to new markets, revolutionizing the value
chain to reduce costs, improve products and do business. We are strengthening
the competitive environment to do.

Conclusion:

This study focuses on the development of the concept of Creating Shared
Value which has a strong connection with CSR. In fact, Creating Shared Value
is one of the few innovative strategic ideas of the last two decades to help
build a sustainable competitive advantage. Looking at the CSV literature, it’s
easy to see that the concept of CSV has received a lot of attention from
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researchers and businesses, but it’s still unpopular in terms of its application
and acceptance. CSV is not a synoptic idea that will solve the
various problems between business and society. Further investigation is needed
to determine the relevance of CSV in current and future contexts.
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Abstract

In the urban areas, the lifestyle of the people are changing very
rapidly. In this changed context, the primary Islamic education has been
facing great challenges. The parents are not able to follow the traditional
system of sending children to the mosque early in the morning for getting
primary Islamic education. At the same time, no concrete substitutes
developed to replace the primary education in the mosque. The present
research work is undertaken to find out the challanges and suggest remedial
measures to help Muslim community to find out a way so that Muslim
children may get proper primary Islamic education.

Keywords: Primary Islamic education, parents, development, culture,
awareness.

Introduction:

Religious life has been found to have a positive effect on well- being. Religion
provides an all inclusive set of meanings and values for the ordering and
mterpretation of different events of our life. The religious communities have
established norms that provide its adhering members with an above average
healthy life'. Strong and fully internalised religious beliefs and values are very
useful to face traumatic events and stressful situation. A bad events can be
overcome if it is attributed to the will of God.

Childhood is the right time to acquire such belief and values. When a child is
young, he is the most impressionable and swallow knowledge just as how it is
taught. Imam Al- Ghazali said, “A child is a trust in the hands ofhis parents,
and his pure heart is an unblemished precious stone, free of any engraving or
form™? A child absorb information like a sponge. So the young age is a very
crucial time to taught primary religious education.
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Objectives of the Study:

The study has the following objectives -

(a) To find out the challenges faced by the Muslim children to get primary
Islamic education in urban areas.

(b) To suggest remedial measures so that Muslim children may get proper
primary Islamic education.

Methodology:

The following methods and tools have been used for the study to reach at a
feasible and meaningful conclusion

(a) The present study covers Silchar town and its adjoining areas of Cachar
district of Assam.

(b) Sources of Data - Both primary and secondary data have been used for
the present study. The primary information, required for the present study,
has been obtained through direct personal interview method. For this purpose,
170 households have been selected randomly from Silchar town and its
adjoining areas approached with structured questionnaire. The secondary data
have been collected from various books, journals and publications.

(c) Framework of Analysis - Primary and secondary data collected from
various sources have been analysed empirically.

Table- 1
Household profile of the sample household

Sl

No. Particulars Numbers
01| Number of family living permanently in town 100
02| Number of family living temporarily in town 70
03| Total number of sample household (1+2) 170
04 | Numbers of Chilren below 15 years in serial No. 1 280
05| Numbers of children below 15 years in serial No 2 112
06| Total children (4+5) 392

Source : Primary data collected through field survey.

The above 170 (100+70, permanent and temporary resident
respectively) households were selected randomly from Silchar town and its
adjoining areas. Out 0£392 children, 280 children belong to the families residing
permanently and 112 children belong to the families residing temporarily.
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Table -2
Status of primary Islamic education of the sample household

Sl. ) Receiving Receiving ivi
No.| Particulars primary Islamic | PrimaryIslamic yr?rtn ;;; CIesllzrll?i%
education education education
formally in informally
mosque
o1 Family living o . .
permanently 434% 54.6% 2%
in town
0 Family '
living temporarily % (Nil) 92.3% 7.7%
in town

Source- Field survey.
The above table shows the way the children are getting primary Islamic

education.

Parents Consciousness for primary Islamic education in comparison
with other form of education.
Table 3.1
% of children out of total population
transferred for better primary

% of children out of total
population transferred for better

primary Islamic education education of school
0% (NIL) 59.8%
Source — Field survey.
Table —3.2

% of sample household shifted

% of sample household shifted their
their location for better primary

location for better school education

Islamic education
0% (NIL) 35.2%
Source- Field survey.
Table 3.3

Parents awareness about the
qualification of teacher engaged
for primary Islamic education

Parents awareness about the
qualification of teacher engaged for
general education of school

2.5%

99.2%

Source — Field survey.

The above tables 3.1, 3.2, 3.3 are used to show the parents
consciousness of primary Islamic education in comparison with other form of
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general left education. Table 3.1 shows that 59.8% children were transferred
from one school to another for better general education of school whereas no
children were transferred for better Islamic education. Table 3.2 shows that
35.2% parents shifted their family location for better general education of
children whereas no family shifted anywhere for better Islamic education.
Table 3.3 shows that 99.2% parents are well aware about the qualification of
teacher who is engaged for teaching general subjects. But only 2.5% parents
are aware about the qualification of teacher who is engaged for teaching of
primary Islamic education.

Findings of the Study:

(1) In the present study, it is found that 43.4% children ofthe families living
permanently in town are getting formal primary Islamic education inthe mosque.
But 54.6% children are not getting formal education. Instead they are getting
Islamic education informally like private tuition or from the parents. 2% children
are not getting any primary Islamic education.

(i1) No children of the families living temporarily in town are getting formal
primary Islamic education. They are totally depends on private tuition. 92.3%
children are getting primary Islamic education through their private tutors.
7.7% are not getting any Islamic education.

(111) Parents are not crazy for better primary Islamic education of their children.
But the same parents are crazy for better general primary education of school.
59.8% parents transferred the school of their children in different occasions
for better and quality education. But not a single parent has taken such a step
in case of primary Islamic education.

(iv) 35.2% parents shifted their family location in different time so that their
children may get better primary education of school. But they even never
thought such step is necessary for primary Islamic education whereas the
scope of better Islamic education is limited compared to school education.
(v) 2.5% parents are aware about the qualification of the tutor who is teaching
Islamic education. Remaining 97.5% are not aware and they just need a person
who dressed like moulavi (saint). But this does not mean that the same parents
always neglected the qualification of the tutor. In case of tutor who taught
general subjects like Mathematics, Science, English, English Grammar, 98.2%
parents are well aware. They are always eager to assign their children with
more qualified teacher. Fees would never be a matter in such cases.

