


 

 

Management 
Vision  

 

EDITORIAL BOARD  

 

Editor 

Dr. Kalim Khan 

Director 

Rizvi Institute of Management Studies & Research 

 

Dr. C. G. Dõlima Dr. Vijaya Manerikar 

Expert Trainer & Consultant 

HR & Psychometrics HRM 

 

Dr. RB Smarta Dr. Tanaya Mishra 

Managing Director Sr. Vice President - Group HR 

Interlink Consultancy  JSW Steel 

 

Dr. Suresh Kumar Dr. V. Saxena 

AVP HR  Trainer & Consultant 

Aurobindo Pharmaceuticals Operations Management 

 

Dr. M.A. Ganachari Dr. Hemant Rajguru 

Trainer & Consultant Associate Professor 

Financial Management YCMOU 

 

Murali Gopalan 

National Business Editor 

Hindu Business Line 

 

EDITORIAL DEPARTMENT  

Garima Sharma Anjali Talreja 

 

ADMINISTRATIVE  DEPARTMENT  

Swati Ghag 

 

COVER DESIGN AND LAYOUT  

Mohd. Osaid Koti 

 

The views expressed in this publication òManagement Visionó do not reflect the opinions of the institute.  

Copyright ©, Rizvi Institute of Management Studies & Research, Mumbai. 

All Rights Reserved. ISSN 0975-7813 

 

Contact: 

Rizvi Institute of Management Studies & Research,  

New Rizvi Educational Complex, Off. Carter Road,  

Bandra (West), Mumbai ð 400 050. 

Tel.: +91 22 2604 2180, 2604 0924 

Email: managementjournal@rmi.rizvi.edu.in 

Website: www.rmi.rizvi.edu.in 



 

 

Editorial 
 

 

Dear Valued Researchers and Readers,, 

To begin with, wish you a fabulous and successful 2013.  

This year marks the success of ôDimensions In Researchõ the national conference 

held in January 2013. As envisaged, the conference emerged as a confluence of 

researchers across management domains.  Diverse researchers from Marketing, 

Finance, Human Resources, Information Technology and General Management 

presented their papers based on their deep ð rooted research and expertise.  

The key note speaker, Ms. Shonali Ghosh, Executive Director, Client Solutions, 

AC Nielsen, graced the conference with her insightful addressal.  

The Valedictory Session of the conference was chaired by Chief Guest Dr. YK 

Bhushan, Senior Advisor, IBS and Dr. Ganesh Shermon, Partner & Country 

Head ð KPMG as the Guest Honor.    

This issue of Management Vision is dedicated to all our researchers whose papers 

presented have enriched us immensely.   

We sincerely hope Management Vision leaves an imprint in your academic and 

professional journey.  

Our quest for research does not stop here; we continue to strive to create 

Management Vision, an amalgamation of researchers across Management spheres. 

So we look forward to your new path breaking research papers.   

Regards 

Dr. Kalim Khan 
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Cloud Computing in Education - Opportunities and Challenges 

Mr. Sanjay P. Gupta1 

 

Abstract 

Students today are increasingly, demanding more out of technology for all their academic needs. This means schools 

have to offer more technologically to their students. Itõs important not only to keep pace with their evolving needs, 

but also to prepare them for the demands of the workplace tomorrow. At the same time, education institutions are 

under increasing pressure to deliver more for less, and they need to find ways to offer rich, affordable services and 

tools.  

Cloud computing can help provide those solutions. Itõs a network of computing resourcesñlocated just about 

anywhereñthat can be shared. Both public and private institutions can use the cloud to deliver better services, even 

as they work with fewer resources. By sharing IT services in the cloud, the education institution can outsource 

noncore services and better concentrate on offering students, faculty, and staff the essential tools to help them 

succeed.  

This article will highlight the significance of cloud computing in the field of education. 

Key Words: Cloud computing, Education, Benefits, Challenges 

 

 

1.0 Introduction  

Cloud computing has the potential to transform a large part of the industry, including education 

sector, making software even more attractive as a service and changing the way IT hardware is 

designed and purchased. Cloud computing refers to both the applications delivered as services 

over the Internet and the hardware and systems software in the data centers that provide those 

services. Cloud computing is dynamically scalable. Education industry can draw as much 

computing power as is necessary on an hourly basis. As demand from internal users or external 

customers grows and shrinks, the necessary computer, storage and network capacity can be 

added or subtracted on an hourly basis. Most service providers leave this provisioning up to the 

customer. The resources can be purchased with operational funds, rather than as a capital 

                                                 
1  Research Scholar ð Shri Jagdishprasad Jhabarmal Tibrewala University, sanjaygupta@rmi.rizvi.edu.in 
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expenditure. Many IT departments face a long approval process for capital funding, in addition 

to the wait for equipment delivery and installation. 

There are two basic types of cloud infrastructures: internal and external. In an internal cloud, 

servers, software resources, and IT expertise are used inside the school system to build a scalable 

infrastructure that meets cloud computing requirements. In an external cloud, service providers 

sell on-demand, shared services to a school. IT support, services, and expertise are included in 

the package; the school needs to run only the provided applications and services. 

System administrators can bring new services and computing capacity online quickly while 

managing costs as operational expenses. By allowing IT to respond quickly to changes, cloud 

computing helps administrators manage risks, peak demand, and long-term planning needs. With 

cloud computing as part of your IT strategy, you can increase your data capacity without 

compromising security or requiring your school, college, or university to make heavy 

infrastructure investmentsñall while helping to lower your total cost of ownership. The trick is 

to find the right balance of on-premise and cloud services for your education institution. 

 

Figure 1 - A simple layers model of the cloud (based on Naone, 2009a) 
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2.0  Objectives 

The main objectives of this article are as follows: 

¶ To describe the concept and implications of cloud computing. 

¶ To show possible benefits of cloud computing in education. 

¶ Cloud adoption strategy for higher education 

¶ Risks and barriers 

3.0  Research Methodology 

Type of Research  

Exploratory 

Scope & Limitations of Research  

The study is limited to Higher Education. 

Other organizations are beyond the ambit of this research. 

Research Design 

Case Study 

Type of Data used 

Secondary data 

Sources of Secondary data 

Research Journals, Company Websites, Online Data Sources etc. 

Approach: Various secondary data sources were tapped to gather information on way Cloud 

computing has impacted organization on various parameters viz. costs, security, resource usage, 

organizational flexibility. The information collated from different sources is presented in the 

form of 2 case studies pertaining to 2 educational universities. 

Type of Data Analysis 

Qualitative 
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4.0  Concept of Cloud Computing 

As defined by John Powell, the cloud can be described as on-demand computing, for anyone with 

a network connection. It allows access to applications and data from anywhere, at anytime, from 

any device.  

Durkee Dave specifies following essential characteristics of cloud computing  

On-demand access: Rapid fulfillment of demand for computing and continuing ability to fulfill 

that demand as required. 

Elasticity: Computing is provided in the amount required and disposed of when no longer 

needed. 

Pay-per-use: Much like a utility, cloud resource charges are based on the quantity used. 

Connectivity: All of the servers are connected to a high-speed network that allows data to flow 

to the Internet as well as between computing and storage elements. 

Resource pooling: The cloud providerõs infrastructure is shared across some number of end 

customers, providing economies of scale at the computing and services layers 

Abstracted infrastructure: The cloud end customer does not know the exact location or the type 

of computer(s) their applications are running on. Instead, the cloud provider provides 

performance metrics to guarantee a minimum performance level. 

4.1  Service Models 

Cloud is divided into three basic service models. Each model addresses a specific business need. 

Infr astructure as a Service (IaaS) 

As described by Margaret Rouse, Infrastructure as a Service is a provision model in which an 

organization outsources the equipment used to support operations, including storage, hardware, 

servers and networking components. The service provider owns the equipment and is 

responsible for housing, running and maintaining it. The client typically pays on a per-use basis. 

Platform as a Service (PaaS) 

Platform as a Service is a category of cloud computing that provides a platform and environment 

to allow developers to build applications and services over the internet. Platform as a Service 

allows users to create software applications using tools supplied by the provider. PaaS services 

can consist of preconfigured features that customers can subscribe to; they can choose to include 

the features that meet their requirements while discarding those that do not.  

mailto:DURKEE%20DAVE
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Software as a Service (SaaS)  

Software as a Service refers to software that is accessed via a web browser and is paid on a 

subscription basis (monthly or yearly). It is different from the traditional model where a 

customer buys a license to software and assumes ownership for its maintenance and installation, 

SaaS presents significant advantages to the customer. SaaS is faster and a cost effective way to 

implement a software solution. There are no hardware, implementation or acquisition costs 

involved to run the application from the customer's side. It is the responsibility of the SaaS 

vendor to manage and run the application with utmost security, performance and reliability. 

5.0  Benefits of Cloud Computing in Education  

In the higher educational system, the great advantage that Cloud Computing offers is the shared 

management resources. Either by running these management systems on a Cloud based 

infrastructure or by opting for SaaS based applications, the institutes can maximize their 

efficiency while keeping the costs low. The basic philosophy behind any educational institution is 

learning and experimentation and in order to achieve the same, it is only natural that they would 

want to experiment with different kinds of applications and platforms. Under the traditional 

software system, this is expensive and difficult to implement. Cloud Computing offers greater 

flexibility to experiment with newer applications and platforms. The low cost of Cloud 

Computing makes it an ideal candidate in the field of education across many countries. Cloud 

computing allows for cost- and energy-efficient centralization of school infrastructures. It takes 

advantage of server capabilities to adjust allocation based on demandñall invisible to teachers 

and students.  

Along with the greater control for IT comes increased flexibility for teachers. They can select 

from the entire pool of available applications those which best complement their curriculum and 

students at any given time. The wide range of Internet-based software and tools can also be 

quickly and easily served by the cloud. 

5.1  Cloud Adoption Strategy for Higher Education 

As mentioned by Marinela Mircea and Anca Ioana Andreescu, migrating towards cloud needs a 

well defined strategy that supports Cloud Computing capabilities. The success of the strategy 

implementation depends on the existence of a service-oriented architecture at the level of the 

institution that offers the necessary infrastructure for cloud implementation. Without service 

oriented architecture, migrating towards cloud has no sense from the financial point of view 

because it leads to high costs with reengineering of existent systems. Also, in order to have 
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success, the cloud strategy must be aligned with the university strategy. Starting from the recent 

researches related to the transition to Cloud Computing and the experience of universities in 

using it, Marinela and Anca have suggested the following migrating strategy towards cloud: 

 

5.2  Cloud strategy in higher education (based on Mircea, M., Andreescu A.) 

¶ Developing the knowledge base about Cloud Computing. The first step consists in 

developing the knowledge base by participating at seminars, conferences, discussions 

with the service providers and consulting the most recent researches in the field. The 

success of the phase depends on the allocation of sufficient resources for research, 

for understanding how Cloud Computing functions in different organizational 

structures from universities and between institutions, the benefits and risks, policies 

and the best usage practices of Cloud Computing. 

¶ Evaluating the present stage of the institute from the point of view of the IT needs, 

structure and usage. The first step consists in understanding the Instituteõs IT 

infrastructure. The service oriented architecture represents the base for 

understanding the data, services, processes and applications that may be migrated or 

need to be maintained within the institute, so as to observe the security policy. With 

respect to the IT needs, their structure and usage, the analysis may start from the 

categories of users who interact with the present IT infrastructure and their 

necessities. 
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Users of IT services in higher education (based on Mircea, M., Andreescu A.) 

The Cloud Computing solution will allow to all categories of users access to stored files, e-mail, 

database and other applications from anywhere at request, which leads to a more efficient use of 

information. The hardware and software needs shall then be analyzed from the perspective of 

the three cloud models as follows: 

 

Users of cloud based IT services in higher education (based on Mircea, M., Andreescu A.) 

By using a cloud mode, the students obtain the advantage of working and communicating in the 

educational environment without taking into account space and time. The teaching staff get the 

benefit in preparing their presentations of lessons, conferences, articles, study materials, and 

evaluation and management of the results. Researchers will benefit from the advantage of using 

the latest technologies, experimenting the results and communication, while paying for using this 

services. System administrators obtain general processing, storage, database management and 

other resources and applications through the network.  
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The rest of the administrative staff will benefit from services and infrastructure 24/7, from 

everywhere at low costs. 

¶ The transition to cloud may be achieved gradually, starting from testing a pilot 

project in cloud and then externalizing the applications chosen for cloud. The 

maintenance of low costs for using the solution must be permanently taken into 

account. 

¶ In order to choose the cloud computing solution, identify the data and applications, 

functions and main processes within the institute.  

¶ The solution implementation may be done in iterative phases, through a continuous 

transition of the data, services and processes towards cloud, with the eventual return 

from cloud to operations internally hosted. 

6.0  Risks and Barriers 

As specified by John Powell, getting infinite on-demand computing resources at low cost is not an 

easy task. There are downsides to the cloud, and they are partially due to the nature of the cloud 

market and its development. There are no well defined standards specified in cloud computing. 

It also means there is a stream of new entrants into the industry, each trying to gain some market 

power.  

The lack of market standards leads to issues to do with lock-in and thus lack of transferability 

within the cloud. As Naone (2009) notes, after committing to a particular cloud provider, an 

organisation is locked in to that provider. This is not a contractual lock-in but a logistical one. 

Getting data out and moved to a different cloud provider is difficult. Thus, there are switching 

costs if the cloud provider is changed. 

The issue of lock-in also reflects concerns about reliability. There have been several high profile 

failures of cloud access, though usually temporary. Armbrust et al (2009) identify four service 

failures between Amazon and Google in 2008, ranging from 1.5 to 8 hours. So, typically this may 

be hours rather than days or weeks, but it may still come at just the wrong point.  

One of the most surprising limitations of cloud computing is the data transfer costs. This is 

raised in the Armbrust et al (2009) article. Essentially, the bandwidth required to move large 

amounts of data in and out of the cloud is just not there.  
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7.0  Case Study 1 

òThe Watershed School selects Google Apps Education Edition to manage its cutting-

edge curriculumó 

Cory Pavicich, Watershed School Case Study 

Organization Case 

Located in Boulder, Colorado, Watershed School was founded in 2004 as a cutting-edge, 

experiential middle and high school. Driven by a growing number of researchers who argue that 

students learn best when coursework is relevant and instruction is immersive.  Finding 

technology solutions to support a Watershed School's unique curriculum is not an easy task. 

òMost school management software packages--programs that manage the admissions process, 

track applicants, handle student progress reports and similar administrative functions are 

oriented around a traditional curriculum and, therefore, expect Watershed to be traditional,ó says 

Cory Pavicich, Watershed Schoolõs Director of Educational Technologies. òBut within those 

software packages there was little room to shift our schedules, alter our calendars, or collaborate 

on assessments.ó 

The mismatch came to a head less than 48 hours before mid-term assessments in 2006. As 

Pavicich described, three months of implementation later, their expensive, new commercial 

system did not work. 

7.1  Cloud Solution 

Pavicich built a temporary solution through Google Docs, a work-around that he expected 

would help them survive through midterms. To his surprise, Pavicich builtñin just under four 

hoursñòa system that could do 90% of the assessment management the other company 

promised, 100% betteró. Asserts Pavicich, òThrough Google Docs we can collaborate in real-

time on our narrative student assessments, compile the assessments into PDF files, and send the 

PDFõs directly to the studentõs parents via email. Our assessment system is now 100% paperless 

with an electronic record of all parent communications.ó 

Since creating the assessment management system, the Watershed School has expanded its use of 

Google Apps to nearly every aspect of school administration, from course registration to online 

homework records; they even created a school intranet. Thus Google Apps became the best 

solution for the school. 
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8.0  Case Study 2 

òCloud curriculum prepares future engineers for the reality of the job marketó 

Lisa Boch-Andersen, Cloud Adopters 

Organization Case 

Kiel University of Applied Sciences, founded in 1969 in northern Germany, has six faculties and 

5,600 students. It has a reputation for innovative degree courses with intensive modularized 

learning in small groups, and is known to tailor their curriculum to meet industry needs. Kiel 

University set out in search of a major IT vendor that was willing to give undergraduates access 

to proprietary CRM software, which is found in the Microsoft Dynamics CRM software hosted 

in the cloud. 

8.1  Cloud Solution 

In 2008, the university began considering ways to introduce practical workplace technologies 

into the curriculum for mechanical engineering. The Kiel University showed great initiative in 

thinking ahead and anticipating trends in the workplace in order to prepare the next generation 

for their future jobs. They considered cloud computing as a key technology trend that will 

change the way traditional business operations will be carried out in the future, such as sales 

management and procurement. In order to equip their students with the relevant soft skills 

needed in the industry, they decided to integrate the Microsoft Dynamics Customer Relationship 

Manager software into their curriculum for mechanical engineering students.  This initiative 

reinforces the need for the worlds of industry and education to come closer together to answer 

the needs of the labour market. 

They found the software easy to operate with little maintenance required and its ability to run in 

the cloud as well as in a physical environment ensured low costs for utilization. Moreover, using 

the Microsoft CRM platform also allowed the university to customize the design of case studies 

for their coursework according to their preferences; for instance, having control over results in 

assignments so the university can award grades depending on studentsõ level of attainment. As 

Prof. Dr. Geisler mentions that the university is proud of having produced the first generation of 

graduates skilled in computerized sales and marketing techniques, and e-procurement. 

http://www.microsoft.eu/author/lisa-boch-andersen.aspx
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9.0  Conclusion 

Cloud computing implementation has reaped several benefits in higher educational sector. Some 

of them are as mentioned below: 

¶ Easy to operate software application with little maintenance in the form of 

operational expenditure and negligible capital expenditure. 

¶ Possibility to achieve 100% paperless environment with more than 90% efficiency. 

¶ Moving from ownership to pay per use model allows expansion or contraction of 

resources as and when the need arises. 

Despite its critics and drawbacks, it seems that Cloud Computing is here to stay. Present 

economic situation will force more and more organizations at least to consider adopting a cloud 

solution. Universities have begun to adhere to this initiative and there are proofs that indicate 

significant decreasing of expenses due to the implementation of cloud solutions. 

The aim of this article was to identify the particularities of using Cloud Computing within higher 

education. Mainly, the risks and benefits of cloud architecture were discussed and a cloud 

adoption strategy recommended for universities. 

As IT Managers are asked to do more with less and deliver services to increasingly more 

sophisticated and demanding users, efficiency will probably be the biggest driver from the IT 

side. IT Managers will need to work with their business owners to determine if the potential 

benefits are worth the risk, cost and work involved with moving to a cloud model. 
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An Analytical Study on the correlation between USDINR 

Exchange Rate Fluctuations and Indian Stock Market before and 

after the Subprime Crisis 

Mr. Imran Kazi2 

 

Abstract 

This paper investigates the interrelationship between USDINR exchange rate and the Indian stock market 

performance by checking them for their correlation before and after the Subprime Crisis of 2008. Evidence 

presented in this paper indicates that though exchange rate fluctuations triggered by FIIõs and FPIõs do contribute 

to movement in the equity market the correlation is found to be weak. A fall and rise in the domestic Benchmark 

Equity Index ð SENSEX, can be associated with a depreciating and appreciating Indian Rupee only to a 

certain extent as domestic buying of Equities and other fundamental factors also have a strong role to play in the 

performance of the stock market. 

Key Words: USDINR, Bombay Stock Exchange, SENSEX, Subprime Crisis, FII, FPI, Risk Aversion, Risk 

Appetite. 

 

 

1.0 Introduction  

Bombay Stock Exchange is the oldest exchange in Asia, has played a pivotal and pre-eminent 

role in the development of the Indian Capital Market and its index, SENSEX is tracked 

worldwide. SENSEX is calculated using the òFree-float Market Capitalizationó methodology. As 

per this methodology, the level of index at any point of time reflects the Free-float market value 

of 30 component stocks relative to a base period.  

Last few years emerged as a booming time for the Indian economy, specially, for the financial 

and stock markets. A feel-good environment used to prevail in the stock market and a wide-

spread perception was there that buying stocks or investing in Indian market would fetch an 

immense return in a short as well as in the long run. 

                                                 
2  Research Scholar ð Shri Jagdishprasad Jhabarmal Tibrewala University, imrankazi@rmi.rizvi.edu.in 
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The foreign investment in Indian stock markets was also highly greeted with applause by the 

Indian Government resulting in huge foreign investments in the Indian financial market. With 

lots of foreign currency flooding the Indian Equity market the Indian rupee also appreciated 

considerably. The above phenomenon led the SENSEX to the 21000 landmark while USDINR 

touched a low of approximately 39.00. 

This was immediately followed by the Global Financial Crisis i.e. Subprime Crisis which 

commenced with the bankruptcy of the US financial giant, the Lehman Brothers and the US 

Insurance giant, the AIG. These two sudden setbacks generated shock waves in the US economy 

creating a condition of insecurity in the US market. As a sequel, the US companies that had 

invested huge amount in the Indian market started withdrawing their investments from the 

Indian market in order to strengthen their position in the disturbed US market condition. This 

led to a windfall in the Indian Equity market and also a fall in the value of India Rupee as foreign 

Investors turned risk averse due to the global imbalance. From a landmark of 21000, the 

SENSEX finally dropped down to touch 8000 after a span of 3 long years (Pal, Satyabrata, 

2009).However, the share market again started bouncing back though in a very small extent 

during March-April, 2009. From 8000, it started gradually rising and even with the ongoing Euro 

zone debt crisis refusing to abate the SENSEX has been trading around the 19000 mark of late 

in spite of which the Indian Rupee is struggling around the 54.50 mark. 

USDINR vs. SENSEX  
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2.0  Objectives   

¶ To study the correlation between the Indian Equity Market and USDINR exchange 

rates. 

¶ To compare the interrelationship between the Indian Equity market and USDINR 

exchange rates before and after the subprime crisis. 

3.0  Scope and Limitations of Study 

¶ The paper would study the Indian equity marketõs trend using SENSEX as a 

benchmark. 

¶ The USDINR values considered are the daily closing value as recorded at 5.00 pm 

where as the corresponding SENSEX values for the respective day are the values 

recorded at 3.30 pm when the domestic equity market closes. 

¶ The data under consideration to assess the correlation is approximately for the last 8 

years ð 4 years each for the pre and post subprime period. 

¶ The study only intends to check the strength of correlation and coefficient of 

determination between Indian Equity market and USDINR exchange rates and 

excludes the establishment of a regression equation. 

4.0  Literature Review 

Indiaõs current account balance has constantly witnessed negative trend ranging from ð0.4% of 

GDP in 2004 to ð3.3% in 2009 due to widening export-import growth in the last ten years. 

While the current account deficit kept on increasing for the last ten years, the capital account has 

shown a mixed trend making the exchange rate more volatile. It is noticeable that the capital 

account recorded a mixed growth trend ranging from 0.6 to 8.8% of GDP and currently stood at 

5.5%. Huge influx or mass exit, both directly distort the supply and demand dynamics of 

currency market. However, the expansion of trade deficit is partially offset by net capital flows. 

Particularly, in both the accounts, the dollar has become the chief contagion source due to the 

highest number of FIIs of US origin, followed by Euro zone. This lends a strong support to the 

fact that exposure of currency transmitted to India via current and capital accounts has an 

important role in changing the supply and demand of currency, which in turn may affect equity 

indices, industries or firms depending on their exposure level to the currency as suggested by 

Kumar S. (2012). 
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The contagion linkages between forex market and stock market have been the focus area of 

research in recent times. Cause-effect and transmission relationship between these two markets 

has gained significant importance with the advent of globalization, financial market deregulation 

and opening up of the economy.  

Badhani (2005) examines the relationship among stock prices, dollar-rupee exchange rate and net 

FII investment in India and reveals a long-term relationship between FII capital flow and stock 

prices and exchange rate. However, the study does not conclude upon any longterm relationship 

between exchange rate and stock prices. Continuing the study further, Rajput and Thaker (2008) 

analyze the relationship and its predictive capabilities among exchange rate, FII and stock index; 

the study reveals no existence of long-run positive correlation between exchange rate and stock 

index except for the years 2002 and 2005.  

Also, the study by Mishra and Niranjan (2007) suggests that both the markets move in tandem 

with each other and there is a long run relationship between these two markets. Golaka and 

Samanta (2003) studied the causal relationship between stock market return and forex market in 

India and find that causal link is generally absent for a longer period. Ray (2008) investigates the 

relationship between the exchange rates, stock prices, and select macroeconomic variables such 

as output, money supply and FIIs for a period that corresponds to the post reform era of India. 

The results of the study suggest that in the long run, the exchange rates are positively related to 

stock prices and money supply, and negatively related to output and foreign institutional 

investments. 

5.0  Research Methodology 

Dataset 

The daily SENSEX closing values (i.e., the SENSEX figure when the market closes at 3:30 PM 

every weekday ð Monday to Friday) and the daily USDINR closing values (i.e., the USDINR 

figure when the market closes at 5.00 PM every weekday ð Monday to Friday) during the period 

commencing from the 19th November 2004 and ending with the 30th November have been used 

in order to understand the variation in the Equity and Foreign Exchange market. The data was 

obtained from RBIõs website. 

Other Secondary data gathered from internet, journals and periodicals, etc. 
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Research Design 

Quantitative Descriptive Cross-sectional 

The research intends to collect and analyze numerical data obtained from RBIõS website to find 

the correlation between the Indian Equity Market and USDINR exchange rates and also to 

compare the interrelationship between the Indian Equity market and USDINR exchange rates 

before and after the Subprime Crisis.  It is temporal in nature and conducted using a sub-section 

of the total available data points. 

Data Analysis and Findings 

Pearsonõs r (R) is a measure of correlation; sometimes, we just call it the correlation coefficient. R 

tells us about the strength of relationship between ôXõ and ôYõ. The formula for Pearsonõs r is 

somewhat similar to the formula for the slope (b). It is as follows:  

 

R value of around 0.8 or more indicates that the two variables are fairly highly associated. If we 

square r, we get the coefficient of determination i.e. r-square, which tells us how much of the 

variance in ôYõ is explained by ôXõ. Thus the coefficient of determination is a measure of 

predictability of ôYõ with respect to ôXõ. 

The findings regarding interrelationship between USDINR and SENSEX is given below: 

  Period R R-Square 

Total 19th Nov 04 -30th Nov 12 0.0891 0.0079 

Pre - Subprime period 19th Nov 04 -15th Sep 08 -0.6741 0.4544 

Post - Subprime period 19th Sep 08-30th Nov 12 -0.2311 0.0534 

2 phases of high correlation 
coefficient and high 
coefficient of determination 

July 06 - November 07 
(Pre Subprime) 

-0.8637 0.7459 

Feb 09 - Sept 11 
(Post Subprime) 

-0.8696 0.7563 
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6.0  Conclusion 

The data findings suggest that USDINR and SENSEX markets move in tandem with each other 

in phases but the causal link is generally absent for a longer period. Also, as expected, at times 

when the correlation is strong it is negative as a higher USDINR rate corresponds to a fall in 

Equity and vice versa. The results of the study suggest that in the long run, the exchange rates 

lose the correlation due to the impact of many other fundamental factors on the Exchange rate. 

Also, the correlation is high during the period when the Equity market has higher concentration 

of transactions by foreign players, whereas at times when the domestic players are driving the 

market this correlation is lost.  

The correlation is considerably higher in the pre-subprime crisis era as compared to the post-

subprime crisis era. This explains that the movement in USDINR after the onset of the subprime 

crisis has been more so because of fundamental factors other than investment in the Indian 

Equity market. 

Scope for future research 

Shorter periods can be selected on the basis of the impending event risk to find the 

corresponding correlation. Also various factors impacting the change in correlation at various 

points of times can be studied in detail. 

Regression analysis wasnõt conducted; this leaves a scope for further study. 

The impact of other fundamental factors on the USDINR rates during period of low correlation 

can be studied. 
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Analysing the influencing occasions which decide the Shopping 

Patterns of consumers in Apparel category in Organized Retail 

Mr. Furqan Shaikh3 

Mr. Sameer Charania4 

 

Abstract 

This paper focuses on understanding the basis on which the consumer decides their purchase. It makes an attempt 

to understand   the factors influencing the purchase patterns of the apparels in the organized retail setup. There are 

different kinds of shoppers & every one purchases at different times based on their needs or occasions. Some 

shoppers purchase during festival season, some purchase during sales promotional schemes, some intend to purchase 

the products irrespective of any schemes or discounts. 

This paper makes an attempt to review the contributing factors that influences him/her to purchase products in 

apparel category 

Key Words: Apparel, Organized Retail, Sales Promotion, Festivals, Loyalty Programs 

 

 

1.0 Introduction  

The Indian apparel industry in retail is growing rapidly. The retail sector is the second largest 

employer after agriculture in the country and also the second largest untapped market after 

China. Indian retail industry is the fifth largest in the world, with a size of $353bn and is growing 

at 12% per annum. The overall size of the textile and apparel industry in India is currently 

estimated at $70bn and is expected to grow to $220bn by 2020 with a CAGR of 11%. Currently, 

menswear is the biggest segment of the domestic apparel market with 43% share of the total pie 

while womenõs wear constitutes 38%. 

Upsurging consumerism, changing lifestyle, increasing access to information and ever improving 

technology, made the last decade observe an enormous development in the retail sector. Over 

the past couple of years there have been sweeping changes in the general retailing business, 
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mainly in apparel retailing which was once strictly a made-to-order market for clothing has 

changed to a ready-to-wear market.  

Big players like Tata, Raheja, Biyani, etc have intensified the competition with their professional 

retail chains like Westside, Shopperõs Stop and Pantaloons. Recently, India is increasingly being 

looked upon as a major supplier of high quality fashion apparels and Indian apparels have come 

to be appreciated in major markets internationally. This has prompted many international brands 

to enter the Indian apparel industry, giving rise to stiff competition in the apparel market. This 

has only given the customer more choices to choose from and given them the power to bargain 

for their choices. The Indian market is well known for its diversities in terms of demographic, 

economic, social and cultural variables. Understanding the requirements of the different 

segments of the market is imperative and obviously important for the success of any market. 

And as a result the apparel market has seen a rise in a number of means adopted by the players 

in the market for attracting customers towards their respective brands. Many of these are often 

scheduled periodically around occasions such as regional festivals, new years, a major event; or 

sometimes even around the year to attract customers around the year. 

The study will make attempts to identify the importance of various occasions like festive seasons, 

sales promotions and loyalty programs to customers for making purchases of apparels in the 

organized retail setup. Also the study will identify effect of these occasions on the purchasing 

patterns of customers, by influencing them to make multiple purchases in a year. 

2.0  Objectives 

¶ Understanding influence of factors (Festivals, Sales Promotions and Loyalty 

programs) on purchasing pattern of consumers in the context of buying Apparels in 

organized retail; 

¶ Assessment of comparative importance of each factor to the consumers in the 

context of buying Apparels in organized retails. 

3.0  Research Question 

Are shopping patterns of consumers influenced by factors such as festive season, sales 

promotional schemes and loyalty programs? 
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4.0  Review of Literature 

We have come across the number of studies done at national and international level on 

behavioral aspect of consumers in the context of retail marketing.  

The Indian market is well known for its diversities in terms of demographic, economic, social 

and cultural variables. Understanding the requirements of the different segments of the market is 

imperative and obviously important for the success of any market. Age, Gender, Family Size, 

Income Status, Marital Status, Occupation, etc. are some factors that influence the strategies 

(Majumdar, 2010). 

With the emergence of big players such as Bharati, Reliance, Future group and others, the retail 

sector is facing stiff competition, both in terms of product and service mix. Each and every 

organized retailer is under threshold pressure to offer their best to customers. Retailers may carry 

the best product mix, but they may not be able to reach the possible sales levels if promotions 

are not conceptualized and implemented aggressively (Chavadi & Kokatnur, 2010). 

The importance of sales promotions- short term activities which induces trade or consumer to 

buy now rather than in future as the value of apparel after the season, goes down substantially 

and inventory carrying burden turns out to be very high. Apparel retailer needs to understand 

critical role of sales promotions. Attractive promotions induces purchase acceleration, stock 

piling and brand switching on the part of a consumer which substantially reduces retailerõs 

financial and inventory risk and consumerõs financial risk and psychological risk (Vyas, Preeta 

2007). 

The Marketing mix for retail stores includes products, pricing, placement, promotion, process, 

people and physical evidence. The elements of the retail marketing mix of ôcouponõ were studied 

first as to what ôcouponõ was doing on these aspects. All departments, promotional tools used, 

merchandise brands and such factors were examined to understand the integrated strategy being 

used by ôCouponõ. Many specific examples of the various elements of the retail strategy used at 

ôCouponõ, includes photographs and lists (Shekhar, Dr. S., 2011) 

The most important factors having a very strong positive effect on the buying behaviour of 

customers in the organised sector are Pricing and Schemes/ offers. These are followed by 

Quality, Income and Service. Other factors are social status, lifestyle, references and 

convenience. The most important factor in the unorganised sector is convenience. This is 

followed by Income, References, Schemes/ Offers. Other factors are pricing, social status, 

lifestyle and service (Misra, 2011). 



Management Vision 

23 
 

Price-value equation has emerged as the most important determinant of the customerõs buying 

behavior and decisions. Greed and comparisons with other customersõ purchases emerged as 

another important factor for the customer buying decisions. Another important factor that 

influences quick purchases is the fear of any opportunity lost. All these three factors have a 

positive effect on the buying decisions on the customers (Pathak & Tripathi, 2009) 

In a bid to strengthen relationships with their customers marketers are showing renewed interest 

in customer loyalty programs. But how effective are these programs? Surprisinglyñgiven their 

current popularityñthe evidence is equivocal. Research on ònormaló patterns of loyalty in 

established competitive markets suggests that in many cases it is hard to obtain exceptional 

advantages through the launch of a loyalty program. Also, competitive forces tend quickly to 

erode any differential gains (Dowling & Uncles, 1997). 

The contest and offers during the festival season by theses big giants varies like air tickets, 

gadgets, jewelry, chocolates. The offers from air services like Singapore airlines and number of 

tourism development agencies like from other countries give a new face to the festival season in 

India. The shopping during festival season like Onam, Diwali will be really a true experience with 

'special of year' products. The sales during valentine's day in 2007 itself is around 15 percent 

more than during Diwali season in these Shoppe and it is expected to increase by 20-25 percent 

in coming year. These figures show the considerable influence of these retail outlets to bring 

more and more fun days to Indian society (Sreejith, A. & Dr. Raj., 2007) 

5.0  Research Methodology 

A survey was conducted with the help of structured questionnaire. 30 respondents were selected 

who purchased apparels from organised retail outlets. The respondents were asked questions so 

as to understand various factors which influence their shopping patterns for apparels in 

organized retail sector.  

Type of Sampling :  Stratified Random Sampling 

Research Tool  :  Structured Questionnaire 
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6.0  Data Analysis 

6.1  Importance of Festive Occasions on Purchase Behaviour 

 

Importance of Festive Occasions on purchase behaviour 

It is noted that majority of respondents shop for apparels during festival season like Diwali, Eid, 

Christmas, etc. Approximately 67% of respondents shop at the time of festival occasions. 

6.2  Importance of Sales Promotions on Purchase Behaviour 

 

Importance of Sales Promotions on purchase behavior 

It is observed that approximately 76% of the respondents place high importance to Sales 

Promotion schemes like quantity discount (buy 1 get 1 free) or cash discount (20% off) etc. 

These respondents preferred purchasing products when these outlets came up with sales 

promotion offers. 
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6.3  Importance of Loyalty Programs on purchase behaviour 

 

Importance of Loyalty Programs on purchase behavior 

Loyalty programs are not of that much importance as compared  to sales promotional schemes 

& festival as an occasion. Every retail organization has their loyalty program which is not much 

differentiated in terms of offering unique value to the customer. Also the excitement level is high 

when the customer is purchasing for any festival & also excited when a retailer comes up with a 

sales promotion strategy, unlike loyalty programs which are ongoing and are not as exciting as 

the other two factors. Approximately only 34% of respondents consider loyalty program as an 

important factor as a reason for purchase. 

6.4  Influence of Festive occasions on Frequency of purchase 

 

Influence of Festive occasions on Frequency of purchase 

It is been observed that festivals influence the customers to shop more and in some case even 

twice, thrice and even more times in a year. Consumerism has influenced consumers making 

multiple purchases for all festivals. 
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6.5  Influence of Sales Promotions on Frequency of purchase 

 

Influence of Sales Promotions on Frequency of purchase 

It can be noted that sales promotion has a positive influence on customers & the frequency of 

purchase is directly proportional to the promotional schemes by the retail outlets. 

6.6  Influence of Loyalty Programs on Frequency of purchase 

 

Influence of Loyalty Programs on Frequency of purchase 

Loyalty programs are not that influential as compared to other factors like sales promotion as 

festivals. It can be concluded that influence of loyalty programs does not enhance the 

respondentõs frequency of shopping as most customers tend to shop for maximum once in a 

year. 
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7.0  Major Findings & Recommendations 

¶ It can be analyzed that customers make purchases at different occasions. Festival 

season like Diwali, Eid, Christmas increases the sales of the retailers. The customersõ 

frequency of purchase increases during festival season.  

¶ Most customers prefer to purchase apparels at the time when retail outlets come up 

with sales promotional schemes. Customers prefer sales promotional schemes like 

buy 1 get 1 free, 20% off. Customers also get influenced by end of season sale as it 

provides value to customers in terms of products at lesser price. The schemes 

influence consumers to even make multiple purchases in a year 

¶ Today every organized retail organization has a loyalty program. So the existence of 

loyalty programs is appreciated but it is not an influencing criterion for customers to 

actually influence their purchase decision as compared to sales promotion & festivals 

as a purchase occasion. 

8.0  Conclusion 

It can be concluded that customers shopping patterns in apparel category in organized retail 

sector is influenced by occasions like festivals & sales promotion schemes. In India, customers 

are price conscious and are highly influenced by sales promotional schemes. 

India is a country with maximum religions and there is an emotional connect that the customer 

has with respect to festivals. People in India normally make their purchase during festival season 

as festivals are considered an auspicious occasion to make any kind of purchases. 
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Appendix 

Questionnaire 

Attached herewith is a survey on òAnalysing the influencing occasions which decide the 

Shopping Patterns of consumers in Apparel category in Organized Retailó 

Please provide with your valuable inputs that helps me in my Research. 

Name  : ______________________________________________________________ 

Age Group : 18-30  31-50   

Gender : Male    ΣFemale 

¶ Rate the following occasions that influence your purchase with respect to their 

importance as a reason for purchase on a rating scale of 1-5. (1- Unimportant & 5 

Very Important) 

Influencing 
Occasion 

Unimportant 
Less 

Important 
Neutral 

Importance 
Important 

Very 
Important 

Festivals 1 2 3 4 5 

Sales Promotions 1 2 3 4 5 

Loyalty Programs 1 2 3 4 5 

 

¶ How frequently in a year do you purchase apparels with respect to the following 

occasions (Select the appropriate choice) 

Influencing Occasion Once a year Twice a year 3 or more times in year 

Festivals    

Sales Promotions    

Loyalty Programs    
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Path to Inclusive Growth in India through Islamic Finance  

Mr. Umar Farooq5 

 

Abstract 

òIndia has the potential of emerging a significant market for Islamic Banking provided there is favourable change 

in the regulatory environment and increased awareness among Muslims and India as a wholeó. 

- Grail Research 

India is an emerging economy and is today a global phenomenon; Indians are to be reckoned with for their ability 

to create sustainable business platforms. However, India is still lagging behind and is unable to harness its 

potential. GDP growth rate is not showing any sign of improvement and is in the 5% range since the last 3 

quarters. This paper attempts to understand the deterrents for growth and provide a platform that will enable 

India to achieve inclusive growth through Islamic Finance. 

òThe ethical principles on which Islamic finance is based may bring banks closer to their clients and to the true 

spirit which should mark every financial serviceó.  

- The Vaticanõs official newspaper Lõosservatore Romano. 

Key Words: Islamic Finance, Public Finance, Financial Inclusion, Inclusive Growth, Financial Innovation, 

Infrastructure Development, Poverty Alleviation 

 

 

1.0 Introduction  

Notwithstanding Indiaõs seemingly linear growth as reflected in the GDP year after year, the 

number of the poor living below poverty line (BPL) has increased. Household income has 

declined while corporate income has consistently headed north. The fruits of growth, in this 

manner seem to have favoured the corporate sector more than vast sections of the population. 

Today when we are talking about 8% - 9% growth, more than 860 million marginalized ôaamõ 

Indians are only earning Rs 20 a day.  What exactly we are seeing in todayõs society, there are 

super rich and then there are the super poor. There are oceans of poverty and islands of 
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prosperity. An astounding fact of this is that the twenty richest Indians earn as much as what 30 

crore poorest Indians are earning. 

óIf poverty persists, the poorer, including sections of minorities could become a national economic liability. Instead 

of actually participating and contributing to the development process, they will start acting as retardation of the 

development processó. 