(vi) A general trend has been observed that the students once reaching to
class IX or X, they try to avoid primary Islamic education due to the increasing
pressure of their school education. Such students and their parents never
thought about the course of primary Islamic education. Once the students
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left Islamic education without completing the basic course, theynever complete
the same course in their lifetime. Thus, they lacked basic [slamic knowledge
required for Salat and other Islamic activities.

(vii) During the study it is observed that primary Islamic education facing
great challenges in urban areas in comparison with semi-urban and village
areas. The growing trend to follow the urban lifestyle among the semi-urban
and village people indicate that the challenges which primary Islamic education
facing in urban areas is going to face in semi-urban and villages.

Remedial Measures:

Proper Parenting - The famous maxim ‘charity begins at home’ indicate that
all kinds of education begin at home. Parents need to realise their role. Any
teacher or institution gets students around 4 hours out of 24 hours. Modern
child psychology tells us that a child is born without a conscious mind and
learn from the acts of the parents. Parents should be aware about the child
psychology so that they can act properly. The parents should not give too
many instructions to the children allow them to learn from their manner rather
than lecture®. The school of parenting, seminar, workshop, debate and
discussion on the role of parents should be arranged. Even the subject parenting
should become the part of course and curriculum of school, college and
madrasa for which appropriate authority should be approached.
Supplementary Institutions: The trend of imparting primary Islamic
education through mosque should be modified. To meet the challenges of
new lifestyle supplementary institutions should be established in village and
urban areas. Supplementary institutions may be ofthree types -

(a) Centre for primary Islami education like kindergarten school.

(b) Coaching centre

(c) To approach already existed private schools to start primary Islamic
education for Muslim children.

Individuals should be encouraged to come forward and establish such
institutions. To attract students private institutions will offer flexible timetable
like more class hours in the weekend, vacation etc. Such institutions will also
help to aware the importance of primary Islamic education

Registration of Supplementary Institutions Under the Board- all
supplementary institutions including the mosque should be registered under
the Board run by different organisations. In case ofregistration, the institutions
should be given certain criteria. All the registered institutions should be checked
through periodical inspection. Parents should be encouraged to admit their
children in the registered schools so that they may get proper primary Islamic
education.
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Effective Review of Curriculum- There is aneed to critically review the
effectiveness of curriculum from psychological perspective and reconceptualize
curriculum. The provision of appropriate textbooks is useful for the teachers
from a pedagogical point of view and relevant to the students’. Course
curriculum should be made interesting. Children should look forward to go
such institutions or mosque rather than disliked obligation made compulsory
by parents. All these institutions and mosque should have an element of fun
integrated in curriculum to keep children engaged. Research demonstrates
that developmentally appropriate play and fun is a singular opportunity to
promote the social-emotional, cognitive, language and self regulation skills
that build executive function and prosocial brain’®  The effective review of all
these activities will ensure religious values among the children.

Teacher Training- In a research report of Institute of Education Sciences,
Department of Education, United States shows that students achievement
can improve by as much as 21 percentile points as a result of teachers’
participation in well designed professional development programs® Teaching
philosophies should be designed as per the norms of child psychology. Teacher
should come out of'their traditional military style, disciplined approach and be
approachable friends for their students. Pressure of excessive memorization
should be avoided. According to Maulana Maududi, based on memorization,
the madaris were not providing relevant education to the Muslim society.”
Focus should made on development of character and infusing a spirit of life-
long learning. Teachers and policy makers should be informed about each
others activities and perspectives.

Social Awareness for Formal Primary Islamic Education - All the Muslim
organisations, institutions and individual should aware the parents about the
importance of formal education. During the study it is observed that majority
(54.6%) students receiving primary Islamic education informally. It indicates
that they are not following particular course, evaluation process etc. Parents
should be aware about the limitations of informal education. Social awareness
may lead such large number of students to formal sector.

Conclusion and Recommendations for Future Research:

In India, though the social norms and family structure changing rapidly but still
not broken because the people possess religious values. Primary religious
education is the very genesis of such values. It has been observed religious
education as subject that deals with the religious ethical attitude and values
that strengthen individual choice, health and behaviour such as relationship,
social policies and practices®. Thus, religious education has proved its
significance on children and society. To avail such advantages ofreligious
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education how different communities imparting religious education to the people
of different faith and its social, cultural and political impact would be an
important area to explore.
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Abstract
Cultivation of Medicinal and Aromatic Plants is an excellent
source of employment and profit generation. A large section of rural
population in Northeast India depends on biodiversity for their better
health and life. But certain anthropogenic activities are identified as the
main causes of losing the medicinal plants diversity. Here, appropriate
measures are in need of time to save the ecosystem.

Introduction:

With ever growing demand for natural products in food, pharmaceutical,
perfumery, flavor and cosmetic industries, cultivation of medicinal and aromatic
plants has now become popular and economically viable (Khanuja, 2004).
Medicinal and aromatic plants, natural source of raw material for industrial
products offer a great scope to receive net higher return and scoe for larger
employment opportunities in recent times. The cultivation of such plants
now form an important place in global international agricultural business
with an estimated growth rate of about 6 to 12 percent (Economic Review,
2006). The Menthol mint (menthe arvensis) in Indo- gangetic plants damask
rose in the plains and hilly areas of north India, lemongrass (cymbopogon
flexuosus) in southern Indian plants, geranium (pelargonium, graveleons) in
southern and northern part of India, citronella (cymbopogon winteriams) ,
neem, pudina, tulsi acodo, kani pata in north eastern regions are some of
the valuable industrial raw material aromatic plants are collected from forests,
their systematic cultivation has now started in different parts of the country.
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Sarpagandha (rauvolfia serpentine), periwinkle (catharanthus roseus), safed
musli, isabgol (plantago ovate), senna (cassta senna) and aloe vera are some
of'the important medicinal plants that are being cultivated on a large scale the
regular supply of raw materials for upcoming pharmaceutical industries
(Botanical Survey of India).

However, there has always been problem of obtaining equitable genus
raw materials in good quantities from the natural sources. Indiscriminate
environmentally unfriendly assemblage has resulted in limited supply of some
important herbs resulting in adulteration or substitution. Furthermore, the
compatible quality ofherbal raw materials collected from indigenous sources
cannot be ensured due to cross reaction resulting in variability. Thus systematic
cultivation of medicinal and aromatic plants involving High Yielding verities
(HYVs) producing quality product maintaining the regular supply of raw
materials at desired good qualities has therefore become essential for the
growing user industries.

Role of Central Institute of Medicinal and Aromatic Plants:

Taking into consideration the upcoming and rising demand for medicinal and
aromatic plants’ products in both domestic and global market the Central
Institute of Medicinal and Aromatic Plants (CIMAP) has taken initiatives to
develop technology packages in cultivation and for the potential growth of
medicinal and aromatic plants in different parts of India. Genotype yielding
products such as, ayurvedic medicines, natural food products, natural health
care perfume, and chemicals are recently popularized developed in different
environmental viable region, particularly in forest zone. The raw materials of
them are highly demanded and acceptable both for domestic and international
markets. Systematic and scientific interventions put together the product like
menthol mint becomes most popular crop of marginal and small farmers across
the country. The cultivation of menthol is now increasingly replacing opium.
For the farmers, the production of menthol oil has become a cottage industry.
Because of higher return the quality product of High Yielding Verities of
Himalayan products are released by CIMAP got wide acceptability among
the farmers and demand of raw materials in industries are increasing day by
day due to the quality. In fact, geranium bio-village programme in Uttaranchal
and Uttar Pradesh sensitized growers for cultivation of excessive priced crops
for still higher returns (Singh, 2004). The research are initiated by the CIMAP
for new anti- cancer, anti- ageing, anti-virus, malaria, dyrihia, anti-obesity,
anti-hypertension, diabetic medicine and hepatic-protective molecules from
various plants is on.

EDUSEARCH ISSN 2395-7298 127



Employment Opportunities:

Medicinal and aromatic plants, once brought under cultivation would be
required both skilled and unskilled labour since the very beginning cultivation
to processing, improved processing and delivery of an active ingredient in
convenient and useable form. All these activities involved labour intensive
come up with huge range for employment opportunities and generate it and
helps in eradicate poverty of rural mass people. Cultivation, processing and
trade through value addition of harvested products from medical and aromatic
plants give higher profit to the cultivators and a good approach for self
employment of farmers and master plan of sustainable agro-economic growth.
With medicinal and aromatic plants , the potentiality for self employment is
also enormous e.g. the total chain from seed or propagate to the product
requires manpower for cultivation, generating planting materials and processing
or distillation, technical manpower for value addition and product formulation
and personnel nvolvement in marketing. There is ample scope for employment
in each and every stage from beginning to last.

However, among basic needs of human being, food is the first choice
and hence cultivation of medicinal and aromatic plants does guide us to replace
the food crops production. Therefore, it is obvious that medicinal and aromatic
plants cultivation to be integrated with food from horticulture crops. Higher
extent ofnet yielding can be expected by integrating the cultivation of medicinal
and aromatic plants with rice cultivation .For example, mints to be integrated
with rice —wheat, rice-potato rotation. Similarly, co-cultivation of onion with
mint, garlic with geranium and mints with sugarcane may increase the amount
of profit from a small unit of area under cultivation. Most of these crops can
also be homogenized with plantation crops or orchards, e.g, patchouli can be
cultivated in orchards of coconut and coffee plantations similarly, a pineapple
can be grown in banana plantation. This provides an additional yield /profit
without affecting the profitability of main crops’. Thus the mission statement
of CIMAP towards “green technologies for better health and life” is to be
reflected towards societal improvement through medicinal and aromatic plants
integrated with food crops and will generate more employment.

The raw materials and value added produce from cultivation of
medicinal and aromatic plants are increasingly demand in day by day and
safety and efficacy of plants based drugs and importance of natural aroma
chemicals in perfumery, cosmetics and flavours. There is a sufficient scope to
export these products to USA, Europe and other global markets. The
production of quality raw materials therefore is bound to fetch higher prices
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and thus higher profits (Swaminathan, 2001). However, some kind of traditional
plants, menthol mint among one which did not gain much popularity mitially
mainly because of lack of HIVs producing good quality, now completely
replaced that prevalent cultivated poor genotype after using HIVs seeds. Plant
transplanted technology and early maturing varities enabled farmers to obtain
good quality can earn more profits and now many small to marginal farmers
are adopting this crop. At present this crop covers more than 1.5 lakh hectares
(Chada, 2002).This has improved the socio-economic status of the poor
farmers. Similarly, cultivation of menthe arvensis on large scale has also
generated enormous employment and strengthened the business of related
industries and promoting entrepreneurships in backward region. It is estimated
that in each employment benefits from mint business of about Rs 420 cr.
accrued to about 3 lakh persons. Now, menthe arvensis is considered a major
cash crop in North India plains contributing 75-80 percent global menthol
mint oil production and exports to other countries earning valuable foreign
exchange (GOL, 2006).

A Look into North-Eastern Region of India:

The Northeasternregion of India, earlier called seven sister states of Northeast
India endowed with vast natural resources. The whole Northeast Region is
located within the [TUCN, recognized by Himalaya Hotspot and considered
to be very good birth place of some valuable medicinal and aromatic. The
zone, for instance, plants possessed plenty in distinct variety ofherb, distillation,
creeping plants which are important prospective therapeutic utility of local
health giving physician along with medical practitioner. More than 900 varities
of' medicinal plants with different species are existed in wide hilly areas of
Northeastern region. Among them most popular and widely practiced of some
commercially valued products such as; Sarpagandha, Nayantera
sarpagandha,Dhatura,Chalgoch, Java citronella, Agnisikha,Haldhi, Dalchira,
Tulsi, Tejpata Pudina Omita, Rauvolflia, Mekuri Kendu, Tankuni patha,
patorkuchi neen ,etc, are some of the important industrial medicinal and
aromatic plants are still collected from forest (Baishya, Begum, 2013).
Although, the scientific and systematic cultivation of them are started now
they are being cultivated on a large scale on traditionally for continuing the
regular supply of raw-materials for pharmaceutical industries.