-Wajahat Habibullah, Chairman, National Commission for Minorities (NCM) 

A financial system that can help in justifiable redistribution of wealth in the society has become 

the need of the hour. So, if we want justice and equity, Islamic Finance can be an alternative as 

its core principle is sharing of profit and loss. One of the most important characteristics is, that 

the distribution of wealth should be just and fair and it should percolate from top to the bottom, 

from bottom to the top, so that it may not circulate only amongst the rich. Thus, it can help in 

achieving the objectives of financial inclusion to reform the lives of the minority communities by 

eliminating barriers. 

2.0  Objectives 

¶ To understand the current state of the Indian Economy and its challenges to attain 

growth 

¶ To understand the importance of achieving inclusive growth  

¶ To understand the challenges in meeting the development requirements through 

infrastructure and a sustainable platform for long term growth 

¶ To understand the potential role Islamic Finance can play in inclusive growth and 

poverty alleviation in the Indian context 

3.0  Research Approach 

A secondary data survey was conducted wherein various sources viz. Finance Ministry reports, 

Planning Commission reports, various committee recommendations (Sachar, Raguram Rajan, 

amongst other noteworthy economists), publications from research and consulting organisations, 

report of minority commission, Online Databases, research papers, newspaper articles, etc. are 

tapped in to understand the present scenario of Indian Economy and the role that Islamic 

Finance can play in countryõs onward journey towards a developed nation. 
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4.0  Current State of Indian Economy 

As per the latest figures released, Gross Domestic Product (GDP) of India for the quarter ended 

September 2012 expanded at the rate of 5.3%.  The growth recorded in the preceding quarter 

ended June 2012 was 5.4%.  These numbers look very promising vis-à-vis the GDP growth of 

various economies of the world, including the developed nations like US, UK, Germany, Japan, 

etc. But if you compare the GDP growth of June and September 2012 quarter with their 

corresponding period of the preceding year, we can witness a sharp decline. The growth 

recorded in June and September 2011 quarter was 7.7% and 6.8%, respectively. Indiaõs GDP 

growth rate for financial year 2011-12 was 6.5%. In its mid-year economic review, The Ministry 

of Finance estimates the financial year 2012-13 GDP growth to be approximately in the range of 

5.7% - 5.9%.  The sharp fall in growth is attributed to various reasons, prominent ones being, 

rising subsidy and import bills, depreciating currency, falling investments (both public and 

private) and government deadlock on decision making. 

5.0  Growth through Financial Innovation 

Innovation is the mantra for the business and the society to prosper. Business houses and 

economies alike will have to innovate in order to progress. An innovation need not necessarily 

has to be a radical change or an expensive affair, it can be otherwise as well. This fact is 

substantiated by a leading banker and the committee led by our incumbent Chief Economic 

Advisor. Yes Bank MD & CEO Rana Kapoor in his article òFrugal Innovations for Financial 

Inclusionó shows how small changes in designing the products and services offered to the people 

at the bottom of the pyramid can go a long way in reducing the financial exclusion of the 

population. Similarly, the report of the Committee on Financial Sector Reforms to understand 

the emerging challenges in meeting the financing needs of the economy in the coming decade is 

titled as òHundred Small Stepsó. The name suggests that there is need for fine tuning and not 

completely over hauling the system. 

The Committee in its report further states that, an area that falls broadly under the ambit of 

financial infrastructure for inclusion is the provision of interest-free banking. Certain faiths 

prohibit the use of financial instruments that pay interest. The non-availability of interest-free 

banking products (where the return to the investor is tied to the bearing of risk, in accordance 

with the principles of that faith) results in some Indians, including those in the economically 

disadvantaged strata of the society, not being able to access banking products and services due to 
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reasons of faith. This non-availability also denies India access to substantial sources of savings 

from other countries in the region. 

While interest-free banking is provided in a limited manner through Non-Banking Financial 

Companies (NBFCõs) and cooperatives, the Committee recommends that measures be taken to 

permit the delivery of interest-free finance on a larger scale, including through the banking 

system. This is in consonance with the objectives of inclusion and growth through innovation. 

The Committee believes that it would be possible through measures, to create a framework for 

such products without any adverse systemic risk impact. 

6.0  What is Islamic Finance? 

Islamic Finance is a system of finance based on Islamic law, or Shariah. It aims to achieve 

economic and social justice in all financial matters. Islamic Banking and Finance is more stable 

option vis-à-vis the conventional system as its fundamentals are not based on interest and 

speculation, uncertainty and gambling which are the key ingredients of the current turmoil in the 

financial markets. In contrast to conventional finance, Islamic finance takes into consideration 

the moral consequences of financial transactions. It ensures that financial contracts are fair and 

equitable and guarantees that financial rewards are correlated with the level of risk and 

responsibility borne by all parties. Islamic finance is also commonly known as òEthical Financeó or 

òParticipatory Financeó, Profit and Loss Sharing Finance or òInterest-free Financeó. Islamic finance has 

emerged as a viable alternative world over after the meltdown of the developed economies post 

2008. It is growing annually at a rate of more than 15%. Not only Muslim countries but modern, 

secular and industrialized countries like US, UK, France, Germany, Japan, Singapore and Hong 

Kong have become hub of Islamic finance. Islamic financial institutions are operating in more 

than 75 countries and assets under management are approximately US$ 1.5 trillion. 

òThe country should call for an alternative global financial architecture, which is built on the real economy and not 

on the paper economyó. 

- R. Vaidyanathan, Prof. of Finance, Indian Institute of Management, Bangalore 
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7.0 Capital Requirement for Infrastructure Development 

As per the estimates of the Planning Commission, India requires an investment in excess of USD 

One trillion for its infrastructure development in the 12th Five Year plan (2012 -2017),  if it wants 

the GDP growth to come back to 8-9% per annum. The quantum of investment is almost 

double of the 11th Five Year plan which ended in March 2012.  A recent report released by 

McKinsey & Company òPowering India ð Road to 2017ó  estimates that the power sector alone 

will need investments to the tune of USD 600 billion only to cover up the peak load deficit, 

which at present hovers at more than 10% of the requirement. Further, investments in 

development of roads, bridges, dams, ports, improvement of railway facilities, etc. will require 

huge sums of capital. It will be an uphill task for the government to meet the capital 

requirements for its infrastructure needs. The current jittery state of the worldõs lending markets 

is making the task of funding infrastructure developments from power stations to railways even 

harder. With the outlook for global lending markets still uncertain, part of the solution for India 

may lie in finding alternatives to conventional financing. Islamic finance is one such alternative. 

A report released from Standard & Poorõs òWill Islamic Finance play a key role in funding Asiaõs 

huge Infrastructure task?ó  studies the potential that Islamic finance has in funding infrastructure 

requirements of Asia. The report points out that Asia is struggling to keep up with the escalating 

infrastructure needs of the regionõs surging population amid solid economic growth. It further 

says that, infrastructure projects are a logical fit for Islamic finance, which is governed by Shariah 

(Islamic Law) and predicated on asset-backing and shared business risk. The asset-backing nature 

of Islamic financing may provide a better funding match for infrastructure projects than 

traditional lenders, such as banks. Whatõs more, Sukuk (Shariah compliant bonds) investors 

typically have an appetite for longer tenors than bank loans and prefer stable and predictable 

cash flowñtraits that are typically associated with infrastructure projects. 

The Economist Intelligence Unit Report of òThe Economistó journal titled òGCC Trade and 

Investment Flows ð The Emerging Market Surgeó  points out that emerging markets will drive 

the global growth in years to come. It says that two-third of the worldõs economic growth will be 

generated by the emerging markets in the next five years. Gulf Co-operation Councils (GCC) 

exposure to developing markets has increased from 10% a decade ago to 45% at present of its 

total investment quantum. It is estimated that GCC has savings of approximately USD 1.5 

trillion and it is likely to increase to USD seven trillion by 2020 . It furthers states that, within 

emerging markets, China and India are focus of GCC. China is preferred for its huge 

manufacturing capacity compared to India but India has an edge because its relationship is 
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historical, as well as the cultural affinity shared by the region and there are more than six million 

Indians serving in the Gulf. 

China is making amendments to its banking and financial laws viz. comprehensive agreements 

for the avoidance of double taxation, etc. to attract investments from GCC. India should follow 

in the footsteps of China to attract capital for its growing infrastructure needs. 

òWhat is more, Islamic Banking is not just for Muslims. Nor is it in any way arcane or esoteric. At its core, it is 

banking that follows a stringent set of principles, aims to be socially and ethically responsible and embraces high 

transparency and shared riskó. 

- Islamic Banking: Can you afford to ignore it?, Boston Consulting Group 

8.0  Inclusive Growth 

òEthical Investment goes on to develop the society. It can help in promoting the interests of the underprivileged 

people in the communityó. 

- D.R. Mehta, Former Chairman, SEBI & Deputy Governor, RBI 

According to RBIõs report, Muslims lose around Rs. 63,700 crores annually because they have a 

credit-deposit ratio of 47% against national average of 74%. This fact is further substantiated by 

Justice Rajinder Sachar committee on òSocial, Economic and Educational Status of Muslim 

Community in Indiaó.  The report states that of the total bank deposits, the deposits of Muslims 

are only 7.4% whereas, the credit disbursement is a miniscule 0.5% of the total credit disbursed. 

With 31% Muslims living under poverty line and 40% Muslim workers as own account workers, 

this big deficit can only be covered by Islamic banking. 

òThe assets controlled by (Indian) Muslims are estimated to be $1.5trillion. Research reveals that a handsome 

bulk of money is lying idle, which if invested on profit sharing basis and utilised properly can have a major impact 

on the Indian economy. Islamic banking may not be the substitute to the conventional banking but having it side 

by side with the conventional banking may at least give an option to the borrowers to chooseó. 

- RBI Paper 

9.0  Poverty Alleviation 

In spite of making it mandatory for the lending institutions to lend 40% of their total advances 

to the priority sector, the access to easy and cheap capital is not available to the most deserving 

strata of the society. The current culture of borrowing is not òneedó based, rather its ògreedó 

based. Big corporate houses with huge savings also borrow money to reduce their cost of capital 
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and that too at a rate which is very low as compared to the market cost of capital. As a result, the 

banks are either passing on the cost to other borrowers and / or are not advancing the capital, 

which is leading to paucity of funds in the system. And it becomes a vicious cycle. The irony of 

the system is that the loan which genuinely deserves to be restructured (mostly smaller loans) is 

not done, whereas the one which least deserves is restructured (primarily bigger loans). In the 

words of K.C. Chakrabarty, Deputy Governor, Reserve Bank of India òThe loan sanctioned by 

the Chairman of the bank is restructured, whereas, the loan sanctioned by the bank manager is 

not restructuredó. 

Every year we see so many farmers committing suicide because they are unable to repay the 

capital borrowed. With each passing day, the interest due on their capital goes on increasing and 

there have been cases where interest accrued is more than the capital borrowed. Islamic finance, 

which propagates zero interest lending, could help in stemming the suicide crisis. 

òIslamic Banking may be the solution to the farmersõ suicide crisisó. 

- Dr. M.S. Swaminathan, Father of the Green Revolution 

Another major area where Islamic finance will help in poverty alleviation is Public Finance. The 

principles of Islamic Finance will benefit public finance by making it accountable to society. The 

two key components of the Annual Budget of Government of India are Plan Expenditure and 

Non-Plan Expenditure. Plan Expenditure is the money which is spent on improving the country 

like infrastructure development, social services, science & technology, etc. whereas, Non-Plan 

Expenditure is the money thatõs spent on sustaining the country like defense, subsidies, interest 

payments on borrowed capital, etc. As per the budget for the year 2012-13, the money spent on 

sustenance is almost twice the money spent on development. More than a third of Non-Plan 

expenditure money is completely unproductive as it goes towards payment of interest on capital 

borrowed. This capital can be productively used towards various development programs for the 

upliftment of the masses and eliminating poverty. 

òIslamic finance has proven successful in poverty alleviation and promoting sustainable growth in many countries, 

including the United States, and it is very relevant in our country where 20 million people are starving. 

- Justice Krishna Iyer 
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10.0  Conclusion 

The onset of Islamic Finance in India will benefit one and all. The implementation will help the 

government in achieving its goals of financial inclusion and thus benefiting the country.  The 

burgeoning inflow of capital from GCC will help to attain the objectives of 8 ð 9% growth 

trajectory, through meeting the requirement for infrastructure development as pointed out in the 

12th Five Year Plan (2012-17). The additional inflow of capital will help in improving the 

liquidity in the banking domain and at the same time curtail the rates of interest. It shall also help 

in optimizing the usage of public finance and make it more accountable to the people of this 

nation and its growth and development, specially the lower strata of the society to create 

inclusive growth. As it is evident, the edifice on which Islamic Finance is built takes care of 

growth and at the same time captures adverse impact of uncertainty through a robust 

mechanism. 
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Analysing the Impact of Utility and Cost on the Use of Solar 

Energy Products 

M s. Anupama S Chavan6 

 

Abstract 

Energy is an important resource and one of the driving forces behind economic progress. Energy becomes an 

inevitable component for economic development and for improving and maintaining the quality of life. Solar energy 

is a very large inexhaustible source of energy. Solar energy could supply all the present and future energy needs of 

the world on a continuing basis. Solar energy is environmentally clean source of energy and importantly it is 

available in adequate quantity in almost all parts of the world. It will help in reduction of green house gas 

emissions leading to sustainable development. This research paper attempts to investigate and study the  impact of 

utility and cost on the use of solar energy products. 

Key Words: Energy resources, Solar energy, Sustainable development, Solar Photovoltaic Energy, Solar Thermal Energy 

 

 

1.0 Introduction  

Energy is an important resource and one of the driving forces behind economic progress. 

Energy becomes an inevitable component for economic development as also for improving and 

maintaining the quality of life. Recent developments in energy markets show that energy security 

concerns are becoming more acute. These include a tightened global energy supply/demand 

balance, soaring energy prices, growing geo-political risks, and the emerging tendency of 

nationalism. The world is facing a twin energy related threats, that of not having adequate and 

secured supplies of energy at affordable prices and of environmental harm caused by consuming 

too much of it. Soaring energy prices and recent geo-political events have reminded us of the 

essential role affordable energy plays in economic growth and human development as well as of 

the vulnerability of the global energy system to supply disruptions. 

Yet the current pattern of energy supply carries the threat of severe and irreversible 

environmental damage ð including changes in global climate. Reconciling the goals of energy 
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security and environmental protection requires strong and co-ordinated government action and a 

favourable consumer attitude. G-8 leaders meeting with the leaders of several major developing 

countries and heads of international organizations including the International Energy Agency 

(IEA) at Gleneagles in July 2005 and at St. Petersburg in July 2006 called on the IEA to òadvice 

on alternative energy scenarios and strategies aimed at a clean, clever, and competitive energy 

future.ó This paper studies all the energy options, their pros and cons and suggests why solar 

energy should be used and it tries to find out the impact of utility and cost on its use. 

2.0 Objectives  

This paper includes the following objectives: 

¶ To be acquainted with the different types of Energy Resources 

¶ To comprehend Solar Energy and its types 

¶ To find out the response of buyers/prospective buyers towards the utility of Solar 

Energy Products. 

¶ To find out the response of buyers/prospective buyers towards the cost of Solar 

Energy Products. 

¶ To determine whether utility or cost has significant impact on the use of Solar 

Energy Products. 

3.0 Different types of Energy Resources 

There are basically two sources of energy: Renewable and Non-Renewable. Renewable energy 

sources can be replenished in a short period of time they are; Biomass, Hydropower, Geothermal 

power, Wind power, and Solar energy. Non-Renewable energy resources are those which cannot 

be readily replaced by natural means on a level equal to its consumption, e.g. Oil (petroleum), 

Natural gas, Coal and Nuclear energy. Every nation in the world has to think of alternative 

energy resources. As the development of any nation depends on the availability of energy 

resource, it has to make sure that it is available and is sustainable in nature. Indiaõs present 

economic growth as stated by National Productivity Council is about 8% to 9% per year, which 

is causing a lot of stress on commercial energy resources, most of which are from fossil fuels. It 

is a well known fact that increased use of fossil fuels is causing detrimental effect on the 

environment due to more green house gas emissions in the form of carbon dioxide , sulphur 

dioxide and nitrogen oxide.  Indiaõs proven coal reserves are estimated to be 70 billion MT 

consisting of mainly low grade coal. It may last for not more than 200 years. Known oil and 
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natural gas reserves may last only for about 18 and 25 years respectively. India imports nearly 

70% of oil requirement, with rising prices of crude oil, it is eating up a large portion of export 

earnings. 

If we compare the options available in renewable energy resources we have following options: 

¶ Biomass has environmental implications and its use is being examined after taking 

into consideration the biodiversity and pollution effect aspects. Though Biomass is a 

renewable fuel its use can still contribute to global warming.  

¶ Hydropower plants installed to generate electricity also create problems like human 

displacements and are damaging the ecosystem. Environment concerns about the 

effects of reservoirs may prohibit development of hydropower.  

¶ Geothermal energy is derived from fluids drawn from deep inside earth which carry a 

mixture of gases with them, notably carbon dioxide and hydrogen sulphide. When 

released to the environment, these pollutants contribute to global warming, acid rain, 

and noxious smells in the vicinity of the plant. In addition to dissolved gases, hot 

water from geothermal sources may contain trace amounts of dangerous elements 

such as mercury, arsenic, and antimony which, if disposed of into rivers, can render 

the water unsafe to drink. Construction of the power plants can adversely affect land 

stability in the surrounding region. Enhanced geothermal systems can trigger 

earthquakes as part of the hydraulic fracturing process. The project in Basel, 

Switzerland was been suspended because more than 10,000 seismic events  

measuring up to 3.4 on the Richter scale occurred over the first 6 days of water 

injection. 

¶ Wind energy requires a large area of land to install wind turbines; again the intensity 

of the wind also fluctuates. Studies in UK have shown that if on shore turbines are 

placed in a straight line then an increased risk of aerodynamic modulation can occur 

which can result in noise nuisance to the nearby residents.  

¶ Solar energy becomes a very good choice, reason being that it is freely available 

everywhere and it is a clean and quiet source of energy without any greenhouse gas 

emissions thus avoiding global warming. At night when there is no Sun we are  

required to use the energy generated and stored during the day. The use of solar 

energy products are not much though they have good utility, high cost of installation 

makes these product expensive. 
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This paper tries to find out whether high cost or utility is significant in the use of solar energy 

products.  

4.0 What is Solar Energy? 

Energy of the Sun has been used ever since humans existed on this planet. As far back as 5,000 

years ago people worshipped THE SUN, ôRaõ, the Sun God who was considered the first king of 

Egypt. In Mesopotamia, the Sun God, Shamash, was a major deity and was equated with justice. 

In Greece there were two Sun deities, Apollo and Helios. The influence of the Sun also appears 

in other religions -- Zoroastrianism, Mithraism, Roman religion, Hinduism, Buddhism, the 

Druids of England, the Aztecs of Mexico, the Incas of Peru, and many Native American tribes. 

Sun is an important star of our planet. Without it, life would not exist on this earth; we use the 

Sunõs energy every day in many different ways, when we hang laundry outside to dry in the Sun, 

we are using the Sunõs heat to do the work ð drying our clothes. Plants use the sunlight to make 

food for them. Animals eat plants for food. Thus Sun becomes an important component for 

living beings. Fossil fuels such as coal, oil, and natural gas are also formed due to decaying of 

plants hundreds of millions of years ago due to sunlight. Indirectly the Sun or other stars are 

responsible for all our energy. Even Nuclear energy derived is from a star because the uranium 

atoms used in nuclear energy were created from the deposits of an exploded star- Nova. Thus 

Solar energy i.e. energy derived from Sun, becomes an important source of energy in todayõs 

world when the conventional sources of energy i.e. coal , oil, natural gas, are depleting and one 

needs to seriously think about the non-conventional sources of energy which are renewable and 

also help in sustainable development. Sustainable development was defined by the United 

Nations World Commission on Environment and Development in the 1987õs Brundtland 

Report as òthose paths of social, economic and political progress that meet the needs of the present without 

compromising the ability of future generations to meet their own needs.ó 

Thus Solar energy being a non-conventional source of energy can be one of the renewable 

energy sources which is received free of cost from the Sun; becomes important and inevitable. 

Solar energy can be used in the following two ways: 

¶ Solar Photovoltaic Energy (Light energy): The direct conversion of sunlight to 

electricity. 

¶ Solar Thermal Energy (Heat energy): The use of heat of the sun for various 

purposes and also to generate electricity. 
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¶ Solar Photovoltaic Energy: Sunlight is converted into electricity using photovoltaic 

or solar cells. Photovoltaic (PV) cells are semi-conductor devices, usually made of 

silicon, which contain no liquid, corrosive chemicals or moving parts. They produce 

electricity as long as they are exposed to light. They require little maintenance, do not 

pollute environment and they operate silently, thus making photovoltaic energy the 

cleanest and safest method of power generation. Through the solar photovoltaic 

route, solar home lights, solar street lights, solar generators, solar lanterns, solar 

traffic lights, solar road studs, solar blinkers and so on are the most common devices 

and systems that are being used widely. 

¶ Solar Thermal Energy: It is a technology for harnessing solar energy for thermal 

energy (heat). Solar thermal collectors are flat plates generally available as low, 

medium or high temperature collectors. Low and medium temperature collectors are 

generally used to heat water for residential and commercial purpose. High 

temperature collector concentrates sunlight using mirrors or lenses and is generally 

used for electric power production. Solar thermal energy can also be used for water 

heating, air heating, cooking, drying of agricultural and food products, distillation of 

water, water purification, detoxification of wastes, cooling and refrigeration, process 

heat for industry and electricity generation. 

5.0 Review of Literature 

Vipradas (2001) in Renewables - Products and Markets a compilation of papers edited by him states 

that wide acceptance in the society regarding the interlinkages among environment, poverty, and 

sustainable development forces our attention to technological solutions that address the needs of 

today without producing any negative externalities. It is in this regard that RETõs (renewable 

energy technologies) have gained immense popularity. The editor further emphasizes that 

technology and installations have to be provided with due regard to replication and integration 

into long-term development strategies. This, in turn, necessitates the spread of these 

technologies through market channels requiring the provision of a maintenance and after-sales 

servicing infrastructure. A paper presented by Amit Kumar on Solar pond technology states that 

solar pond technology is one such renewable energy option that offers various cost-effective 

end-uses without endangering the environment. Salinity gradient solar ponds in suitable locations 

are essentially low-cost solar collectors with integrated storage and, hence are potentially cheaper 

alternatives to flat plate collector system. 



Management Vision 

45 
 

International Energy Agency (IEA), (2006) World Energy Outlook published by, IEA which is an 

autonomous body established in November 1974 within the framework of the Organization of 

Economic Co-operation and Development (OECD) to implement an international energy 

programme. IEA aims at improving the worldõs energy supply and demand structure by 

increasing the efficiency of energy use. It basically stresses more on how to improve system for 

coping with oil supply disruptions. The book states that the world is facing twin energy- related 

threats; that of not having adequate and secure supplies of energy at affordable prices and that of 

environmental harm caused by greenhouse gas emissions by consuming too much of it. The 

current pattern of energy supply carries the threat of severe and irreversible environmental 

damage- including change in global climate. It also states that reconciling the goals of energy 

security and environmental protection requires strong and co-ordinated Government action and 

public support. Thus IEA stresses more on the use of non ð conventional use of energy resource 

thus solar energy being one of them becomes inevitable. 

The Energy Resource Institute i.e. TERI, (2007) Energy Data Directory year book states that PV 

(photovoltaic) technology was initially developed during the late 1950õs to provide long term 

reliable power for satellites. Companies began to offer PV technology for commercial application 

in the mid- 1970s. India has a PV manufacturing history of more than two decades. Production 

of SPV (solar photovoltaic) cells has grown at an average rate of 28%per annum during 1996-

2005, while solar module manufacturing has grown at an average rate of 30% during the same 

period. The SPV systems are being promoted in India primarily for rural and remote 

applications. A 2.9-MW system based on SPV is feeding power to the grid. The decentralized 

systems are solar power plants, with mini grids, solar home lighting systems, solar lanterns, and 

solar street lights. However in terms of contribution , the percentage of total amount of 

electricity  generated in India is very small owing to   very small installed capacity ð about 87MW 

compared to total power generation capacity of 12,736 MW. The target for Eleventh Five ð year 

Plan period, that is till 2012, is to add about 50 MW of SPV systems (includes both off-grid and 

grid-connected SPV systems). Financial assistance is provided as per the provisions under 

various schemes by Ministry for Non Renewable Energy. (MNRE). 

Pandey, (2007) in the book titled, Environmental Management states in the chapter on Renewable 

Energy Resources, that energy potential of a nation has direct correlation with economic growth 

and prosperity. The stage of development is well reflected by the per capita energy consumption 

of a country. The deepening energy crisis, with which the world community is confronted, has 

led to the formulation of an energy policy framework within which the rate of growth and 

pattern of energy consumption could be regulated. In this context, a transition may be 
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considered necessary. The required transition is to shift from fossil and non ð renewable sources 

such petroleum, coal, and uranium to renewable energy sources. Thus solar energy will play an 

important role in managing various energy related problems. 

Uberoi, (2007) in his book on Environmental Management states that, Energy is an essential need 

for human existence. There is shortage of energy due to fast depletion of fossil fuels and the 

increase in demand for energy due to the increase in population and the growth of industry. The 

energy demands are increasing while conventional energy sources are diminishing at a much 

faster rate. The rising energy demand has resulted in the setting up of more power plants which 

are based primarily on fossil fuel (coal, oil, gas). The fossil fuels based plants not only emit green 

house gases like Carbon dioxide (CO2) but also generate fly-ash which is dangerous to human 

health. The emission of CO2 the main green gas, is expected to surpass that of the OCED 

countries by the year 2015. Hydro plants have also been installed to generate energy but these 

plants also create problems like human displacement and are damaging the ecosystem. The 

nuclear option comes with its own set of problems. Uncertainties surrounding the safety and 

economics of radioactive waste disposal and decommissioning remain. The recent mishap at 

Tokaimura, Japan shows that the danger of a nuclear accident is still very real. The use of 

biomass again should be equated with rate of consumption. The use of solar energy can be 

another very good option for renewable energy resource. It is freely available and a very clean 

and quite source of energy generation. The author further states that the Government at the 

centre and at the State level and their agencies should become proactive vis-à-vis environment. 

The environmental problems cannot be tackled without a sound proactive policy by the 

Government. Intervention of the Government is required on continuing basis and not on one-

time legislation and its implementation. Corporate behavior can be regulated or altered through 

state policies. The policies of Government can shape the role of companies and that of the 

managers for the larger interest of society. The corporate world in India, under new economic 

order of liberalization and globalization has to increase its share of world trade and in this effort 

one major impact of rising trades would be on environment and resources. The business world 

internationally has begun to acknowledge that environment is playing an important role in all 

facets of business. A survey by Mckinsey and company revealed   that: (1) 92% of CEOõs believe 

that environment should be top management priority; (2) 35% CEOõs believe that their 

companies have adopted strategies to anticipate impacts of environment on business. Thus 

environment management is gaining a lot of momentum in todayõs corporate world. 
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6.0  Research Methodology 

This study tries to find out, understand and analyse the impact of utility and cost on the use of 

solar energy products. Whether utility or cost has significant influence on people to use or not 

use solar energy products. Study was conducted in Mumbai and its suburbs. Data was collected 

through personal interviews, telephonic calls, and emails. Questionnaire was distributed amongst 

eighty six respondents out of which seventy were considered complete. The respondents were 

asked to rate their response on a five point Likert scale ranging from Strongly Disagree (1) to 

Strongly Agree (5). Respondents consisted of Private Residential Owners, Co-operative Societies 

New constructions, Hospitals, Industries,   Hotels, Educational Institutions, Public Utilities, 

Places of Worship, Recreation Centres.   

Two prominent products were selected for the purpose of study viz Solar Water Heater and 

Solar Street Light. 

6.1  Scope and Limitations of the Study 

This study is restricted to the city of Mumbai and its suburbs.  

The study focuses only on two Solar Energy Products i.e. Solar Water Heater and Solar Street 

Light, other solar products such as Solar Lanterns, Solar Inverters, Solar LED Lights etc are 

excluded. 

Only two factors influencing the use of Solar Energy  Products i.e. Utility and Cost are taken 

into account for this study;  others factors which might influence the use of Solar Energy 

Products such as After Sale Service, Product Availability, Credit Facility etc are not considered.  

7.0 Hypotheses of the Study 

Ho :  Opinion of consumers regarding the utility of solar energy products do not have 

significant impact on its use. 

H1 :  Opinion of consumers regarding the utility of solar energy products has significant 

impact on its use. 

Ho :  There is no significant impact of high cost of installation on the use of solar energy 

products. 

H1 :  There is significant impact of high cost of installation on the use of solar energy 

products.    
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8.0 Findings 

The analysis of the data collected was done under Mann Whitney Wilcoxon Test and  

accordingly interpretations/conclusions were made. The following table1.1 shows the number of 

users and non users of solar energy products. 

Users 
 

Frequency Percentage 

Solar Water heater 
Yes 12 17.14 

No 58 82.86 

Solar Street Lights 
Yes 6 8.57 

No 64 91.43 
Number of Users and Non Users of Solar Energy Products. 

Factors 

Solar water heaters 

Users 
Non users 

Non-ignorant 
P - 

value(z) 
Z - 

statistic 
Decision Conclusion 

Utility  11 57 0.0001 -5.4929 Reject H0 

There is 
significant 
difference 

between user and 
not-ignorant 

Cost of 
the     
product  
is high 

11 57 0.8825 -0.1478 Accept H0 

There is no 
significant 
difference 

between user and 
not-ignorant 

Mann Whitney Wilcoxon Test Results 

From the table 1.2  it can be seen that out of seventy respondents , eleven are users and fifty 

seven are non-users but who are aware (non-ignorant) of the product and two are totally 

ignorant about the product. Responses of totally ignorant are not included. The p-value for 

Utility of Solar Water Heater is 0.0001 therefore we reject Ho and accept the following: 

Opinion of consumers regarding the utility of solar energy products has significant impact on its 

use. In case of Cost we can see that the p-value is 0.8825 which is >0.0001 therefore we reject 

H1 and we accept the following: 

There is no significant impact of high cost of installation on the use of solar energy products. 

Thus from the above one can say that though solar water heaters are costly but still people may 

buy them if they are convinced that it has good utility. 



Management Vision 

49 
 

Factors Users 
Non 
users 

P-
value(z) 

Z-
statistic 

Decision Conclusion 

Utility  6 58 <.0001 -4.3278 
Reject 

H0 

There is significant 
difference between 

user and not-ignorant 

Cost of the     
product  is high 

6 58 0.0923 -1.6832 
Accept 

H0 

There is no significant 
Difference between 

user and not-ignorant 
Solar street lights 

From the table 1.3. we can see that out of seventy respondents , six are users and fifty eight are 

non-users but who are aware(non-ignorant) of the product and six are totally ignorant about the 

product. Responses of totally ignorant are not included. The p-value for Utility of Solar Street 

Lights is 0.0001 therefore we reject Ho and accept the following: 

Opinion of consumers regarding the utility of solar energy products has  significant impact on its 

use. In case of Cost we can see that the p-value is 0.0923 which is >0.0001 therefore we reject 

H1 and we accept the following: 

There is no significant impact of high cost of installation on the use of solar  energy products. 

Thus from the above one can say that though solar street lights are costly but still people may 

buy them if they are convinced that it has good utility. 

It can be said that in case of both the products Utility has significant impact on the use of these 

products over High Cost. 

8.0 Conclusion 

Solar energy is environment friendly. It does not pollute the air by releasing carbon dioxide, 

nitrogen oxide, sulphur dioxide or mercury into the atmosphere like many traditional forms of 

electrical generation plants. It does not contribute to global warming, acid rain or smog; it 

actively contributes to decrease of harmful green house gas emissions. The authors of this paper 

are of the view that solar energy is going to be the energy of next generation. With power 

shortages one has to think of alternate energy resources. Thus Solar Energy Products can be 

extensively used in this regard. As it has been seen that though installation cost of such products 

is high it has good utility. If people start using such products extensively cost will automatically 

come down with increase in demand. 
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Study on Perception of Employees towards Process of 

Competency Mapping 

Ms. Karuna Nayak7 

 

Abstract 

A Research was conducted to study the perceptions of employees towards various competencies as being mapped in 

their respective organizations. This study was basically conducted for the employees belonging to two levels of 

management ðJunior and Middle. The reason for focusing on levels of management lies in the fact that wider range 

of competencies is considered important and essential by the organization for management cadres rather than junior 

level employees. 

After collecting the data from the employees belonging to two companies belonging to two different industries viz 

manufacturing and pharmaceutical, it was observed that there are significant differences in the perception of 

employees towards various competencies as being mapped in their respective organization. 

Therefore certain suggestions and recommendations have been given to the cadres. Certain limitations of this study 

have also been taken into consideration. 

Key Words: Competency Mapping, Levels of Competency 

 

 

1.0 Introduction  

In matching people with work, HR manages intuitively try to do the best they can to assess those 

underlying factors or competencies that will affect peopleõs success in the job. Often what HR 

want to know is as much about HOW employees (candidates) go about getting things done as 

WHAT they know how to do. For instance, HR Department might typically want to knowé. 

¶ HOW does a particular employee (person) take initiative and ensure results in work 

assignments? 

¶ HOW does a particular employee (person) communicate and work with other 

people? 

                                                 
7  Research Scholar ð SNDT Womenõs University, karunanayak@gmail.com 
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¶ HOW does a particular employee deal with conflict or obstacles? 

Most people accept that these types of questions are quite important. A great deal of research 

over the past 25 years has supported that idea, and attempted to understand what kinds of HOW 

factors are most important for success in different kinds of work. 

The linkage of HR applications is easier when the organization consistently uses a behavioural 

approach. Once behavioural language is used in one part of an HR system, it can be extended to 

other applications. 

This aroused certain queries about what impression employees might be having about the 

process of competencies being mapped. So to get the answers to the queries this project has 

been undertaken. 

2.0 Objectives 

¶ To study the perception of employees towards the process of competencies being 

mapped across industries. (2 industries chosen for research purpose) 

¶ Pharmaceutical Industry 

¶ Manufacturing Industry 

¶ To find out the differences in the perception of the employees towards the process 

of competency mapping for different levels of management across two chosen 

industries. 

3.0  Background of the Study  

For competency mapping to be effective it should be understood and should be in a position to 

be applied in varying situations that an incumbent is placed while performing a job. Increasingly 

certain basic quality standards for competency mapping have been established which are as 

follows: 

¶ Is related to the job role 

¶ Clear and easy to understand 

¶ The framework should be relevant and affect all staff 

¶ Takes account of expected changes 

¶ Has a specific behaviour indicator 

¶ Can be applied to many situations 

¶ Has been benchmarked against specific standards 
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Competency Mapping being based on the behaviour of high performers can provide clear 

guidelines for many employees as regards the next step of action because of their concrete nature 

and also enables the management to formulate guidelines for their employees development 

thereby helping to raise to overall capabilities of aggregate employees in an organization. 

3.1  Key Elements of the Study  

The key elements of the perception of competency mapping process can be classified into three 

levels which are as follows: 

Level 1 

¶ Organizational vision, aspiration, foresight in which the business operates. 

¶ Defining core competence, delineation of the business plan, defining critical success 

factors, key performance indicators. 

¶ Creating a competency dictionary in sync with core competence of the firm. 

¶ Defining the HR strategy and its influence on the core strategy of the firm. 

Level 2 

¶ Organizational Structure and architecture, including roles, responsibilities 

¶ Defining employee bands, role maps, job clusters, defining variation in levels. 

¶ Determining the Assessment Set 

¶ Assessment worksheets for individuals including templates, key areas to be covered. 

Level 3 

¶ Short term initiative in terms of Individual development plans. 

¶ Long term initiative in terms if Individual development plans. 

¶ Integrated Individual development plans. 

¶ Assessment Data(Individual and Summarized) 

¶ Assessment technique (Methods, tools, formats, etc). 

3.2  Need & Significance of the Study  

The study is significant to understand the following four emerging questions: 

¶ Is it really possible to specify a single model of a competency or might there be other 

patterns? 

¶ Isnõt it too difficult to fortify the weak points of individuals no matter how well you 

present a model of competency? 
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¶ The model is a pattern of past success so can one really generate reproducible results 

by continuing to act in the same way? 

4.0 Research Methodology  

4.1  Research Questions  

How does the survey sample score on the various factors of competencies ? 

How does the perception of employees towards the process of competencies being mapped 

varies across two industries viz. Pharmaceutical and Manufacturing? 

How does the perception of employees towards the process of competencies being mapped 

varies across levels of management viz. Junior and Middle management? 

4.2  Research Design-Survey Research 

Type of Research  

Exploratory 

Scope & Limitation 

Only two companies from two industries were studied. Therefore the sample studied may not be 

sufficient to highlight the perceptions of employees towards process of competency mapping 

done in various industries at different levels of management. 

Tools used for Data Collection - Questionnaire 

The data was collected using questionnaire  wherein all the important competencies felt essential 

for levels of management were focused and employees were asked to mark their opinions on 5 

point rating scale for each of these. This was done to know what is the perception of employees 

about the importance given by the organization to these competencies. 

Type of Data 

Primary   Data: This data was collected from respondents using questionnaire with close ended 

questions as a tool. 

Secondary Data: This data was collected from books, online research data bases, research 

journals, company websites and company databases. 
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Sample Design 

Sample Size: 60 

Nature Of Sample: 30 Employees each from two different industries namely   Pharmaceutical 

and Manufacturing Companies were studied. 

Moreover the 30 employees from each industry were split into two groups(15 each) of junior and 

senior middle management cadre. 

Sampling Technique: Convenience Sampling 

Type of Data Analysis: Quantitative Analysis was done for data collected through questionnaires. 

Tools used for Quantitative Analysis: The data collected by the employees was analyzed by using 

graphs and various statistical techniques. viz. Mean, Standard Deviation and ANNOVA   

Stage I 

Descriptive statistical techniques were implemented to check whether any obvious difference is 

revealed through these calculations. The two tables namely for each level of management cadre 

showing mean and standard deviation values calculates on ratings obtained by employees. 

Stage II 

Since descriptive statistics did not reveal whether there are any differences in the perceptions of 

employees towards various competencies analysis of variance is carried out for both the levels of 

management. 
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5.0 Data Analysis & Interpretation: 

The data analysis using statistical tools is being presented in this section by way of graphs and 

tables. Thereafter ANNOVA outcomes are also given. 

    Junior Management 

    Industry 1 Industry 2 

    Mean SD Mean SD 

1 Entrepreneurship 3.2 0.6 2.8 0.6 

2 Strategic Thinking 3.3 0.64 2.7 0.78 

3 Innovative Thinking 3.5 0.5 3.2 0.4 

4 Customer Orientation 4.3 0.45 4.3 0.45 

5 Decision Making 2.9 0.3 2.8 0.97 

6 Leadership 2.9 0.53 2.7 0.45 

7 Team Management 3.3 0.45 3.3 0.45 

8 Relationship 3.7 0.45 3.8 0.4 

9 Change Management 3.3 0.45 3.3 0.45 

10 Global Mindset 2.7 1.11 2.7 1.11 

11 Managing Workforce 3.6 0.48 3.6 0.48 

12 Communication 3.2 0.6 3.2 0.75 

13 Group Process 3.2 0.4 3.6 0.48 

14 Problem Solving 3.5 0.5 3.4 0.48 

15 Leadership Influence 3.4 0.48 3.4 0.48 

16 Work Place Behaviour 3.8 0.4 3.7 0.45 

17 Organisation Pressure 3.8 0.74 3.9 0.7 

18 Self Management 3.5 0.5 3.5 0.5 

19 Goal Setting 3.9 0.3 3.8 0.5 

20 Personal Habit 3.8 0.6 4 0.63 

21 Knowledge Management 3.7 0.45 3.7 0.45 

22 Empowerment 2.9 0.3 2.8 0.4 

    75.4 
 

74.2 
 

Junior Management: 

The mean scores pertaining to Jr Management for both industries is the same for dimensions viz 

Customer Orientation, Team Management ,Change Management, Managing Workforce, 

Communication, Global Mindset, Leadership Influence, Self Management and Knowledge  

Management.  

There is slight difference in the total mean scores of Pharmaceutical and Manufacturing 

Industries. 

Industry 1 (Pharmaceutical) 

The Std deviation is high in Decision Making, Goal Setting and Empowerment. 
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Industry 2 (Manufacturing) 

The Std Deviation is high in Innovative Thinking, Relationship and Empowerment. 

From the above it can be seen that  

¶ The mean scores for the following dimensions are high viz Entrepreneurship, 

Strategic Thinking & Implementation, Innovative Thinking & Application in 

Pharmaceutical Industry compared to Manufacturing Company. 