However, with a huge wealth of biological diversity of plants and
agro-climatic zone possessed by North-East are capable of supporting the
cultivation of medicinal and aromatic plants. With vast manpower resources
and varied agro-ecosystem, NE region of India has a scope to play a major
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role in production of medicinal and aromatic plants. MAPs related business
opportunities are enormous and are visibly on rise due to the diversified uses
that plants derived molecules and compounds are finding in perfumery,
pharmaceutical, cosmeceutical and agro- chemical industries. The valuable
molecules from the plant sources that may have utility in wide ranging
applications such as antibacterial, antifungal ant protozoan, anti cancer, anti
insect, ant depressants cardiovascular and nerving stimulants, growth
promoters, post harvest potentiating or bio enhancer ( Kameshwara
Ra0,2004). With an excellent natural resource base, large gene pool,
undoubtedly and both skilled and unskilled manpower, the NR region may
look for achieving higher quality produce and product from medicinal and
aromatic plants and may an ideal method for achieving economical security
besides increasing employment potential especially in rural sector and income
generation.

Conclusion and Suggestions:

Summarizing the above issues it is observed that indiscriminating
destruction of forests, together with unscientific extraction ofthe plants and
over exploitation for export purposes etc, have led to the extinction of many
valuable medicinal and aromatic plants. Formation of Self-help Groups (SHGs)
at different levels, though exist, mvolving representatives ofayurvedic medicine
manufactures, farmers, NGOs, agronomists, professional raw-drug collectors
etc. will facilitate demand based cultivation with a buy-back arrangement.
The SHGs should take care of imparting technical know- how to the cultivators,
supplying genuine planting materials, establishing medicinal plants nurseries
and seed banks for propagation collecting requirements from various
Pharmaceutical companies and marketing the produce at reasonable price.
Moreover, areas rich in medicinal plants can be developed in to herbal
sanctuaries, so that this unique biological wealth can be safeguarded and
conserved well for posterity.

Secondly, there is need to expand facilities for a continuous updating
of skills and information in relation to all aspects of medicinal production,
processing and marketing among producer. For this, it will be useful to establish
n every district the Institute of Medicinal and Aromatic Plants with merge of
Krishi Udgyon Kendra. It is also desirable to develop region as herbal bio-
region. The infrastructure that are necessary for seed multiplication including
tissue culture facilities, establishment of nurseries of elite materials, validation
and certification and producer-oriented marketing and other centralized facilities
efficient decentralized production will have to be provided in the herbal bio-
region.
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Thirdly, the Government of India should review the current policy
regulation of medicinal and aromatic plants and adopt intensive programmes
and policies for promotion of MAPs cultivation. The Department of
Horticulture, Government of India should provide incentives to the farmers
for taking up of MAPs by demonstrations to the grower, assistance for the
establishment ofherbal garden, oil extractions including processing, drying
and storage unit. The training and workshop involving professional local
ayurvedic kabiraj and like that is also required.

Lastly, a massive awareness and education programme should be
launched on medicinal and aromatic plants involving not only the public, but
also the media and more importantly the Governmental agencies responsible
for formulation and implementation of massive plan.
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Abstract

The term “speech analytics” is often associated with word
spotting or keyword searches, but with its continuous usage and rising
importance it has become much more than just spotting certain words
or phrases. It is an important tool now which gives a way to manage
customer relationship, take certain strategic decisions, implement and
assess the quality management and also form the business intelligence,
which is an imperative now-a-days. Speech analytics has colossal scope
in the business domain and is undoubtedly poised to grow in a non- linear
fashion in coming time. The present paper is a case to fathom and convey
the power of speech analytics.

Keywords: Speech, analytics, business, efficiency, Ozonetel

Introduction:

The growth of technology has captured new aspects of value creation which
were relatively ignored or else given less importance in the past. One such
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aspect is the importance attached to voice of customers, the actual telephonic
interaction a customer has over call or any digital medium with an agent. For
any organization to thrive in this world of digital democracy, it is imperative to
understand its customers well, build relevancy and inculcate a system in its
business intelligence which can help in giving seamless experience through all
channels and provide Omni-channel interface, one of which is speech analytics.
This exploratory research is inspired from the growing need of visualizing the
data collected form each customer and company interaction. As we know
that most of the customer care centers used to collect the recording and
manually convert and locate specific keywords, feedback etc. However, due
to this, most ofthe data has gone untapped,to the extent of about 50%, as
suggested in few reports. The field of speech analytics focuses on analyzing
customer sentiment through the whole duration of a call, quality and
performance-based metrics to link it with quality training, evaluation purpose
and also develop means to address the specific service gaps the organization
is trying to bridge.

Background of Speech Analytics:

The term “speech analytics” is often associated with word spotting or keyword
searches, but with its continuous usage and rising importance it has become
much more than just spotting certain words or phrases. It is an important tool
now which gives a way to manage customer relationship, take certain strategic
decisions, implement and assess the quality management and also form the
business intelligence, which is an imperative now-a-days. Some of the other
supported activities of speech analytics are trend analysis, customer risk
analysis, quality assurance, first-call resolution, call volume reduction, self-
service IVR utilization improvement, training needs analysis, product branding
and brand management, identifying operational deficiencies, fraud detection,
script compliance validation and competitor information gathering, to name a
few.

There are fundamentally two ways to automate and monitor the voice
traffic namely, voice-to-text speech analysis, which, as the name suggests
require an intermediate manual or automated transcription to perform the search
of words or phrases residing in the developed dictionary and maintaining it.
This technology has been used from long. The second being phonetic speech
analysis which monitors the voice without any intermediate step, it utilizes few
dozens of phonemes or speech sounds, which has been used since 90s and
has improved since.An enhancement on this is the cloud platform based which
not only reduces the installation costs and is effective in improving operational
efficiency but also helps in implementing it across all customer communication
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channels. This can be either implemented based on certain enterprises solutions
or as software as service (SaaS) platform and paid as per the login as well as
for the whole organization connecting all the verticals.

Industry Overview:

Information Technology services industry is a broad term which was used to
describe the use of computers to do data storing, retrieval, transmission and
manipulation and its usage in business context. It additionally includes design,
development, implementation and management of computer based systems
(hardware & software). In the backdrop of these information, IT organizations
can also be broadly classified into three categories as below:

A Product Based Companies- Companies which are working on specific
products to serve specific use for any particular type of or customer so they
can either be pure software product companies (Adobe systems) or hybrid in
nature eg. Google, Ozonetel. Around this idea, revolves thousands of startup
companies who want to become major players in the near future.

Service Based Companies- Companies which are specialized in providing
services to some specific product companies or IT services to customers like
system support, network maintenance and bespoke application development
e.g. IBM.