¶ There is slight difference in the mean scores of Decision Making, Leadership, 

Relationship, Group Process, Problem Solving, Work Place Behaviour, Organisation 

Pressure, Goal Setting, Personal Habit and Empowerment, in both the Industry. 

¶ There is no difference in the mean scores of Customer Orientation, Team 

Management, Change Management, Global Mindset, Managing Work Force, 

Communication, Leadership Influence, Self Management and in Knowledge 

Management in both the companies. 
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Middle Management 

Industry 1 Industry 2 

Mean SD Mean  SD 

1 Entrepreneurship 3.4 0.48 3.7 0.45 

2 Strategic Thinking 3.4 1.04 3.7 0.45 

3 Innovative Thinking 4.5 0.5 4.6 0.48 

4 Customer Orientation 4.2 0.4 4.5 0.5 

5 Decision Making 4.3 0.45 4.3 0.45 

6 Leadership 4.3 0.45 4.6 0.48 

7 Team Management 3.9 0.7 4.1 0.53 

8 Relationship 4.3 0.45 4.6 0.48 

9 Change Management 3.7 0.45 3.7 0.45 

10 Global Mindset 3.5 0.5 3.5 0.5 

11 Managing Workforce 4.5 0.5 4.6 0.48 

12 Communication 3.4 0.48 2.8 0.6 

13 Group Process 4.4 0.48 4.2 0.4 

14 Problem Solving 4 0.77 4 0.63 

15 Leadership Influence 3.4 0.66 3.4 0.66 

16 Work Place Behaviour 4.5 0.5 4.4 0.48 

17 Organisation Pressure 4.3 0.45 4.3 0.45 

18 Self Management 4.3 0.45 4.4 0.48 

19 Goal Setting 4.3 0.45 4.4 0.48 

20 Personal Habit 4.2 0.4 4.2 0.4 

21 Knowledge Management 4.1 0.3 4.2 0.4 

22 Empowerment 4.2 0.4 4.2 0.4 

    89.1   90.4   

Middle Management: 

The mean scores pertaining to Middle Management for both industries is the same for 

dimensions viz Decision Making, Change Management, Global Mindset, Problem Solving, 

Leadership Influence, Organization Pressure, Personal Habit and Empowerment.  

There is slight difference in the total mean scores of Pharmaceutical and Manufacturing 

Industries. 

Industry 1 (Pharmaceutical) 

The Std. Deviation is high in Knowledge Management. 

Industry 2 (Manufacturing) 

The Std. Deviation is high in Group Process, Personal Habit, Knowledge Management and 

Empowerment. 
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From the above it can be seen that  

¶ The mean scores for the following dimensions are high viz Entrepreneurship, 

Strategic Thinking & Implementation, Customer Orientation, Leadership and 

Relationship, in Manufacturing Industry compared to Pharmaceutical Industry. 

¶ There is slight difference in the mean scores of Innovative Thinking, Team 

Management, Managing Workforce, Group Process, Work Place Behaviour, Self 

Management, Goal Setting, and Knowledge Management in both the Industries. 

¶ There is no difference in the mean scores of Decision Making,, Change Management, 

Global Mindset, Problem Solving, Leadership Influence, Organization Pressure, 

Personal Habit and Empowerment in both the industries. 

6.0 Findings  

The descriptive statistics (in the form of mean and standard deviation) did not reveal any such 

clear-cut differences across industries for both the levels of management considered. Therefore 

for both these levels separately two way ANOVAs was calculated to identify whether 

competencies themselves are creating the differences in the perception of the employees or the 

industries are bringing the differences or whether both are creating the difference. 
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After carrying out ANOVA to study the interaction effect between various competences and 

industries as likely to impact the perception of employees towards competencies being mapped, 

it was found that industries are playing significant role in impacting perception but competencies 

per se themselves are creating significant impact on the perception of employees regarding the 

process adopted for mapping these competencies. 

7.0 Recommendations & Conclusions  

While mapping the competencies organizations may be having some pitfalls in the process which 

in turn may create such impact in the minds of employees that some competencies are more 

important or will be considered more important. 

Since the gap is attributed to the process of mapping it may be due to the following reasons: 

¶ They have to focus on all the competencies equally while mapping those 

competencies. 

¶ The job roles descriptions with the employees is not shared during their first few 

days on the job roles. 

¶ One should align the strategic plan and core competence with competency processes 

for e.g. individual employees will each make a contribution to the realization of goals 

and may be responsible for accomplishment of concrete, specific and particular 

strategic initiatives in support of those goals. To ensure that initiatives are completed, 

those responsible for particular strategic initiatives are usually named and due dates 

specified. 

¶ Competency standards and benchmarks are developed collaboratively with 

employees and whenever possible should be explained to new employees during the 

first month on the job roles. 

¶ There should be clear distinction between objectives and standards for e.g. There will 

be generic standards for a customer service role that relate to everyone who deals 

with customers, regardless of the sector they work in. 

¶ When competency standard and benchmarks are in place both employers and 

employees will have a common understanding which will provide the basis for an 

ongoing feedback and competency counseling between appraisals as well as for the 

formal competency appraisal process. 

¶ Since there are number of approaches to develop written competency standards and 

benchmarks, one should explain to everyone involved exactly what competency 
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standards and benchmarks are and it s importance and how will it be used. One 

should confirm that the employees understand the process and solicit their 

comments and questions. 

¶ Lastly standards and benchmarks along with importance (weight age) should be 

written in clear language, describing the concrete, specific and particular behavior and 

actions required for work competency to meet, exceed or fail to meet expectations. 

  



Management Vision 

63 
 

Bibliography 

¶ Allcorn, Seth. (Sep 30, 1994). Anger in the Workplace: Understanding the Causes of 

Aggression and Violence.  Kindle Edition.  

¶ Aluja ,G. Jaime. (Dec 31, 1997).The Interactive Management of Human Resources in 

Uncertainty (Applied Optimization). Kindle Edition. 

¶ Ackers, Adrian., & Peter.,& Wilkinson. (May 22, 2003). Understanding Work and 

Employment: Industrial Relations in Transition. Kindle Edition. 

¶ Armstrong, Barbara., & Sharon., & Mitchell. (Aug 1, 2008). The Essential HR 

Handbook: A Quick and Handy Resource for Any Manager or HR Professional. Kindle 

Edition. 

¶ Anderson, Merrrill. (Aug 18, 2003). Bottom-Line Organization Development: Implementing 

& Evaluating Strategic Change for Lasting Value (Improving Human Performance) (Improving 

Human Performance). Kindle Edition. 

¶ Andrew, Campbell.& Luchs, S Kathleen. (April 3, 1997) .Core Competency-Based 

Strategy. International Thomson Business Press. 

¶ Arthur, Diane. (April 15, 2001). The Employee Recruitment and Retention Handbook. 

Kindle Edition. 

¶ Bacal, Robert. (Dec 30, 1899). How to Manage Performance: 24 Lessons for Improving 

Performance. (The McGraw-Hill Professional Education Series) Kindle Edition.  

¶ Barney, B. Jay., & Clark, N. Delwyn. (Jun 15, 2007). Resource-Based Theory: Creating and 

Sustaining Competitive Advantage. Kindle Edition. 

¶ Barry, S. Barry. (April 3, 2007). Best Practices: Evaluating Performance Kindle Edition.  

¶ Beazley, Boenisch., David., Jeremiah., & Harden, Hamilton. (Aug 19, 2002). 

Continuity Management: Preserving Corporate Knowledge and Productivity When Employees 

Leave. Kindle Edition. 

¶ Bechet, P. Thomas. (April 30, 2002). Strategic Staffing: A Practical Toolkit for Workforce 

Planning. Kindle Edition.  

¶ Becker, E. Brain. & Huselid .,Mark. A & Ulrich, David.,  (Mar 31, 2001).The Hr 

Scorecard: Linking People, Strategy, and Performance  ð Harvard Business School Press. Kindle 

Edition.  

¶ Becker, Franklin., & Steele, Fritz. (April 21, 1995). Workplace by Design: Mapping the 

High-Performance Workscape . Kindle Edition. 

http://www.amazon.com/Anger-Workplace-Understanding-Aggression-Violence/dp/B000PY3J8G/ref=sr_1_523?ie=UTF8&s=digital-text&qid=1249319983&sr=1-523
http://www.amazon.com/Anger-Workplace-Understanding-Aggression-Violence/dp/B000PY3J8G/ref=sr_1_523?ie=UTF8&s=digital-text&qid=1249319983&sr=1-523
http://www.amazon.com/Interactive-Management-Uncertainty-Optimization-ebook/dp/B000WEG0BW/ref=sr_1_55?ie=UTF8&s=digital-text&qid=1249315302&sr=1-55
http://www.amazon.com/Interactive-Management-Uncertainty-Optimization-ebook/dp/B000WEG0BW/ref=sr_1_55?ie=UTF8&s=digital-text&qid=1249315302&sr=1-55
http://www.amazon.com/Understanding-Work-Employment-Industrial-ebook/dp/B001PIJ63I/ref=sr_1_531?ie=UTF8&s=digital-text&qid=1249320062&sr=1-531
http://www.amazon.com/Understanding-Work-Employment-Industrial-ebook/dp/B001PIJ63I/ref=sr_1_531?ie=UTF8&s=digital-text&qid=1249320062&sr=1-531
http://www.amazon.com/Essential-HR-Handbook-Professional-ebook/dp/B001IBJIK8/ref=sr_1_58?ie=UTF8&s=digital-text&qid=1249315302&sr=1-58
http://www.amazon.com/Essential-HR-Handbook-Professional-ebook/dp/B001IBJIK8/ref=sr_1_58?ie=UTF8&s=digital-text&qid=1249315302&sr=1-58
http://www.amazon.com/Bottom-Line-Organization-Development-Implementing-Performance/dp/B0029ZBHSI/ref=sr_1_898?ie=UTF8&s=digital-text&qid=1249374399&sr=1-898
http://www.amazon.com/Bottom-Line-Organization-Development-Implementing-Performance/dp/B0029ZBHSI/ref=sr_1_898?ie=UTF8&s=digital-text&qid=1249374399&sr=1-898
http://www.amazon.com/Bottom-Line-Organization-Development-Implementing-Performance/dp/B0029ZBHSI/ref=sr_1_898?ie=UTF8&s=digital-text&qid=1249374399&sr=1-898
http://www.amazon.com/Core-Competency-Based-Strategy-Andrew-Campbell/dp/1861522738/ref=sr_1_33?ie=UTF8&qid=1249624656&sr=8-33
http://www.amazon.com/Core-Competency-Based-Strategy-Andrew-Campbell/dp/1861522738/ref=sr_1_33?ie=UTF8&qid=1249624656&sr=8-33
http://www.amazon.com/Employee-Recruitment-Retention-Handbook/dp/B000UKB1GC/ref=sr_1_170?ie=UTF8&s=digital-text&qid=1249317584&sr=1-170
http://www.amazon.com/How-Manage-Performance-Professional-ebook/dp/B000OVLJ0U/ref=sr_1_835?ie=UTF8&s=digital-text&qid=1249374023&sr=1-835
http://www.amazon.com/How-Manage-Performance-Professional-ebook/dp/B000OVLJ0U/ref=sr_1_835?ie=UTF8&s=digital-text&qid=1249374023&sr=1-835
http://www.amazon.com/Resouce-Based-Theory-Sustaining-Competitive-ebook/dp/B001E2FXF0/ref=sr_1_265?ie=UTF8&s=digital-text&qid=1249318384&sr=1-265
http://www.amazon.com/Resouce-Based-Theory-Sustaining-Competitive-ebook/dp/B001E2FXF0/ref=sr_1_265?ie=UTF8&s=digital-text&qid=1249318384&sr=1-265
http://www.amazon.com/Best-Practices-Evaluating-Performance/dp/B000Q80S2G/ref=sr_1_480?ie=UTF8&s=digital-text&qid=1249319666&sr=1-480
http://www.amazon.com/Continuity-Management-Preserving-Corporate-Productivity/dp/B000PY40SY/ref=sr_1_189?ie=UTF8&s=digital-text&qid=1249317630&sr=1-189
http://www.amazon.com/Continuity-Management-Preserving-Corporate-Productivity/dp/B000PY40SY/ref=sr_1_189?ie=UTF8&s=digital-text&qid=1249317630&sr=1-189
http://www.amazon.com/Strategic-Staffing-Practical-Workforce-Planning/dp/B000T6AHP8/ref=sr_1_457?ie=UTF8&s=digital-text&qid=1249319006&sr=1-457
http://www.amazon.com/Strategic-Staffing-Practical-Workforce-Planning/dp/B000T6AHP8/ref=sr_1_457?ie=UTF8&s=digital-text&qid=1249319006&sr=1-457
http://www.amazon.com/Hr-Scorecard-Linking-Strategy-Performance/dp/B002E9GS2O/ref=sr_1_1?ie=UTF8&s=digital-text&qid=1249310905&sr=1-1
http://www.amazon.com/Hr-Scorecard-Linking-Strategy-Performance/dp/B002E9GS2O/ref=sr_1_1?ie=UTF8&s=digital-text&qid=1249310905&sr=1-1
http://www.amazon.com/Workplace-Design-Mapping-High-Performance-Workscape/dp/B000WNFQFO/ref=sr_1_868?ie=UTF8&s=digital-text&qid=1249374270&sr=1-868
http://www.amazon.com/Workplace-Design-Mapping-High-Performance-Workscape/dp/B000WNFQFO/ref=sr_1_868?ie=UTF8&s=digital-text&qid=1249374270&sr=1-868


Management Vision 

64 
 

¶ Berger, A. Lance.,& Berger, R .Dorothy. (Sep 24, 2003). The Talent Management 

Handbook . Kindle Book. 

¶ Bergeron, Bryan. (May 21, 2003). Essentials of Knowledge Management (Essentials Series). 

Kindle Edition.  

¶ Berman, A. Jeffrey. (Aug 30, 1997). Competence-Based Employment Interviewing. Kindle 

Edition. 

¶ Bernthal, Paul. (2004a). Competency Study: Mapping the Future American Society for Training 

and Development. ASTD Pub. 

¶ Bernthal, Paul. ( 2004b) . Competency Study: Mapping the Future. ASTD Publn. 

¶ Bock, Heather.(Jan 25, 2007) .Using Competency Models to Manage Firm Talent. American 

Bar Association Career Resource Center. 

¶ Boudreau, W. John., (Jun 19, 2007). Beyond HR: The New Science of Human Capital. by 

Kindle Edition.  

¶ Bowen, Brayton. (Jun 28, 2000) .Recognizing and Rewarding Employees. Kindle Edition.  

¶ Brinkerhoff, O. Robert., & Gill, J. Stephen. (Aug 30, 1994). The Learning Alliance: 

Systems Thinking in Human Resource Development . Kindle Edition.  

¶ Brown, Philip., Green, Andy., & Lauder. Hugh.(Oct 22, 2001). High Skills: 

Globalization, Competitiveness, and Skill Formation. Kindle Edition.  

¶ Burkholder, C. Nicholas., Scott, G. Scott., & Shapiro, P. Jeremy., (April 20, 2007) 

Ultimate Performance: Measuring Human Resources at Work .John Wiley & Sons, Inc. 

¶ Buytendijk, Frank. (Sep 8, 2008). Performance Leadership: The Next Practices to Motivate 

Your People, Align Stakeholders, and Lead Your Industry. Kindle Edition. 

¶ Campbel, Andrew.& Luchs, S. Kathleen. (April 3, 1997). Core Competency-Based 

Strategy. International Thomson Business Press. 

¶ Cappelli, Peter. (May 19, 2008a). Employment Relationships by Kindle Edition. 

¶ Chambers, Harry. (April 30, 2001).Finding, Hiring, And Keeping Peak Performers. Kindle 

Edition.  

¶ Chang, Y. Richard. (Dec 31, 1995). Capitalizing on Workplace Diversity. Kindle Edition.  

¶ Chingos, T. Peter. (Aug 31, 1997). Paying for Performance: A Guide to Compensation 

Management . Kindle Edition.  

¶ Collins, L. Michelle., & Hammond, A. Sue. (Jan 20, 2009). The Thin Book of 360 

Feedback: A Manager's Guide . Kindle Edition.  

¶ Cooper, L. Cary.(Mar 20, 2007). Reinventing HRM. Kindle Edition.  

http://www.amazon.com/The-Talent-Management-Handbook/dp/B001E5C5GW/ref=sr_1_536?ie=UTF8&s=digital-text&qid=1249320062&sr=1-536
http://www.amazon.com/The-Talent-Management-Handbook/dp/B001E5C5GW/ref=sr_1_536?ie=UTF8&s=digital-text&qid=1249320062&sr=1-536
http://www.amazon.com/Essentials-Knowledge-Management-ebook/dp/B000PY4HW8/ref=sr_1_144?ie=UTF8&s=digital-text&qid=1249317390&sr=1-144
http://www.amazon.com/Competence-Based-Employment-Interviewing/dp/B000VZVWV0/ref=sr_1_704?ie=UTF8&s=digital-text&qid=1249372568&sr=1-704
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_1?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Paul%20Bernthal
http://www.amazon.com/2004-ASTD-Competency-Study-Mapping/dp/1562863681/ref=sr_1_2?ie=UTF8&s=books&qid=1249394363&sr=1-2
http://www.amazon.com/Using-Competency-Models-Manage-Talent/dp/1590314913/ref=sr_1_4?ie=UTF8&s=books&qid=1249391028&sr=1-4
http://www.amazon.com/Beyond-HR-Science-Capital-ebook/dp/B000SEOGGC/ref=sr_1_487?ie=UTF8&s=digital-text&qid=1249319728&sr=1-487
http://www.amazon.com/Recognizing-and-Rewarding-Employees-ebook/dp/B001GCUH1S/ref=sr_1_1311?ie=UTF8&s=digital-text&qid=1249379824&sr=1-1311
http://www.amazon.com/Learning-Alliance-Thinking-Development-ebook/dp/B00134VONY/ref=sr_1_78?ie=UTF8&s=digital-text&qid=1249315850&sr=1-78
http://www.amazon.com/Learning-Alliance-Thinking-Development-ebook/dp/B00134VONY/ref=sr_1_78?ie=UTF8&s=digital-text&qid=1249315850&sr=1-78
http://www.amazon.com/High-Skills-Globalization-Competitiveness-ebook/dp/B000VDKFJW/ref=sr_1_489?ie=UTF8&s=digital-text&qid=1249319728&sr=1-489
http://www.amazon.com/High-Skills-Globalization-Competitiveness-ebook/dp/B000VDKFJW/ref=sr_1_489?ie=UTF8&s=digital-text&qid=1249319728&sr=1-489
http://www.amazon.com/Ultimate-Performance-Measuring-Human-Resources/dp/0471741213/ref=sr_1_90?ie=UTF8&s=books&qid=1249541433&sr=1-90
http://www.amazon.com/Performance-Leadership-Practices-Stakeholders-ebook/dp/B001KM0Y9E/ref=sr_1_876?ie=UTF8&s=digital-text&qid=1249374270&sr=1-876
http://www.amazon.com/Performance-Leadership-Practices-Stakeholders-ebook/dp/B001KM0Y9E/ref=sr_1_876?ie=UTF8&s=digital-text&qid=1249374270&sr=1-876
http://www.amazon.com/Core-Competency-Based-Strategy-Andrew-Campbell/dp/1861522738/ref=sr_1_11?ie=UTF8&s=books&qid=1249392397&sr=1-11
http://www.amazon.com/Core-Competency-Based-Strategy-Andrew-Campbell/dp/1861522738/ref=sr_1_11?ie=UTF8&s=books&qid=1249392397&sr=1-11
http://www.amazon.com/Employment-Relationships/dp/B0019LV328/ref=sr_1_516?ie=UTF8&s=digital-text&qid=1249319913&sr=1-516
http://www.amazon.com/Finding-Hiring-Keeping-Performers-ebook/dp/B001LNO0UQ/ref=sr_1_660?ie=UTF8&s=digital-text&qid=1249372213&sr=1-660
http://www.amazon.com/Capitalizing-on-Workplace-Diversity-ebook/dp/B000W23FWG/ref=sr_1_221?ie=UTF8&s=digital-text&qid=1249317936&sr=1-221
http://www.amazon.com/Paying-Performance-Compensation-Management-ebook/dp/B000SW16ZS/ref=sr_1_186?ie=UTF8&s=digital-text&qid=1249317630&sr=1-186
http://www.amazon.com/Paying-Performance-Compensation-Management-ebook/dp/B000SW16ZS/ref=sr_1_186?ie=UTF8&s=digital-text&qid=1249317630&sr=1-186
http://www.amazon.com/Thin-Book-360-Feedback-Managers/dp/B001Q9ECP8/ref=sr_1_501?ie=UTF8&s=digital-text&qid=1249319828&sr=1-501
http://www.amazon.com/Thin-Book-360-Feedback-Managers/dp/B001Q9ECP8/ref=sr_1_501?ie=UTF8&s=digital-text&qid=1249319828&sr=1-501
http://www.amazon.com/Reinventing-HRM-ebook/dp/B000OT84PU/ref=sr_1_83?ie=UTF8&s=digital-text&qid=1249315850&sr=1-83


Management Vision 

65 
 

¶ Cox, Taylor., & Beale, L. Ruby. (Jan 1, 1997). Developing Competency to Manage Diversity: 

Readings, Cases & Activities. Berrett-Koehler Publishers, Inc. 

¶ Croome, C. Derek. (April 16, 2007). Creating the Productive Workplace, Second Edition. 

Kindle Edition.  

¶ Cupach, R. William., & Canary, J. Daniel. (Sep 7, 2000). Competence in Interpersonal 

Conflict. Waveland Press, Inc. 

¶ Curtis, Bill., Hefley, E. William., & Miller, A. Sally. (Jul 1, 2009). People CMM, The: A 

Framework for Human Capital Management.  Kindle Edition. 

¶ Daniel, A. Teresa., & Metcalf, S. Gary. (May 30, 2001). The Management of People in 

Mergers and Acquisitions. Kindle Edition.  

¶ Davenport, O. Thomas. (Mar 19, 1999). Human Capital: What It Is and Why People 

Invest It. Kindle Edition. 

¶ Dealy, David., & Thomas, Andrew. (Nov 30, 2006). Managing by Accountability: What 

Every Leader Needs to Know about Responsibility, Integrity--and Results. Kindle Edition.  

¶ Dixon, Pamela., Gilley, W. Jerry., Gilley, Ann., & Quatro, A. Scottthe.(Nov 30,2008). 

Praeger Handbook of Human Resource Management. Kindle Edition. 

¶ Domsch, E. Michel,. & Hristozova, Elena. (Mar 14, 2006). Human Resource 

Management in Consulting Firms. Kindle Edition. 

¶ Donald Shandler. (April 15, 2000). Competency and the Learning Organization.  Crisp 

Publications, Inc. 

¶ Drejer. Anders. ( Jul 30, 2002). Strategic Management and Core Competencies: Theory and 

Application. ISBN Publn. 

¶ Drunker, Janet. (Mar 16, 2007). Reward Management. Kindle Edition.  

¶ Dubois, D. David.,& Rothwell, J. William.(2004). Competency-Based Human Resource 

Management. Davies-Black Publishing. 

¶ Dubois, D. David. (Jun 1993). Competency-Based Performance Improvement: A Strategy for 

Organizational Change. HRD Press, Inc. 

¶ Effron, Marc., Gandossy, Robert., & Goldsmith, Marshall. (April 30, 2003). Human 

Resources in the 21st Century .by Kindle Edition.  

¶ Elearn. (Mar 15, 2005). Recruitment and Selection: Management Extra (Management Extra). 

Kindle Edition.  

¶ Elliot, J Andrew.,& Dweck, S .Carol. (April 4, 2005).Handbook of Competence and 

Motivation. the Guilford Press. 

http://www.amazon.com/Creating-Productive-Workplace-Second-ebook/dp/B000PWR04M/ref=sr_1_569?ie=UTF8&s=digital-text&qid=1249320264&sr=1-569
http://www.amazon.com/Competence-Interpersonal-Conflict-William-Cupach/dp/1577661605/ref=sr_1_78?ie=UTF8&s=books&qid=1249541085&sr=1-78
http://www.amazon.com/Competence-Interpersonal-Conflict-William-Cupach/dp/1577661605/ref=sr_1_78?ie=UTF8&s=books&qid=1249541085&sr=1-78
http://www.amazon.com/People-CMM-Framework-Management-ebook/dp/B002HMJY9W/ref=sr_1_114?ie=UTF8&s=digital-text&qid=1249316743&sr=1-114
http://www.amazon.com/People-CMM-Framework-Management-ebook/dp/B002HMJY9W/ref=sr_1_114?ie=UTF8&s=digital-text&qid=1249316743&sr=1-114
http://www.amazon.com/Management-People-Mergers-Acquisitions/dp/B002DR3LYU/ref=sr_1_213?ie=UTF8&s=digital-text&qid=1249317836&sr=1-213
http://www.amazon.com/Management-People-Mergers-Acquisitions/dp/B002DR3LYU/ref=sr_1_213?ie=UTF8&s=digital-text&qid=1249317836&sr=1-213
http://www.amazon.com/Human-Capital-People-Invest-ebook/dp/B001CN9FO6/ref=sr_1_162?ie=UTF8&s=digital-text&qid=1249317468&sr=1-162
http://www.amazon.com/Human-Capital-People-Invest-ebook/dp/B001CN9FO6/ref=sr_1_162?ie=UTF8&s=digital-text&qid=1249317468&sr=1-162
http://www.amazon.com/Managing-Accountability-Responsibility-Integrity-ebook/dp/B002B55HR8/ref=sr_1_841?ie=UTF8&s=digital-text&qid=1249374081&sr=1-841
http://www.amazon.com/Managing-Accountability-Responsibility-Integrity-ebook/dp/B002B55HR8/ref=sr_1_841?ie=UTF8&s=digital-text&qid=1249374081&sr=1-841
http://www.amazon.com/Praeger-Handbook-Resource-Management-ebook/dp/B00280LJOQ/ref=sr_1_22?ie=UTF8&s=digital-text&qid=1249314952&sr=1-22
http://www.amazon.com/Praeger-Handbook-Resource-Management-ebook/dp/B00280LJOQ/ref=sr_1_22?ie=UTF8&s=digital-text&qid=1249314952&sr=1-22
http://www.amazon.com/Human-Resource-Management-Consulting-Firms/dp/B000SW4E3O/ref=sr_1_8?ie=UTF8&s=digital-text&qid=1249314734&sr=1-8
http://www.amazon.com/Human-Resource-Management-Consulting-Firms/dp/B000SW4E3O/ref=sr_1_8?ie=UTF8&s=digital-text&qid=1249314734&sr=1-8
http://www.amazon.com/Strategic-Management-Core-Competencies-Application/dp/1567205089/ref=sr_1_37?ie=UTF8&s=books&qid=1249395536&sr=1-37
http://www.amazon.com/Strategic-Management-Core-Competencies-Application/dp/1567205089/ref=sr_1_37?ie=UTF8&s=books&qid=1249395536&sr=1-37
http://www.amazon.com/Reward-Management/dp/B000OT841O/ref=sr_1_429?ie=UTF8&s=digital-text&qid=1249318863&sr=1-429
http://www.amazon.com/Competency-Based-Performance-Improvement-Strategy-Organizational/dp/0874252237/ref=sr_1_6?ie=UTF8&s=books&qid=1249391539&sr=1-6
http://www.amazon.com/Competency-Based-Performance-Improvement-Strategy-Organizational/dp/0874252237/ref=sr_1_6?ie=UTF8&s=books&qid=1249391539&sr=1-6
http://www.amazon.com/Human-Resources-21st-Century-ebook/dp/B001KYEWQ8/ref=sr_1_64?ie=UTF8&s=digital-text&qid=1249315682&sr=1-64
http://www.amazon.com/Human-Resources-21st-Century-ebook/dp/B001KYEWQ8/ref=sr_1_64?ie=UTF8&s=digital-text&qid=1249315682&sr=1-64
http://www.amazon.com/Recruitment-Selection-Management-Extra-ebook/dp/B000VXHF1I/ref=sr_1_447?ie=UTF8&s=digital-text&qid=1249318964&sr=1-447
http://www.amazon.com/Handbook-Competence-Motivation-Andrew-Elliot/dp/1593851235/ref=sr_1_142?ie=UTF8&s=books&qid=1249545661&sr=1-142
http://www.amazon.com/Handbook-Competence-Motivation-Andrew-Elliot/dp/1593851235/ref=sr_1_142?ie=UTF8&s=books&qid=1249545661&sr=1-142


Management Vision 

66 
 

¶ Fine, A. Sidney, & Cronshaw, F. Steven. (Jul 3, 2009) .Functional Job Analysis: A 

Foundation for Human Resources Management. Kindle Edition. 

¶ Fitz-enz, Jac, (April 30, 2000). The ROI of Human Capital: Measuring the Economic Value 

of Employee Performance . Kindle Edition.  

¶ Fitz-enz, Jac. (May 2, 1990). Human Value Management: The Value-Adding Human 

Resource Management Strategy for the 1990s. Kindle Edition.  

¶ Fletcher, Shirley. (Jan 15, 2001). Competence-Based Assessment Techniques (Practical 

Trainer). John Wiley & Sons, Inc. 

¶ Gilbert, F. Thomax. (Mar 9, 2007). Human Competence: Engineering Worthy Performance 

(Essential Knowledge Resource) . Pfeiffer Publn. 

¶ Grote, Dick. (2006). Discipline without Punishment: The Proven Strategy That Turns Problem 

Employees into Superior Performers. Amacom Publn. 

¶ Grote, Dick. (2002). The Performance Appraisal Question and Answer Book: A Survival 

Guide for Managers. Amacom Publn. 

¶ Huff, S. Anne., & Jenkins, Mark. (April 11, 2002). Mapping Strategic Knowledge. Sage 

Publications. 

¶  Kessler, Robin. (2006). Competency-Based Interviews: Master the Tough New Interview Style 

And Give Them the Answers That Will Win You the Job. The Career Press, Inc. 

¶ Kessle, Robin.,& Strasburg, A. Linda. (Nov 2004) .Competency-Based Resumes: How To 

Bring Your Resume To The Top Of The Pile. The Career Press Inc. 

¶ Lucia, D. Antoinette., & Lepsinger, Richard. (Mar 5, 1999). The Art and Science of 

Competency Models: Pinpointing Critical Success Factors in Organizations. Jossey- Bass Inc., 

Publications. 

¶ Mills, J. Albert. (Dec 30, 2008). Understanding Organizational Change. Kindle Edition.  

¶ Militello, C. Frederick., &. Schwalberg, D. Michael. (Feb 19, 2002). Leverage 

Competencies: What Financial Executives Need to Lead (Financial Times Prentice Hall Books). 

Financial Executives Research Foundation, Inc. 

¶ Nast, Jamie. (Sep 22, 2006). Idea Mapping: How to Access Your Hidden Brain Power, Learn 

Faster, Remember More, and Achieve Success in Business. John Wiley & Sons,Inc., 

¶ Quinn, E. Robert., Faerman, R. Sue., Thompson, P. Michael., & McGrath, Michael. 

(Jun 15, 2002) .Becoming A Master Manager: A Competency Framework. John Wiley & 

Sons, Inc. 

¶ Renckly, B. Richard. (Dec 4, 2003).Human Resources. Kindle Edition.  

http://www.amazon.com/Functional-Job-Analysis-Foundation-ebook/dp/B000SK8IRY/ref=sr_1_16?ie=UTF8&s=digital-text&qid=1249314952&sr=1-16
http://www.amazon.com/Functional-Job-Analysis-Foundation-ebook/dp/B000SK8IRY/ref=sr_1_16?ie=UTF8&s=digital-text&qid=1249314952&sr=1-16
http://www.amazon.com/ROI-Human-Capital-Performance-ebook/dp/B001UE7GLQ/ref=sr_1_426?ie=UTF8&s=digital-text&qid=1249318863&sr=1-426
http://www.amazon.com/ROI-Human-Capital-Performance-ebook/dp/B001UE7GLQ/ref=sr_1_426?ie=UTF8&s=digital-text&qid=1249318863&sr=1-426
http://www.amazon.com/Human-Value-Management-Value-Adding-Resource/dp/B001CPL48O/ref=sr_1_44?ie=UTF8&s=digital-text&qid=1249315173&sr=1-44
http://www.amazon.com/Human-Value-Management-Value-Adding-Resource/dp/B001CPL48O/ref=sr_1_44?ie=UTF8&s=digital-text&qid=1249315173&sr=1-44
http://www.amazon.com/Competence-Based-Assessment-Techniques-Practical-Trainer/dp/0749434228/ref=sr_1_2?ie=UTF8&s=books&qid=1249542506&sr=1-2
http://www.amazon.com/Competence-Based-Assessment-Techniques-Practical-Trainer/dp/0749434228/ref=sr_1_2?ie=UTF8&s=books&qid=1249542506&sr=1-2
http://www.amazon.com/Human-Competence-Engineering-Performance-Essential/dp/0787996157/ref=sr_1_100?ie=UTF8&s=books&qid=1249541549&sr=1-100
http://www.amazon.com/Human-Competence-Engineering-Performance-Essential/dp/0787996157/ref=sr_1_100?ie=UTF8&s=books&qid=1249541549&sr=1-100
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_1?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Dick%20Grote
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_1?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Dick%20Grote
http://www.amazon.com/Mapping-Strategic-Knowledge-Anne-Sigismund/dp/0761969489/ref=sr_1_9?ie=UTF8&s=books&qid=1249394363&sr=1-9
http://www.amazon.com/Robin-Kessler/e/B001JS3VXA/ref=ntt_athr_dp_pel_1
http://www.amazon.com/Competency-Based-Resumes-Bring-Your-Resume/dp/156414772X/ref=sr_1_2?ie=UTF8&s=books&qid=1249392397&sr=1-2
http://www.amazon.com/Competency-Based-Resumes-Bring-Your-Resume/dp/156414772X/ref=sr_1_2?ie=UTF8&s=books&qid=1249392397&sr=1-2
http://www.amazon.com/Art-Science-Competency-Models-Organizations/dp/0787946028/ref=sr_1_1?ie=UTF8&s=books&qid=1249391028&sr=1-1
http://www.amazon.com/Art-Science-Competency-Models-Organizations/dp/0787946028/ref=sr_1_1?ie=UTF8&s=books&qid=1249391028&sr=1-1
http://www.amazon.com/Understanding-Organizational-Change-ebook/dp/B001ON78LG/ref=sr_1_577?ie=UTF8&s=digital-text&qid=1249320342&sr=1-577
http://www.amazon.com/Leverage-Competencies-Financial-Executives-Prentice/dp/0130087580/ref=sr_1_59?ie=UTF8&s=books&qid=1249393308&sr=1-59
http://www.amazon.com/Leverage-Competencies-Financial-Executives-Prentice/dp/0130087580/ref=sr_1_59?ie=UTF8&s=books&qid=1249393308&sr=1-59
http://www.amazon.com/Idea-Mapping-Remember-Achieve-Business/dp/0471788627/ref=sr_1_7?ie=UTF8&s=books&qid=1249394363&sr=1-7
http://www.amazon.com/Idea-Mapping-Remember-Achieve-Business/dp/0471788627/ref=sr_1_7?ie=UTF8&s=books&qid=1249394363&sr=1-7
http://www.amazon.com/Becoming-Master-Manager-Competency-Framework/dp/047136178X/ref=sr_1_24?ie=UTF8&s=books&qid=1249395008&sr=1-24
http://www.amazon.com/Human-Resources/dp/B0026P4KD0/ref=sr_1_59?ie=UTF8&s=digital-text&qid=1249315302&sr=1-59


Management Vision 

67 
 

¶ Saarni, Carolyn. (Mar 19, 1999) .The Development of Emotional Competence. The Guilford 

Press. 

¶ Sandberg, Anne., & Susan, Lane. (Jan 2000). Interview for Success: A Half-Day 

Competency-Based Workshop Instructor Guide. John Wiley & Sons Ltd. 

¶ Sanghi, Seema. (Nov 5, 2007).The Handbook of Competency Mapping: Understanding, 

Designing and Implementing Competency Models in Organizations. Sage Publications. 

¶ Sanghi, Seema. (Dec 2003). The Handbook of Competency Mapping: Understanding, 

Designing and Implementing Competency Models in Organizations. Sage Publications. 

¶ Slocum, John. (Jun 4, 2007).Competency-Based Management, International Edition: 

Competency-based Management. John Wiley & Sons, Inc. 

¶ Spencer, M. Signe., & Spencer M Lyle(1993). Competence at Work: Models for Superior 

Performance. John Wiley & Sons Inc. 

¶  Swan, S. William., Leslie, E. Wilson.(2007). Ready-to-Use Performance Appraisals: 

Downloadable, Customizable Tools for Better, Faster Reviews!. John Wiley & Sons Inc. 

¶  Ulrich, Dave., Wayne, Brockbank ., Johnson ,Dani ., Sandholtz, Kurt,,  & Younger  

Jon.( Mar 1, 2008). HR Competencies: Mastery at the Intersection of People and Business. John 

Wiley & Sons Inc. 

¶ Ulrich, David., Zenger, Jack. & Smallwood, Norman, (April 1999). Results-Based 

Leadership.  President & Fellows of Harvard College. 

¶ Ulrich, Dave. (Nov 1998). Delivering Results: A New Mandate for Human Resource. 

Professionals  James C Collins and Jerry L Porras Publn. 

¶ Ulrich, David. (Jan 1997) Human Resource Champions  President & Fellows of Harvard 

College. 

¶ Wagen, V. Lynn. (Jul 21, 1999). Building Quality Service: with competency-based human 

resource management. Reed International Books Australia. 

¶ Wolf, Alison. (Jan 1995). Competence-Based Assessment (Assessing Assessment). Open 

University Press. 

¶ Yeung, K. Arthur., Ulrich, David., Nason, Stephen.,& Glinow, V. Mary. (Dec 31, 

1998). Organizational Learning Capability: Generating and Generalizing Ideas with Impact. 

Kindle Edition. 

  

http://www.amazon.com/Development-Emotional-Competence-Carolyn-Saarni/dp/1572304340/ref=sr_1_7?ie=UTF8&s=books&qid=1249539564&sr=1-7
http://www.amazon.com/Interview-Success-Half-Day-Competency-Based-Instructor/dp/0874255023/ref=sr_1_5?ie=UTF8&s=books&qid=1249392397&sr=1-5
http://www.amazon.com/Interview-Success-Half-Day-Competency-Based-Instructor/dp/0874255023/ref=sr_1_5?ie=UTF8&s=books&qid=1249392397&sr=1-5
http://www.amazon.com/Handbook-Competency-Mapping-Understanding-Organizations/dp/0761935983/ref=sr_1_2?ie=UTF8&s=books&qid=1249391028&sr=1-2
http://www.amazon.com/Handbook-Competency-Mapping-Understanding-Organizations/dp/0761935983/ref=sr_1_2?ie=UTF8&s=books&qid=1249391028&sr=1-2
http://www.amazon.com/Handbook-Competency-Mapping-Understanding-Organizations/dp/076199842X/ref=sr_1_25?ie=UTF8&s=books&qid=1249392240&sr=1-25
http://www.amazon.com/Handbook-Competency-Mapping-Understanding-Organizations/dp/076199842X/ref=sr_1_25?ie=UTF8&s=books&qid=1249392240&sr=1-25
http://www.amazon.com/Competency-Based-Management-International-Competency-based/dp/0324539673/ref=sr_1_1?ie=UTF8&s=books&qid=1249395886&sr=1-1
http://www.amazon.com/Competency-Based-Management-International-Competency-based/dp/0324539673/ref=sr_1_1?ie=UTF8&s=books&qid=1249395886&sr=1-1
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_1?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Signe%20M.%20Spencer
http://www.amazon.com/Lyle-M.-Spencer/e/B0028DNQBC/ref=ntt_athr_dp_pel_2
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_1?%5Fencoding=UTF8&search-type=ss&index=books&field-author=William%20S.%20Swan%20PhD
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_2?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Leslie%20E.%20Wilson
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_1?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Dave%20Ulrich
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_2?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Wayne%20Brockbank
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_3?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Dani%20Johnson
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_4?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Kurt%20Sandholtz
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_5?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Jon%20Younger
http://www.amazon.com/Results-Based-Leadership-David-Ulrich/dp/B0015IX7MY/ref=sr_1_5?ie=UTF8&s=books&qid=1249311303&sr=1-5
http://www.amazon.com/Results-Based-Leadership-David-Ulrich/dp/B0015IX7MY/ref=sr_1_5?ie=UTF8&s=books&qid=1249311303&sr=1-5
http://www.amazon.com/Delivering-Results-Mandate-Resource-Professionals/dp/0875848699/ref=sr_1_7?ie=UTF8&s=books&qid=1249311303&sr=1-7
http://www.amazon.com/Delivering-Results-Mandate-Resource-Professionals/dp/0875848699/ref=sr_1_7?ie=UTF8&s=books&qid=1249311303&sr=1-7
http://www.amazon.com/Human-Resource-Champions-David-Ulrich/dp/0875847196/ref=sr_1_4?ie=UTF8&s=books&qid=1249311303&sr=1-4
http://www.amazon.com/Building-Quality-Service-competency-based-management/dp/0750689102/ref=sr_1_11?ie=UTF8&s=books&qid=1249391822&sr=1-11
http://www.amazon.com/Building-Quality-Service-competency-based-management/dp/0750689102/ref=sr_1_11?ie=UTF8&s=books&qid=1249391822&sr=1-11
http://www.amazon.com/Competence-Based-Assessment-Assessing-Alison-Wolf/dp/0335190235/ref=sr_1_1?ie=UTF8&s=books&qid=1249542506&sr=1-1
http://www.amazon.com/Organizational-Learning-Capability-Generalizing-ebook/dp/B0013OY03K/ref=sr_1_5?ie=UTF8&s=digital-text&qid=1249311142&sr=1-5


Management Vision 

68 
 

Building Employee Engagement through Effective Performance 

Management 

Ms. Sapna Malhotra8 

 

Abstract 

This research paper aims at understanding the need of creating an engaged workforce through effective performance 

management. The major objective is to find whether there exist a significant relationship between Performance 

Management and Employee Engagement. The research is divided into two phases. Phase 1 is the pilot study where 

primary data is collected with the help of a survey conducted amongst 20middle level executives in 2financial 

services companies in Mumbai using convenience sampling. The findings of the Pilot Study helped to validate the 

performance management scale developed by the researcher. Phase 2 of the research is the main study with survey 

conducted on 101middle level executives of 6 financial services companies in Mumbai. The tools used for the survey 

are Ultrict Work Engagement Scale, and Performance Management Scale (Own Construct). The findings will 

indicate the degree of relationship between performance management and employee engagement. 