In-house IT Organizations- I'T functions for some ofthe largest organizations
might be larger than the standalone I'T companies so it functions like the cost
centre providing IT services to the core business e.g. IRCTC.

All of these aim to make their core business more efficient and nearly,
face similar challenges while trying to achieve it. Below is a rough sketch of
the kind of structure under which various enterprises can fall in IT sector and
hence depicted in the diagram.

( IT service Industry ‘

-

y , ¥
| Product based ] Service based In-house IT
| companies companies

I !
| l | S ,
[l Pure software H] } H Hybrid model ﬂ { ;:&:}';zjégsibe J Product dey‘e]iopmeﬁ ‘
| ] ‘ service \

Source : Developed by authors
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Speech Analytics as an aid for various industries:

The market for this is extensive and it can offer solutions for various segments.
As per reports,the use of speech analytics in the service sector is expected to
grow by CAGR 8%. The on-premise deployment of the system, which is
considered to be the costliest, is the one accounting for about 50% of the
total revenue. As per reports from 2015, it is majorly used by the IT sector
compared to its cloud based counterpart which has its demand growing ever
since 2015 and is expected to grow at non-liner rate in coming years. Due to
the cloud based deployment, other sectors such as telecom, BFSI, Media &
entertainment to name a few; have also benefitted. Some firms are providing
SMESs with cost effective solutions on the same. Below is a sector wise pictorial
representation to give a better idea about the same:

= Telecommunication Im

= BFSI = Rletail

= Healthcare Hospitality

= Others Gowermnment

Source: grandviewresearch.com/industry-analysis/

As the technology is advancing and new ways of fathoming data from the
words, dialects, responses, browsing etc are developed, here is how few of
the listed industries can benefit out of it:

* Telecom : Telecom holds an important part in the utility services which
involves communication over channels, though in the past few years there has
been many improvements related to the service overheads but in the recent
times with the inclusion of speech analytics customers can simply speak and
verify various services. Instead of app based, it can now be voice based and
the entire workflow can be assigned based on speech based information
obtained.
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* Healthcare : This area is still under development; In the near future things
like caller identification and the health report of person completely based on
calls, wellbeing and state of mind can be identified with this technology.

* Hospitality : This is one industry which have tedious work process and
dynamic deals. Here the use ofthis technology can be plentiful starting from
automatic booking to identification of customer tastes and cultural preference
and customized suggestions. This technology can particularly prove helpful in
making the voice of customer to reach far and wide and also from companies
to get closer and know there customers in much better way.

* Banking : The critical concern of financial sector which has large consumer
bases and requires maintaining strict protocols, can be effectively addressed
with this technology. Whether it is credit processing or day to day interaction
sessions with agents, deploying this technology can be win-win for both the
consumer to prevent from fraudulent and also the company to have no
compromise on consumer data.

* Retail : This is the sector which can benefit the most by reducing the cost
borne during service calls. Also, the raw data obtained during such interactions
can be analyzed appropriately to draw insights. With these data converted
and visualized, the enterprises can assess the service quality and other
feedbacks more accurately than before.

The Research Problem Definition:
The present study is a case on cloud based speech analytics firm called
Ozonetel India. It aims to identify the rationale behind cloud based speech
analytics integrated software platform and the possible service gap which can
be addressed by deploying the same. The study also attempts to explore the
growth of cloud based speech analytics.
Fig. 3: Architecture of cloud based Speech analytics system

O — @

T 1

Cloud Natural Cloud
Language Dataflow

Batch : Cloud
| Cloud Cloud
Ly —> sech-to-Text i
E‘ a Storage @ Functions @ f\gfl.uh to-Text 9 BigQuery
1 Storage 2 Process 3 ' Understand 4  Analyze
Cloud Identity-
@ App Engine 2 @ Aware Pruxyy ‘ ‘
5  Compute 6 Security 7 | Wisualize

Source: “cloud.google.com/solutions/visualize-speech-data-with-framework”
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Review of Literature:

The absence of abundance of literature on the topic because of little more
than embryonic stage of growth of'the particular technology, poses challenge
towards conducting conclusive research. Hence, this study is exploratory in
nature.

Avaya Customer Effort impact conducted by Harris Interactive (2013)
showed that in spite of increase in text based communication, voice interaction
was still dominant and most preferred.The paper “Speech Analytics: Key to
Unlocking Voice of the Customer for Business Transformation Across
the Enterprise” highlighted the colossal loss of opportunity to provide better
customer experience and optimizing cost because of inability of the firms to
mine customers voice. The figure below represents the same.

o N

) v ‘
' A 3 Y -
-@-- W 7] T
P o B, j f k /—A I
7 1 9 | | I
) 1) it sd)
Inefficient customer Inability Lack of insight Uncertainty of
understanding to hear the voice-of- of sale/customer regulatory or policy
the-customer issues compliance

Fig Source:-Speech Analytics: Key to Unlocking Voice of the Customer for Business
Transformation Across the Enterprise

In another publication by McKinsey&Company “Customer First:
Personalizing the customer-care journey” in Jan 2019, showed that digital
care channels early adopters benefit far more than that oflate adopters and
laggards. Also the same publication highlights the benefits of adopting such
technologies for enriching customer journeys, as it helps in better categorization
of customers as well as clear understanding of competitions and grey areas to
address.

A white paper publication by OpenText “20 Speech analytics use cases to
help you succeed”

Focuses on the most important concepts such as, improving the
customer journey and overall experience, driving employee engagement and
coaching and turning compliance insights into action.

The study takes into account the various use cases addressed
individually by the use of speech analytics. The ultimate goal of each organization
is to address the customer concerns in the most effective manner, increase the
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level of satisfaction and ultimately address the service gap that tend to exist
due to delay in addressing problems, repetitive complaints, emergence of
new problems and so on.

Here is a figure from the publication Key to Unlocking Voice of the
Customer for Business Transformation Across the Enterprise” which
specifies clearly the sweet spot of engagement between customers and the
organizations.

Expectations == Experience == Results €= Goals €= Alignment & Execution

Personalized @ Objectives & Strategy

Competent & Consistent @ erformance Measures

Convenient @ Engagement Process

Customer <« »
Timely @

People

Empowered @ Technology

Fig Source : - Speech Analytics: Key to Unlocking Voice of the Customer for Business

Transformation Across the Enterprise

The above literature conveys the idea about how different forms of speech
analytics over time has evolved and has been integrated in some verticals for
particular industries.

Also, with time, speech analytics as a software has evolved into SaaS
and is now, based out of cloud platform. The research also attempted to
identify the deficiencies addressed by the use of cloud based speech analytics
and the service gap, in particular, for the clients of Ozonetel.

The research also intends to embark into a study on the future of
cloud based speech analytics and how can it be integrated to make the business
more intelligent.

Objectives Set:

1) Identifying the various methods of implementing speech analytics based on
enterprise size, requirements etc.

ii) The core problems addressed by using speech analytics.

iif) The future scope of the current technology and various areas of implementing
it more effectively.
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Methodology:

The present paper, being our first study in this area, would primarily focus on
extracting information and developing a holistic idea on the application of
cloud based intelligent speech analytics

The research has been carried out with assistance from Ozonetel Ltd.
As of now, we have focused on data from secondary sources, which has
been collected from the company database, white papers and research articles.

The research includes preliminary rounds of interactions with Ozonetel
Ltd. Employees as well as the end customers. For judging the precision and
authenticity of secondary data,Google trends matching has been done with
the data collected from company database. For better insights, we have also
done digestive analysis of articles which have conducted similar studies in the
field in past few years as well as reviews shared online by the company clients
and the data from across industry.
About Ozonetel:
Ozonetel, as a cloud based speech analytics platform based out of India, is a
perfect fit for cloud based telephony solutions, which can reduce the handle
times and also enable effective business communications across all channels
such as: social media, SMS, emails etc. The company not only provides call
management tools but also analytical tools to help monitor and track inbound
and outbound customer interactions. The platform provided by it can also be
used by marketers to run various marketing campaigns customized over
different channels.

Though the company provides a lot of products for the huge client
base they cater to, one particular product which is the focus ofthis research is
the Al Solution based speech analytics which is based on cloud platform.

Al-Based Speech Analytics : This platform is used to convert the large
volume of unstructured data which for a call centre can prove to be of huge
importance and can hold a lot of insights. The cloud based solution provided
by Ozonetel helps in ensuring the analysis of every call, sentiment analysis and
even monitoring so as to prevent escalations even before it occurs.

All these data analysis from speech analytics can help a company to:

** Add marketing insights which they might be lagging currently

** Provide proper training to improve agents performance

** The quality can be accessed properly each single time
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** It prevents escalations and thus improve overall company and brand image
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Fig Source: g2.com/products/ozonetel-cloudagent/

Above is the internal architecture of the Al based speech analytics which
connects throughout the sessions and below is a diagram which shows how
the dashboard looks like with the complete analytics being displayed for an
ongoing call.

Agent Name

Current Call

12m15s

Agent Timeline
10:30am Logged in
Manual mode - 10:35am

12noon Lunch break

. 12:23pm - Ready
5 Blended mode - 2:15pm I
Avg Wrap time Tm12s 4:15pm Tea Break

Summary 4:30per Ready

Total times Progressive - 5:15pm
Logoed in  : ThTm
Oncall :Sh45m
On break  <Th 17m

7:15pm Logged out

Fig Source : ozontel.com

The system here is as discussed above; hosted on cloud which
transcribes the audios creating a pipeline of the workflow displaying the analytics
for the transcribed audio files and then visually representing the data. It does
this with the help of various speech analysis frameworks and the proprietary
cloud based APIs for each node of action performed. The overall goal of this
SaaSisto:
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** Help in determining the overall call sentiment during interaction

** Sentence by sentence analysis ofthe sentiments

** The various quality metrics analysis to give better insights pertaining to the
agents this might comprise of the call silence, agent speaking time, call durations
and even sentence heat maps.

** It helps in providing answer to the most important question of reducing the
call volume; by providing certain keywords used most often in the transcribes
during the whole conversation.

4 P’s of marketing w.r.t Ozonetel

*Price

*Product
*Al based Speech 0525855 per month per
analytics user.
N hI-Enabled Call Center Solutions E———
*Promation ) - 1

*40% TCO for
enterprise solution

*Through online selling

Data Collection (about the product) :

These are the data collected by two sources namely Capterra and G2 which
has collected the primary data from end user or the clients who have used the
product of Ozonetel i.e. Al based speech analytics and below are the some
benefits identified by the cliental.

Pros

| ©o i i ' e Ease of Use
{} "We got it all done in just few days. Team is excellent and so helping." :

@
w0

9 "Ownership of the account manager is fabulous. Support for initial
(raining is also very good."

o
S

0 "Amazing product, great support team and excellent dashboards." Ease of Setup

Cor Center

o7]

ﬂ "Time to time service , good support, nice communication.”

Fig Source:capterra.com & g2.com
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The below listed features offered by the Speech Analytics being the most
noted one:

Call Center a
@ Blended Call Center @ Call Logging

@ Call Recording & Call Seripting

@ Campaign Management @ Escalation Management

& Inbound Call Center @ Interactive Voice Response (IVR)

@ Manual Dialer @ Outbound Call Center

& Predictive Dialer & Progressive Dialer

@ Queue Management & Real-time Chat

@ Reporting/Analytic

Auto Dialer i
@ CRM © Call Disposiion

@ Call Recording @ Call Scheduling

@ Call Scripting & Power Dialer

@ Predictive Dialer @ Preview Dialer

@ Progressive Dialer

IVR =
@ Call Center © Call Logging

@ Call Recording @ Call Routing

© Multiple Seripts @ Phone Key Input

@ Survey Menagement @ Text toSpeech

@ Woice Customization & Woice Mail

Telephony =
@ Auts Dialer @ Call Center Managament

& Call Monitoring & Contact Management

@ VR fVoice Recognition & Pred Dialer

@& Reportinglanatytics & Telernarketing Managerment

@& ValP

Fig Source: capterra.com
The working ofthe system while tracking all the calls and the generated data

can he vianalized ac helow -
WEM Dashboard Eed

Agents (17) searcn Q || nzname @ Grousor ~]

A 25imass R Srzos

dohnson

B

Margaret

Fig Source: g2.“;‘ob;n/products/ozonetel-cloudagent/
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Data Comparison and analysis from former research:

The previous researches, cited before, conducted to answer few of the
questions similar to us turned out to be a serendipity. They helped us in
conducting an analytical study to check through the data collected so far from
the primary and secondary means. Some of those relevant data are presented
below.