Key Words: Employee Engagement, Performance Management, Job Description 

 

 

1.0 Introduction   

Performance Management  

Contemporary challenges facing human resources in organizations have led many of them to 

refocus attention on their performance management systems (Buchner, 2007) and explore ways 

to improve employee performance. Katz and Green (1997:7) define performance management as 

òa system composed of an orderly series of programmes designed to define, measure and 

improve organizational performanceó. The PSMPC (2000:1) defines performance management 

as òhelping people to work more effectively by improving individual and team performance, 

increasing the overall productivity of an agencyó in the context of staff management. The 

institute of personnel management as quoted by Martinez (2003:206) defines performance 

management as òa strategy which relates to every activity of the organization set in the context of 
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its human resources policies, culture, style and communications systems. The nature of strategy 

depends on the organizational context and can vary from organization to organization.ó 

Performance management is a shared process between managers, the individual and the teams 

they are supervising: it is designed to improve the performance of an organization and the people 

working within it (Armstrong 1994:1; Torrington and Hall 1998:317). Performance management 

is based on agreed objectives, competencies required to undertake the work and development 

plans for achieving the objectives. Performance management focuses on strategically increasing 

the effectiveness of an organization through improving the productivity of its people.  

According to Price (2000:181), Armstrong (1994:1), Amaratunga and Baldry (2002:218), Van der 

Bij and Vissers (1999:214) and de Bruijn (2002:579), performance management systems 

incorporate performance assessment or appraisal systems which are specifically developed to 

appraise the performance of individuals or teams. Such appraisal requires the following: 

¶ Clearly defined organizational goals. 

¶ Individual or team objectives or management targets. 

¶ Properly defined standards of performance and the skills and competency required to 

meet them. 

¶ Regular formal review of progress. 

¶ Systems of feedback and proposals for improvement. 

1.1  Elements of Performance Management 

1.1.1  Goal Setting 

Goal setting has been explored in terms of both motivational impact toward improving 

performance (Locke, 1968; Latham and Yukl, 1975; Matsui et al., 1987; Tubbs, 1986, 1993; 

Knight et al., 2001; Dweck et al., 1993; Sujan et al., 1994) and as being integral parts of 

management systems or processes designed to improve performance (Zabaracki, 1998; Odiorne, 

1978; Muczyk and Reimann, 1989; Ivancevich, et al., 1978; Walton, 1986). Though fewer studies 

exist showing the nature of relationship between Employee Engagement and goal setting at the 

workplace, evidence certainly exists linking the concept to improvement in worker performance 

(Jensen et al., 2007; Dixon and Schertzer, 2005; Green et al., 2004; Chemers, et al., 2000; 

Schulman, 1999; Sujan, 1999a, b; Rich, 1999; Scheier, et al., 1994; Strutton and Lumpkin, 1993; 

Seligman and Schulman, 1986). 

Numerous studies (Locke, 1968; Latham and Yukl, 1975; Matsui et al., 1987;Tubbs, 1986, 1993; 

Knight et al., 2001; Dwecket al., 1993; Sujanet al., 1994) have discussed effective goal settingõs 
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positive impact on employee outcomes within organizations. Many management systems or 

processes, such as management by objectives, total quality management, and continuous 

improvement initiatives, feature goal setting as a critical element for success (Zabaracki, 1998; 

Odiorne, 1978; Muczyk and Reimann, 1989; Ivancevichet al., 1978; Walton, 1986). Given this, it 

should not be surprising that of Gallupõs Q12 survey instrument questions that are used to 

measure the level of employee engagement, four are related to the idea of goal setting 

(Buckingham and Coffman, 1999). 

1.1.2  Performance Feedback 

Moorhead and Griffin (2002, p.128),Hackman and Oldham (1976, p.255), Gallop (2001, p.77) 

and Gratton(2000, p.93) all concur that open, honest feedback on job performance contributes 

significantly to employeesõ perceptions of their worth and the meaning they derive from their 

jobs. For feedback to be perceived as meaningful, it should be closely related to agreed 

performance goals and expectations. 

Landy and Conte (2004, p.213) assert that a performance management system is the preferred 

approach to match performance goals and expectations, and provide meaningful feedback to 

employees. They cite a number of strategies organisations should follow in administering a 

performance management system. These strategies are summarised as follows: Setting 

expectations, performance measures and providing feedback should take place at least every 

quarter (or more frequently if required); The supervisor or employee should be able to initiate 

feedback/discussions or at any time either feels the need for a discussion; Performance 

management systems should be developed jointly between managers/supervisors and employees 

that report to them (increases credibility of the system); During the discussions managers and 

employees should be developing an understanding of the performance criteria and interpret 

them against the strategic value of the stated objectives (provides rationale and meaning for the 

individual); and The appraiser and appraiseeõs role should be similar vis-à-vis to understand the 

performance criteria and how the employeeõs role fits with those criteria (promotes participative 

management). 

Kreitner, Kinicki and Buelens (2002, p.241) assert that organisations are moving away from 

traditional top-down feedback approaches and are pursuing upward and 360-degree feedback 

approaches. These newer approaches, which rely on multiple sources and modern technology, 

are preferred for the following reasons: Traditional approaches (performance appraisal) have 

created widespread dissatisfaction and were often used to punish, embarrass, or put down 

employees; Team-based organisational structures require an approach that draws on multiple 
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respondents for meaningful feedback (such as measurement of inter-personal skills); Feedback 

approaches that utilise multi-raters are deemed to be more valid than single source raters; 

Advanced technology supports the use of multi-rater systems; and Bottom-up (subordinate 

ratings) feedback enhances participative management and employee empowerment (both 

regarded as essential organisational strategies for employee engagement). 

1.1.3  Development Opportunities 

DDIõs 2004 Selection Forecast25 study found that many employees leave their jobs for better 

growth and development opportunities, often offered by other organizations. Most employees 

want to keep their jobs fresh and interesting by learning new approaches and building new skills. 

Organizations can create engagement in their workforce by building a learning culture and 

creating individual development plans for every employee. 

Promoting employee growth and development requires focused attention in several areas of the 

organization. First, organizations need to select employees who have a willingness to learn and 

can adapt their behaviors to a changing work environment. This willingness to grow and learn 

promotes innovation and creativity in the workforce. Second, leaders need to work with 

employees to understand strengths and development needs, and provide opportunities to 

leverage or build skills and knowledge. Most employees want to use their best skills and will feel 

engaged when organizations recognize and capitalize on their unique strengths, rather than 

placing emphasis on fixing weaknesses. Third, organizations also need to provide meaningful 

development plans and opportunities that include programs such as training, succession 

management, special projects and assignments, and mentoring. The key to a successful 

development program is to ensure that all employees have a plan for development and clear 

accountabilities for making progress on their plans. The value of investing in a strong and diverse 

development program is clear. For example, studies have found that investments in development 

programs are significantly related to financial success in the organization. 

1.1.4  Mentoring 

An organizationõs most important assets consist of the skills and abilities of its employees and 

their ability to apply these in the achievement of organizational goals (Soosay, 2005). Mentoring 

prevails as one of the most important developmental tools for the progression of any 

professional in training, and managers in organizations play a crucial role in developing 

employees (Coleman, Power, Williams, Carpentieri, &Schulkin, 2005). Hegstad (1999) reported 

that two thirds of the 1,250 top executives surveyed developed relationships with mentors who 

cultivated their personal and professional skills early in their careers. Any feedback that 
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employees receive from their managers significantly impacts the employeesõ job, career, and life 

satisfaction, including their performance in the workplace (Young &Perrewé, 2000). Various 

options are available to managers to yield improved job satisfaction in the workplace, such as 

coaching, advising, teaching, counseling, guiding, and training. Each option is acharacteristic of 

mentoring (Dodds, 2005). 

2.0 Employee Engagement 

The idea of engagement at work, as an academic area of enquiry, was first conceptualized by 

Kahnõs (1990) ethnographic research. Kahn proposed the idea that people bring varying degrees 

of themselves into their work roles. This is referred to as their psychological presence at work 

(Kahn 1990; 1992) and this can be expressed emotionally, cognitively and physically. 

Disengagement, then can be demonstrated in a lower degree of self present at work: a 

withdrawal of oneself in the work role. Kahn (1990, p. 670) related the idea of being personally 

disengaged at work to ideas of burn-out and to lack of effort. Affected individuals would act out 

the work role as dictated, in other words with a ôroboticõ like performance (Hochschild 1983). 

When people display their preferred engaged self at work, their psychological presence in the job 

is increased which Kahn (1992) described as being ôfully thereõ at work extending to involvement 

and participation. 

There have been many contributions that have extended the work of Kahn, particularly in the 

areas of psychology (Demerouti et al. 2001a; Gonzalellez-Roma et al. 2006; Langelaan et al. 2006; 

Llorens et al. 2007; May et al. 2004; Schaufeli & Bakker 2004; Schaufeli et al. 2002), management 

(Elsey 2005; Ferrer & McWilliams 2006; Ferrer & Van Gramberg 2006; Haudan& MacLean 

2002; Saks 2006; Woodruffe 2005) and from the consultants (Clifton & Harter 2003; Harter et al. 

2002; Harter et al. 2003; ISR 2004b; Johnson 2004; Robinson, Perryman & Hayday 2004; Towers 

Perrin 2006). 

3.0 Research Methodology 

3.1  Research Design 

The present study is a Exploratory research. For the purpose of the study both secondary and 

primary data is collected. Secondary data is collected by referring online journals i.e. Sage 

publications, Emerald, Proquest, Ebsco etc. The research is divided into two phases. Phase 1 is 

the pilot study where primary data is collected with the help of a survey conducted with 20 

middle level executives in 2 financial services company in Mumbai. Phase 2 of the research is the 
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main study with survey conducted on 101middle level executives of 6 financial services 

companies in Mumbai. The tools used for the survey are Ultrict Work Engagement Scale, and 

Performance Management Scale (own construct).  

Convenience sampling is used for data collection. Data is analysed using test of Correlation to 

find out the relationship between the two variables i.e Performance Management, and Employee 

Engagement. 

3.2  Objectives 

To Understand the significance of the relationship between Performance Management and 

Employee Engagement in financial services organisations in Mumbai. 

3.3  Hypothesis 

Ho1:  There is no significant relationship between Performance Management and Employee 

Engagement 

Ha1:  There is a significant relationship between Performance Management and Employee 

Engagement 

3.4  Variables of the Study 

Independent Variable: Performance Management  

Dependent Variable: Employee Engagement 

3.5  Sample Studied 

Pilot Study: Survey conducted with 20 middle level executives from 2 financial services company 

in Mumbai 

Main Study: Survey conducted with 101middle level executives from 6 financial services 

company in Mumbai. 

3.6  Tools of the Study 

¶ Ultrict Work Engagement Scale (UWES) 

Work engagement was measured by means of the UWES-9 (Schaufeli& Bakker, 2003), 

which investigates the experience of aspects of the construct by means of three item 

scales: Vigor (VI), Dedication (DE), and Absorption (AB). Responses to items are given 

on a frequency scale varying from 0 (never) to 6 (always). 
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Vigor refers to high levels of energy and resilience, the willingness to invest effort, not 

being easily fatigued, and persistence in the face of difficulties. Those who score high on 

vigor usually have much energy, zest and stamina when working, whereas those who 

score low on vigor have less energy, zest and stamina as far as their work is concerned. 

Dedication refers to deriving a sense of significance from oneõs work, feeling enthusiastic 

and proud about oneõs job, and feeling inspired and challenged by it. Those who score 

high on dedication strongly identify with their work because it is experienced as 

meaningful, inspiring, and challenging. Besides, they usually feel enthusiastic and proud 

about their work. 

Absorption refers to being totally and happily immersed in oneõs work and having 

difficulties detaching oneself from it so that time passes quickly and oneforgets 

everything else that is around. Those who score high on absorption feel that they usually 

are happily engrossed in their work, they feel immersed by their work and have 

difficulties detaching from it because it carries them away. As a consequence, everything 

else around is forgotten and time seems to fly. 

Originally, the UWES included 24 items of which the vigor-items (9) and the dedication-

items (8) for a large part consisted of positively rephrased MBI-items. After psychometric 

evaluation in two different samples of employees and students, 7 items appeared to be 

unsound and were therefore eliminated so that 17 items remained: 6 vigor items, 5 

dedication items, and 6 absorption items (Schaufeli, Salanova, González-Romá& Bakker, 

2002a). Subsequent psychometric analyses uncovered  two other weak items (AB06 en 

VI06), so that in some studies also a 15-item version of the UWES has been used (e.g.,  

Demerouti, Bakker, Janssen &Schaufeli, 2001). 

In order to shorten the scales of the UWES to three items maximum, an iterative process 

has been carried out, whereby each sample was analyzed separately. First, of each scale 

the most characteristic item was selected on face value. Next, this item was regressed on 

the remaining items of the particular scale. The item with the highest ß-value in most 

samples was then added to the initial item. In the next step, the sum or these two items 

was regressed on the remaining items of the scale, and again the item with the highest ß-

value in most samples was added to both items that were previously selected. These three 

items constitute the final shortened version of that scale.  As most characteristic item for 

vigor was selected: ''At my work, I feel bursting with energyõ (VI01). This item was 

supplemented in the next two steps by õAt my job, I feel strong and vigorousõ (VI02), and 
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ôWhen I get up in the morning, I feel like going to workõ (VI03), respectively. The values of 

Cronbach'sa vary from .75 to .91 (median: .84) across the 25 studies. Correlations with 

the longer 5-item and 6-item versions vary between .95 and .97 (median: .96), and .93 and 

.96 (median: .96), respectively.  As most characteristic item for dedication was selected: ôI 

am enthusiastic about my jobõ (DE02). This item was supplemented by ôI am proud on the work 

that I doõ (DE04), and ôMy job inspires meõ (DE03), respectively. The values of Cronbach's 

vary from .83 to .93 (median: .89) across all studies. Correlations with the longer, 5-item 

version vary from .92 to .96 (median: .94).  As most characteristic item for absorption 

was selected: ôI am immersed in my workõ (AB04). This item was supplemented by ôI get 

carried away when Iõm workingõ (AB05), and ôI feel happy when I am working intenselyõ (AB03), 

respectively. The values of Cronbach'sa vary from .75 to .94 (median: .79). Correlations 

with the longer, 5-item and 6-item versions vary between .92 and .96 (median: .95), and 

.88 and .94 (median: .92), respectively.  Cronbach'sa of the instrument including all 9 

items varies from .89 to .97 (median: .93). 
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¶ Performance Management Scale (Own Construct) 

The Researcher developed a performance Management Questionnaire based on 5 point 

rating scale where 5- Strongly Agree and 1- Strongly Disagree. The performance 

Management Scale developed by the researcher originally consisted of 30 items which 

covered the four parameters of Goal Setting, Performance Feedback, Mentoring and 

Development Opportunities. There were originally 6 items on goal setting, 6 items of 

performance feedback, 10 items on Mentoring and 8 items on Development 

Opportunities. The Scale was modified after the Pilot Survey and 20 items were selected 

for the Main Study. 

4.0 Phase 1-Pilot Study  

Researcher has designed the Performance Management Scale and in order to validate the scale a 

pilot study was conducted where 30 items were originally selected by reviewing the secondary 

data. Based on the results of the item correlation test conducted 10 items which had correlation 

of less than 0.43 were discarded. After the pilot test on 20 respondents the number of items were 

reduced to 20. The graph below presents the results of the survey conducted. 
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5.0 Phase II- Main Study 

Table III: Data Analysis: Correlation 

Correlation is the measure of association between two variables. With correlation one calculates 

an index to measure the nature of the relationship between variables. It measures the strength 

and direction of relationship between variables. Results of the correlation will show the strength 

and direction of the relationship between Performance Management and Employee Engagement. 

  
Vigou

r 
Dedicatio

n 
Absorptio

n 

Goal 
Settin

g 

Perf 
Feedbac

k 

Mentorin
g 

DevOppor
t 

Vigour 

Pearson 
Correlatio
n 

1 .683** .640** .191 .154 .030 .196* 

Sig. (2-
tailed) 

 .000 .000 .055 .124 .769 .049 

N 101 101 101 101 101 101 101 

Dedication 

Pearson 
Correlatio
n 

.683** 1 .666** .360** .249* .050 .235* 

Sig. (2-
tailed) 

.000  .000 .000 .012 .621 .018 

N 101 101 101 101 101 101 101 

Absorption 

Pearson 
Correlatio
n 

.640** .666** 1 .210* .138 -.012 .153 

Sig. (2-
tailed) 

.000 .000  .035 .168 .902 .125 

N 101 101 101 101 101 101 101 

Goal 
Setting 

Pearson 
Correlatio
n 

.191 .360** .210* 1 .703** .337** .409** 

Sig. (2-
tailed) 

.055 .000 .035  .000 .001 .000 

N 101 101 101 101 101 101 101 

Perf 
Feedback 

Pearson 
Correlatio
n 

.154 .249* .138 .703** 1 .366** .443** 

Sig. (2-
tailed) 

.124 .012 .168 .000  .000 .000 

N 101 101 101 101 101 101 101 
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Mentoring 

Pearson 
Correlatio
n 

.030 .050 -.012 .337** .366** 1 .214* 

Sig. (2-
tailed) 

.769 .621 .902 .001 .000  .031 

N 101 101 101 101 101 101 101 

DevOppor
t 

Pearson 
Correlatio
n 

.196* .235* .153 .409** .443** .214* 1 

Sig. (2-
tailed) 

.049 .018 .125 .000 .000 .031  

N 101 101 101 101 101 101 101 

**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 

5.1  Interpretation  

¶ The above table indicate that (at 0.01 level of significance) there is a significant 

correlation between the items of Vigour and Dedication (r = 0.683); Vigour and 

Absorption (r = 0.640); and Dedication and Absorption (r = 0.666). 

¶ Also we can see from the above table that (at 0.01 Level of Significance) there exist 

significant correlation between Goal setting and employees Dedication at work (r = 

0.360). 

¶ Further (at 0.05 Level of Significance) Performance Feedback is significantly related 

to Dedication at work (r = 0.249); and Development Opportunities has significant 

relation with Dedication (r = 0.235). 

¶ There is significant relationship between Goal setting and Absorption (r = 0.210) (at 

0.01 level of significance). 

¶ There is a significant correlation of Goal Setting with Performance Feedback (r = 

0.703), Mentoring (r = 0.337) and Development Opportunities (r = 0.409) (at 0.05 

level of significance) 

¶ Performance Feedback is significantly correlated with Mentoring (r = 0.366) and 

Development opportunities (r = 0.443), (at 0.01 Level of Significance) 

¶ Mentoring is significantly correlated to Development Opportunities (r = 0.214) (at 

0.05 Level of Significance) 
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5.2  Major Findings 

¶ It is seen from the results of the survey that Goal Setting, Performance Feedback, 

and 

¶ Development Opportunities have a significant impact on Dedication at work.  