The adoption of this technology has been seeing an upward trend
from 1.5 Bn USD to 3.8 Bn USD by 2025 growing at a rate of CAGR
20.2% as per reports published on Marketsandmarkets.com.(Published date:
Oct 2020, Report Code: TC 2259).

Fig. 12

Attractive Opportunities in the Speech Analytics Market

9 a 15

¥

?I&%’ ﬂ CAGR The global speech analytics market is expected to be at USD

= 3.5 billion by 2025, reconding a CAGR of 20.2% during the

15
~ 0 :
Market growth in BPAC can 20.2%  toresast period
be attibuted to ) .
technological E)][E‘q'“ The groming need for A-based C Bequisiions and produst
advancements and (5 speech analyies to faciltate M) launches willofer luerstive
digitization in Ching, Ingi, >  reaHime actionable customer ' opporiunities for market
and Japan: and the the insights and bolster customer players inthe ned five years.
rising demand for realHtime retention offers oppo tunities
insights in multiple fort‘helgrumh‘ufthe speech ‘ o
business processes acrss 0 analytics market, ‘&h}a Noth Americs is expected to
Ceias 3 QV/ hold the largest market
H!V“ The increasing need o improve share during the forecast
the customer journey and overall period. A leader in
expetience, and frowing demand technologica|
to monitor and improve agent advancements, the region is
perdormance will drive the also home to major speech
adoption of speech analytics analgdics vendors.,
solutions.

Fig Source : marketsandmarkets.com/Market-Reports /

Also the demands as per the segments being covered are as below published
by grandviewresearch.com (Published date: Apr 2015, Report ID: GVR-1-
68038-209-9)
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Fig. 13

Report Attribute Detalls

Market size value in 2020

USD 1,001.5 million

Revenue forecast in 2025

UsD 1,640.5 million

Growth Rate

CAGR of 10.2% from 2018 to 2025

Base year for estimation

2015

Historical data

2014 - 2015

Forecast period

2018 - 2025

Quantitative units

Revenue in USD million and CAGR from 2018 to 2025

Report coverage

Segments covered

Revenue forecast, company ranking, competitive landscape,

growth factors, and trends

Solution, deployment, enterprise size, end-use, and region

Regional scope

North America; Europe; Asia Pacific; Latin America; MEA

Country scope

U.8.; Canada; UK; Germany; Japan; China; Brazil; Mexico;
South Africa

Key companies profiled

Nice Systems; Verint Systems; Call Miner; Nexidia; Genesys;

and Avaya Inc,

Customization scope

Free report customization (equivalent up to 8 analysts'
working days) with purchase. Addition or alteration to country,
regional & segment scope.

Pricing and purchase options

Avail customized purchase options to meet your exact
research needs, Explore purchase options

Fig Source: grandviewresearch.com/industry-analysis/

Moreover, as published by McKinsey & Company (2019) in there
white paper, it shows that premature adoption of the technology increased
the total transactions which points to the answer that innovators, early adopters
and even some part of early majority adopted the technology sooner than
later. And also that indeed adoption of speech analytics as part of the business
intelligence helps companies trace the customers based on key attributes and

characteristics. Which can be seen from the below extract:
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I Lve cal (hign skBec) (B Live call (stanciard) (91 Socksl mecia of oning chal [gh skBad., itte sutomation)
Bl Socia meda or onine chat {standard, highly atomated)  Seit-sarvic contact

Contact value Service

Contact type Share of contacts description

|
Canceliation request Critical | Focus on satisfaction to
Complai ~150 | reduce churn and increase

o 15% | cross-sell opportunities:
|« Provide the prefarred
channal of communication,

; e including digital, eg, lve
e | chat with highly skiled agents
Comemarcial information High |« Lewerage sof-care as &
Fromotion not applied ~20 | convenience channal for

appl 20% ealtrpraing
Change of plan rate « Enable di ;
experienca by customer
Inquiry type and request through
s A combination of channels
Payment, invoice explanstion  Medium or eacalation path
i e 0,
S s | Dfferntated oftering
Usage support E ey
Focus on minimizing cost
to serve
Bank acoount change » Promaote self-care for
Change of address Low | cua_mrms‘ ners who ane more
: 459, 17% 14% 9% 6% digially sawvy
Prapad resupply - o
* Reluctantly offer contact
Others channeds other than digital
and automated ones when

Persona 1 Persona 2 Persona3 Personad  12n0ing Smple requests

« Critical requests to ba
Digial behavior  (EEED DD @D @ mmmhq:mm
Diisity  Digtaty Diglaty  Omine (experience difierentiators)

Mestye choba  need  socly

! The senvice choi Jicectional for cach oell. € will bave flexibility to choone options.
L IVR, web help, mobile apps.

Fig Source: McKinsey&Company(2019). Customer First: Personalizing the
customer-care journey

To answer the questions like: whether the speech analytics can be
helpful in addressing the various issues from marketing insights to preventing
escalations this below extract from Avaya(2013) shows us that customers do
prefer having human or agent interaction over phone more often than not, and
also this data can reveal a lot from the speech analytics.

EDUSEARCH ISSN 2395-7298 145



Highest . Second highest . Third highest |:|

Purchase | Setting up | Updatingor |  Technical
| Complaint/ e : :
General or sales anew ‘ Billing related G confirming | issue witha
questions |  related account/ | query - information device/
(Juestions service | service
Email 36%
Phone . .
conversation | o0 o L
Webseliserice | 3% | 20% [ 2% |
Face to face 28% ‘ 36%
conversation ;
Web chat
Social {
mediafOnline 23% 6% % 4% 11% 6% %
forum i
Ouliveghone |y | 14 we | 1% 18% 1% 18%
call |
' 1
. I | 10% 18% 9%
phone system 1
Mobi \
ot 0% 8% % | 1% %% 1% %
application ;
5MS/Text 19% % 6% | 7% 7% 12% 6%
Other
correspondence |  18% 10% % | 13% 20% 13% 10%
| (e, letter, fax) 1
Question: Which of these contact methods would you prefer to use for each of the following types of transactions and inquiries (assuming
that your query would be resolved)? Please select all that you would consider using for each of the following types of queries. Base: Al

Fig Source : Avaya(2013). Speech Analytics: Key to Unlocking Voice of
the Customer for Business Transformation Across the Enterprise

The same published white paper, does give us an idea about how
speech analytics is helping companies in different sectors for the process of

decision making and these various fields are characterized as below:
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Fig. 16

Voice of the Customer Monitoring and Analytics
Reveal Trends and Accelerate Decision-making
Across the Enterprise
Strategic
(Corporate Initiative, Longer Implementation)

Customer Insightsoice of the
Customer lo improve NPS .
Naw Product Ideas .

Competitive Insights .

Quality Management lo

Ientify Trend )

Monitor Employee Performance to
Identify Training

\. Oplimizad Call Focused Markeling
Handling for Project Priortization

Seript Customer Service KPls
for Customer Relention

Q
Q
=
@

2
S
<
0
Q
O

UONEBIBUSS) SNUBASY

Tactical
(Division-level Initiative, Shorter Implementation)

Fig Source : Avaya(2013). Speech Analytics: Key to Unlocking Voice of
the Customer for Business Transformation Across the Enterprise

To answer the question as to what issues and gaps in service does the
speech analytics helps to address, in broader perspective from customer point
of view it is to smooth there E2E customer experience to whosoever the
enterprise serves but from company perspective, at functional level it solves a
lot of redundant work that goes and also the handshakes that happen due to
multiple functional levels involved in providing the required service is made
easy. Below is an extract showing the same from McKinsey&Company (2019)
white paper.
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Fig. 17

written confirmation

of my contract.”

* Optimized product offenngs
* Digtized sales/sign-up
through app development

* |ots of manual and redundant work
« Delayed processes not meeting customer expectations!
* Clarifying questions to the customer

« Muttipke handoffs in resolving customer request
* No servioe mind-set to impress the customer
» Ermors and folow-ups during request resolution

1 Iig, customer having bovait a long time to receive physical contract,

Source: McKinsey (lobal Board Survey, April 2015 and 2017
Fig Source: McKinsey & Company(2019), Customer First:
Personalizing the customer-care journey

Conclusions & Recommendation:

As per the observations made from data dissected from various former studies,
it is evident that the power of big data is used my many companies to harness
and deliver exceptional customer service and bridge the service gaps realized
by companies at different stages. Speech Analytics is the next generation
solutions which as mentioned can be tailored and customized based on the
enterprise size and solution they are looking for. The synchronization of
customer data obtained from multiple channels can help visualize environment
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which might require better decision making or putting better effort to get the
best results.

The speech analytics solution can thus be seamlessly integrated across
Social Media monitoring, Web chats, Web self services, Emails, SMS, On
call interactions, mobile applications etc. And as the insights drawn from the
studies, while selecting the suitable speech analytics solution the enterprise
should look into below aspects:
** The ease of interface
** Supporting the industry standards if in case third party is involved
** Ability to support translation from any sources of incoming inputs
** To achieve non-restricted search terms

** The recommendations thus as for now can be as below:

This can help companies in framing short term and long term strategic goals
The advanced speech analytics system can convert the obtained raw-
unstructured data into metadata which can be helpful for the enterprises to
detect the rising trends, make decisions and spot the discrepancies and all this
using the real time data. Hence, the need of the hour would be to build an
agile, robust speech analytics system which can deliver the results from the
real time data generated to the appropriate stakeholders helping in making
right strategic goal formation and implementation.

** Cross functional speech analytics teams can be greater used

The best results of speech analytics can be derived when the resources allocated
and the people administering it know the system properly and are trained
cross functionally so that better resource utilization takes place, the people
with imagination and power to visualize can be of potential benefits in this
case. The areas which can get involved here can be Sales, operations, R&D,
Finance, QA as well as customer support and PR people. The executive
sponsor from organization with interests involving several areas from an
organization can help accelerate the best message of “this is most important
for our organization”.

As well as the early involvement from the designing to deployment
can fetch better results.

** Training provided based on the different optimum level of skill can
be done

The mitial phases of implementation of speech analytics does require some
part of required formal education but for the core team to leverage the maximum
out of the technology it will require training at appropriate level firstly to build

EDUSEARCH ISSN 2395-7298 149



the mindset to learn this new technology which in a way is both science and
arts. The gradual learning process will bring more depth to the insights and
even expertise over time to master what can be derived from the technology.
Once the system becomes a part of the enterprise it is easier to share this
knowledge further and help teams in understanding the way and method to
reaching to a certain conclusion.

** The new growth paradigm can be based on an engagement to find
the sweet spot between customer and organization

The uses of speech analytics can be many from transforming customer
experiences to providing enhancement for brand experiences the potential
lies in the way of extending speech analytics to ultimately make impact on
business results. As we know and have seen from above collected data that
customers tend to seek more personalized and consistent services which are
easily accessible, they tend to seek empowerment from all the channels available
around them and the organizations tend to make best use of the technologies
to leverage and possess competitive edge and here is where lies the sweet
spot between what customers expect and organizations provide between the
goals and overall experience and it should be to bridge the gaps at all stages,
speech analytics is a tool which can be of benefit when it comes to bridging
this gaps.

Seamless integration of speech analytics with all data streams can
optimize and help business growth

As seen and analyzed earlier the use and implementation of speech analytics
starts in patches and from small it expands throughout the organization with
experience as well as exposure. So it can be safely said that it is an exponential
curve which accelerates due to training and it cannot be a standalone basis.
Instead to benefit the most out of it, the system needs to be integrated
seamlessly across any and all sources of data from consumer’s end which can
include the channels like :

* Emails

* Social Media Handles

* Company owned websites

* Mobile texts

* Company owned mobile applications
* Online surveys

* Chat bots deployed on websites
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** The implementation of new age edge computing model

This is the new model for data storage and distribution which both the Ozonetel
can try to inculcate in their current offerings, as the cloud storage is something
which has some limitations and with the increasing amount of data now a days
the cloud storage might become more costlier as well as inefficient over the
time. This edge computing is based on the idea of :

“Distributed computing topology” where the information is located closer to
the edges and these are the information consumed by both man and machines.
We can safely say it is what can bring the data storage and processing much
closer and with low latency it can be done much faster than cloud computing.

HOW EDGE

COMPUTING WORKS

Edge computing allows data ‘ra internet
from internet of things devices [ of Things
to be analyzed at the edge »

of the network before being sent
to a data center or cloud.

Corporate
Da\t;E(?ente:r

il pe—

Neteork World 1 1DS

Fig Source : networkworld.com/article/3224893
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