¶ Goal Setting is related to the absorption at work. 

¶ The results of the data analysed shows a significant correlation between Performance 

Management and Employee Engagement. Therefore we accept the Ha and say that 

their exist a significant relationship between Performance Management and 

Employee Engagement. 

¶ The respondents from the sample companies surveyed have indicated that clarity in 

goal setting process is a strong predictor of dedication and absorption at workplace 

and employees get happily immersed in their work. 

¶ Employees also are more dedicated at work when they get continuous feedback on 

their performance by their seniors.  

¶ Employees are more Dedicated and enthusiastic about their jobs when their work 

environment provides them with development opportunities, learning and career 

growth.  

¶ It is also seen that companies that follow formal Mentoring programs also provide 

their employees with good development opportunities to succeed in their career and 

become an asset to the organization. 

7.0 Limitations of the research 

This research is limited to only 6 financial services companies in Mumbai. Future researchers can 

extend this research to broader spectrum of industries to further validate the findings of the 

study. 

8.0 Conclusion 

High performing organizations are concerned more with employee satisfaction at workplace. 

Gallup survey findings have further emphasized on the need of creating an engaging culture that 

can help retain talent. Successful organizations are today working on developing their human 

resources, as this can increase the financial wealth of the organization and bring in more goodwill 

and brand identity. 
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Annexure I 

Employee Engagement Questionnaire 

Give your opinion on the following statement on a scale of 1-6 where 6 represents always and 0 

as Never 

Never Almost never Rarely Sometimes Often Very often Always 
0 1 2 3 4 5 6 

 

¶ I am willing to really push myself to reach challenging work goals. 

¶ I am prepared to fully devote myself to performing my job duties. 

¶ I get excited thinking about new ways to do my job more effectively. 

¶ I am enthusiastic about providing a high quality product or service. 

¶ I am always willing to ògo the extra mileó in order to do my job well. 

¶ Trying to constantly improve my job performance is very important to me. 

¶ My job is a source of personal pride. 

¶ I am determined to be complete and thorough in all my job duties. 

¶ I am ready to put my heart and soul into my work. 

Annexure II 

Performance Management Questionnaire 

(Own Construct) 

Rate the following questions on a scale of 1-5, where 5 is strongly agree and 1 is strongly disagree 

Strongly Disagree Disagree       Neutral       Agree          Strongly Agree 

¶ There are clear performance criteria outlined for my job 

¶ Individual Support for setting Quality goals (measurable, attainable, challenging etc) 

is provided  

¶ Overall, I have a good understanding of what I am supposed to be doing in my job. 

¶ I am kept well informed about changes in the organization that affect my work 

group. 

¶ My work group makes efficient use of its resources, time, and budget. 

¶ In my work group, meetings are focused and efficient. 
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¶ I receive feedback on my performance 

¶ I am given recognition for my contributions 

¶ In my work group, my ideas and opinions are appreciated 

¶ I get sufficient feedback about how well I am doing. 

¶ People in my work group understand and respect the things that make me unique. 

¶ I think mentors are a positive influence on an individual's ability to succeed in 

business 

¶ Mentors are vital and necessary to achieve long term goals and objectives in 

professional development 

¶ Mentoring provides mentees with an awareness of their prospective tasks and areas 

of responsibility. 

¶ Career advice is an important factor in a mentor/mentee relationship 

¶ New areas about work is an important factor in a mentor/mentee relationship 

¶ Obtaining promotion/salary raises is an important factor in a mentor/mentee 

relationship 

¶ At my workplace I have opportunities to develop further skills in my career 

¶ My job provides me with chances to grow and develop 

¶ In my work group, people try to pick up new skills and knowledge 
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Evaluation of Corporate Training Effectiveness- Case Studies 

using the Kirkpatrickõs model 

M s. Vidya Nandagopal9 

 

Abstract 

In recent times Concern for job satisfaction has developed into an awareness of organizational climate and 

subsequently organizational culture. A bottom line contribution to organizational effectiveness is viewed as more 

important than cost cutting. There is a move from a narrow focus on training to a broader concern for development. 

ó.Many of them are starting to look at training as an investment. If it is an investment, like financial investment 

it is also being expected to yield a return. Organizational expectations from training have shifted dramatically with 

a strong emphasis on the need to justify the cost of training based on ROI as well as its impact on organizational 

effectiveness in the post training period. However even now, most studies on evaluation still depend on immediate 

after training results. A 1988 ASTD poll found that only 20% of American companies evaluated in terms of 

trainingõs outcome to the organization. Similarly a National Survey in UK showed that only 19% of respondents 

attempted to assess the benefits of their training and an even lower % did cost benefit analysis.  The most pressing 

need of the hour is the development of effective strategies for evaluating the training programs to ensure their 

contribution to organizational success. 

This paper relies on 8 case studies wherein organizations in different places in the globe have evaluated their 

training effectiveness using the Kirkpatrickõs 4 level model. The case studies were evaluated qualitatively using 

content analysis technique and contrasts and similarities between studies and lessons that can be learnt from them 

are out forth. The idea being to impress on training depts. That if they decide to put their mind to it, evaluation of 

training effectiveness is not an impossible task. 

Key Words: Corporate Training, Kirkpatrickõs Model, Training Evaluation 
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1.0 Introduction  

Why Evaluate? 

We need to evaluate the program for 3 reasons: 

¶ To justify the existence and budget of the training dept. 

¶ To decide whether to continue with the program 

¶ To gain Information on how to improve the program 

Examining the outcomes of a program helps in evaluating its effectiveness. These outcomes 

should be related to the program objectives, which help trainees understand the purpose of 

program. Training outcomes can be categorized as cognitive outcomes, skill- based outcomes, 

results, and return on investment. Cognitive outcomes determine the degree to which trainees 

are familiar with principles, facts, techniques, procedures, or processes emphasized in the 

training. Skill-based outcomes-technical or motor skills and behaviours-include acquisition or 

learning of skills (skill learning) and use of skills on the job (skill transfer).  Skill transfer is usually 

determined by observation. For e.g. peers and managers may also rate traineesõ behaviours or 

skills based on their observations. Affective outcomes include attitude and motivation. One type 

of affective outcome is traineesõ reactions toward the training program. Reaction outcomes are 

traineesõ perceptions of the program including the facilities, trainers, and content Reaction 

outcomes are typically collected via a questionnaire that usually asks questions like the following: 

how satisfied are you with the training program?ó òDid the session meet your personal 

expectations?ó ôHow comfortable did you find the classroom?ó Keep in mind that while 

reactions provide useful information, they usually relate only weakly to learning or transfer of 

training. Affective outcomes can be measured using surveys. The specific attitude of interest 

depends on the program objectives.  For examples, attitude towards equal employment 

opportunity law might be an appropriate outcome to use in evaluating a diversity training 

problem. Results are used to determine trainingõs payoff to the company. Example of results 

include reduce costs related to employee turnover or accidents, increased production, and 

improvement in product quality or customer service. 

How can training programs be evaluated? 

¶ Identify the programõs strength and weaknesses.   

¶ To assess whether the content, organization, and administration of the program 

(including the schedule, accommodations, trainers, and materials) contribute to 

learning and the use of training content on the job. 
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¶ To identify which trainees benefited most or least from the program. 

¶ To gather marketing data by asking participants whether they would recommend the 

program to others, why they attended the program, and their level of satisfaction 

with the program. 

¶ To determine the financial benefits and costs of the program. 

¶ To compare the costs and benefits of training to non training investments (such as 

work redesign or better employee selection). 

¶ To compare the costs and benefits of different training programs to choose the best 

program. 

The Walgreens example 

Walgreens is a good example of a company that has reconsidered the role of training based on 

evaluation data. A Walgreens training course for new technicians was developed to replace on-

the ðjob training they received from the pharmacists who hired them. This course involved 20 

hours of supervision on the job. Because the company has several thousand stores, large 

amounts of money and time were invested in the training, so the company decided to evaluate 

the program. The evaluation consisted of comparing technicians who had completed the 

program with some who had not. The results showed that formally trained technicians were 

more efficient and wasted less of the pharmacistõs time than those who received traditional on-

the job training. Sales in pharmacies with formally trained technicians exceeded sales in 

pharmacies with on-the job-trained technicians by an average of $ 95, 00 each year. 

2.0 Review of related Literature 

This section has been done through my research with online books, journals like Proquest and 

published research studies in the area. The literature review supports the view that training 

evaluation still remains an unrepresented and unloved activity amongst trainers and 

organizations. 

Phillip, Lewis and Thornhill, Adrian ( 1994) in óThe Evaluation of Training- An Organizational 

Culture Approach feel that there seems to be a widespread proposition that evaluation is the 

least well conducted aspect of all training activities . A recent study of training in UK revealed 

that 85% of British employers make no attempt to assess the benefits of undertaking training. 
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According to these two authors, evaluation should embrace an organization wide approach that 

embraces the culture of the organization. Some of the reasons cited for the absence or 

ineffectiveness of training are as follows: 

¶ The Confounding variables effect: If a more than normal setting ð in period elapses 

before the trainee or his supervisor are contacted after training, it may become 

difficult to establish that the learning has indeed occurred as a result of training. 

¶ Non Quantifiable Effect: The good sales from a dept after training may actually be 

due to an upturn in economy. 

¶ Cost outweighing the benefits Effect: Sometimes the cost of evaluating may not be 

worth the exercise 

¶ The Act Of faith effect: where training is readily accepted as part of the company 

culture and considered as good, it may be outrageous to argue to the contrary.  

¶ The Trainer Sensitivity effect: It is much easier to not evaluate as if the results prove 

negative it may show the trainer in a bad light. 

¶ The Organizational Political Effect: The organizational culture of preferring not to 

ask awkward questions may be seen as an organization wide version of group think 

where the organization turns a collective blind eye to uncomfortable things. 

Kelly, Andrew ( 1993)in óMeasuring Payback from Human Resource Managementó feels that 

until the HRD function discovers a method for quantifying their input in terms of the bottom 

line , they will remain unrepresented in the boardroom. Most HR professionals view themselves 

as people changers rather than business improvers. Thus the concept of measuring payback 

doesnõt sit easy on their shoulders. All training and development must exist to make the 

organization more effective  

Mackey, David (2005) in his book òTransforming Training: A Guide to Creating a Flexible 

Learning Environment: the Rise of the Learning Architects.ó feels that the inability of the 

learning function to demonstrate its worth, its return on investment to the organization can be a 

problem. This he attributes to their inability to work with metrics that satisfy senior 

management.  

Sloman, Martyn (1996) inóA Handbook Of Training Strategyó feels that evaluation is a key 

component of any systematic approach to training. Any organization wishing to be recognized as 

an òInvestor in peopleó must demonstrate that it evaluates investment in training and 

development in order to assess achievement and improve effectiveness.   It was found that 4 out 

of 5 establishments in Britain did not make any attempt to assess the benefits they get from 
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undertaking training. An even lower % attempted any cost benefit analysis of their training. 

Although US practices seem more advanced, it is worth noting that a report by Carnesville and 

Schulz for the American Society of Training and Development (ASTD) on the ROI of training 

also painted a bleak picture. A 1988 ASTD poll found that only 20% evaluated in terms of 

trainingõs economic effect on the organization. In other words a lot of subjectivity still prevails in 

the area of evaluation. Even in a global sense we have a long way to go in the area of outcome 

based evaluation of training.  

According to Rae, Leslie (1999),óUsing Evaluation in Training and Developmentó,  Learners 

tend to be blind to their own change, particularly in training events that contain a lot of new or 

remedial material. Often, learners who have limited reflecting skills may not realize what they 

have learnt and to what extent. If they are forced to reflect on what they have learnt for 

evaluation purpose, it will help them consolidate in their minds what they have learnt  

Lovell, Kevin (2007) in his article òGetting the Value out of Evaluationó outlines the process for 

measuring the outcomes of learning. He feels that evaluation has to be outcome focused rather 

than activity focused. For years we have evaluated training focusing on the trainer, venue, course 

material etc. Most evaluation amounts to nothing more than checking reaction. Organizations 

wanting to do higher level evaluations need to develop a customized approach. 

Short, Tom (2004) in òExploring the Vacuum in training Evaluation: is this a case of mission 

impossible?ó feels that evaluation processes do take place but rarely to the satisfaction of the 

concerned managers (Horwitz, 1999; Sloman, 2004). One of the major challenges facing learning 

professionals is establishing the cause- effect relationship between actual training and the 

resultant benefit to the organization. This author uses the term òEvaluation vacuumó to describe 

the conceptual gap between the actual learning event and the realization of benefits resulting 

from it. The author adds that more the lapse of time from training to evaluation the more 

prolonged becomes the evaluation vacuum. Pressure of work. Lack of time and lack of 

knowledge of how to evaluate were given as key reasons for overlooking training evaluation. 

Evaluators are overwhelmed by the quantity of data generated but suffer from lack of 

meaningful data at the strategic level. Very often several training initiatives maybe linked thus 

resulting in what the author terms as òLearning Bleedó, thus making it difficult to obtain 

meaningful data from any one intervention. Qualitative analysis of data is sometimes required 

given the nature of certain training initiatives but requires a longer time frame and complex data 

gathering especially in areas where training aims to bring about long term change in 

organizations. 
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3.0 Research Methodology 

Against this depressing backdrop of the current global scenario with respect to training 

evaluation, the researcher thought it would be extremely appropriate to view the other side of the 

coin. In other words an attempt was made to search for examples and case studies where 

organizations had made a conscious attempt to develop evaluation methodology and had 

achieved reasonable success. This search brought to the fore many such examples from over the 

globe of different types of training scenarios where organizations had felt the need to develop 

evaluation methodology, had gone ahead with developing it and managed to implement it with a 

fair amount of success. In order to emphasise that size or nature of business or being a well 

known organization do not really matter, the study tries to include different types of 

organizations, some well known and large and some not so well known. This proves that it is the 

intent to measure and the pressing need arising either out of the huge amount of money spent 

on training or the imperative of making training effective for organizational reasons that makes 

these exercises happen. This is evident from the case studies. For each case study following 

parameters have been analysed. 

¶ Focus of training 

¶ Training issue/organizational issue being addressed 

¶ Evaluation methodology used 

¶ Conclusions 

The one uniformity in these case studies is the fact that they have all used the Kirkpatrickõs 4 

level model for training evaluation. This made it easier for the researcher to compare the cases as 

there is wide disparity between them in terms of their organization size, culture, product type and 

training issue being addressed.  Eight case studies were chosen for the analysis. All the case 

studies involve training interventions evaluated using the Kirkpatrickõs model .The following 

were the case studies analysed. 

Case Study 1- Evaluating a Coaching and counselling course 

Case Study 2- Evaluating an orientation program for new managers; Canada Revenue Agency, 

Pacific region, David Barron, Learning and Development advisor, Vancouver, British Columbia. 

Case Study 3- This case illustrates an organised approach to evaluating a leadership training 

program at all four levels of the Kirkpatrickõs model. Gap Inc.Don Kraft, Manager, Corporate 

Training Gap Inc.; San Bruno, California. 
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Case Study 4  

The Regence group, James C. Baker, e learning specialist, Organizational development, Portland 

Oregon. 

Case Study 5  

Evaluating a Training Program on Presentation Skills: Arthur Anderson and Company. 

Case Study 6  

Kemper National Insurance Company-Evaluating a program on Performance appraisal and 

coaching. 

Case Study 7 

Nicco Internet ventures Ltd, Indian Company, a premier IT enabled HR Solutions and Service 

Company. 

Case Study 8 

Allied Signal Corporation, Phoenix Division, Garrett engine Division 

Each case study is depicted with the focus on the evaluation design and implementation as well 

as conclusions below. A description of each case is also provided as part of Annexure. 

4.0  Analysis 

No 
Type of 
program a and 
Focus 

Issue at hand Evaluation method Conclusions 

1 

Evaluating a 
Coaching and 
Counselling 
program at 
Iberdola, 
Spain. The 
focus here was 
on level 2 to 
level 3 
transition 

Even with 
10000 staff 
members and 
4, 00000 hours 
of training 
evaluation was 
only done at 
level 1 .Thus a 
team of 
specialists 
worked to 
create an 
evaluation 
procedure. 3 
training 
programs were 
chosen and the 
Kirkpatrickõs 
model was 
applied 

Level 1-existing form was used. 
Level 2- 2 tests were 
administered, one for 
knowledge and one for skills as 
the training aimed at developing 
both knowledge and skills. 
Level 3 was done using pre 
/post test comparison. Post 
testing was done 3 months after 
the training event.  
 

Although the program did not 
appreciably increase the 
knowledge level as depicted by 
the level 1 evaluation  however 
in level 3 ,73% displayed 
increase in skills and 27% could 
not apply what they learnt due 
to lack of opportunity. 
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2 

Evaluating a 
training 
program for 
New 
Managers. 
Canada 
Revenue 
Agency, 
Vancouver, 
British 
Columbia 

The Agency 
forms a part of 
the federal 
public service 
of Canada. A 
management 
program for 
employees was 
evaluated. The 
program was 
conducted in 4 
phases 
.Evaluation 
focused on 
phase 2. 

Phase 2 was an orientation 
session with a theme.ó 
Balancing management with 
leadership òFor level 1 
participants were asked to 
measure the content relevance 
of the course and their 
satisfaction on a 5 ðpoint scale. 
For level 2, content evaluation 
was done using a questionnaire. 
For Level 3 participants were 
quizzed on application of learnt 
content using focus group 
technique. For level 4 
participants were asked to 
evaluate the results of their 
application of what was learnt 
in the program. 
 
 

80% of the participants found 
the topics covered relevant. At 
level 2 participants found 
narration of personal 
experiences and access to 
resource persons beneficial to 
the learning process. At level 3, 
it was found that the program 
increased team spirit and this 
was in turn reflected at level 4 
in terms of better team 
performance. 

3 

Evaluating a 
Leadership 
training 
program at 
Gap Inc, San 
Bruno, 
California. 

The focus was 
on an 
organised 
approach to 
evaluating a 
leadership 
training 
program .There 
was a need for 
leadership 
training for 
store managers 
and this was 
achieved in a 
phased manner 
over a period 
of 2 years. 

Level 1 was measured both 
qualitatively and quantitatively 
using an LTS evaluation format 
the end of the event. For Level 
2 sample of 17 participants 
filled a questionnaire with 55 fill 
in the blank questions. For 
Level 3, a random sample of 
17% of respondents was 
checked on 8 skill areas on pre 
and post levels. For Level 4 
Gap conducted an impact study 
to ascertain improvement in 
leadership, and supervisory 
skills and their impact on store 
sales, employee turnover and 
shrinkage. 

Statistical analysis revealed 
positive correlation between 
improved LSA scores and 
increase in sales, decrease in 
turnover, and increase in loss 
prevention from stores in which 
managers attended. Even after 2 
years of conducting the training 
the trend of the above data was 
positive. The % of store 
managers with improved LSA 
scores and positive business 
results has steadily increased.  

4 

The Regence 
group, 
Organizational 
Development, 
Portland, 
Oregon 

This case study 
measures 
program 
effectiveness at 
levels 1, 2 and 
3. 

OD dept at Regence conducted 
online training assessment of 17 
classes delivered in a classroom 
setting. The training spanned 8 
months and produced 490 
online assessments. For 
assessment at levels 1, 2, and 3, 
an ASTD evaluation tool was 
used. This tool was 
complemented by producing 
records of training by 
instructor, class and participant. 
The assessment tool had 2 parts 
of which the second part was 
implemented a few weeks after 
the event. 

The findings led to the 
conclusion that the participants 
were positive about the training 
and that the training helped in 
improving the performance of 
the participants at levels 1, 2 
and 3 of the Kirkpatrickõs 
model. Training organizations 
need to include the evaluation 
component along with training 
to add value to the client. To 
measure success, a multilevel 
assessment maybe necessary. 

5 Evaluating a This case study Evaluation was done at levels 2 The video tapings were analysed 
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program on 
presentation 
skills- Arthur 
Anderson and 
Company 

gives a very 
detailed 
description of 
the 
methodology 
that can be 
used while 
evaluating 
slightly 
subjective and 
behavioural 
objectives 

and 3 of the Kirkpatrickõs 
model. Pre and post tests were 
used to determine whether the 
course resulted in persistent 
changes in knowledge, skills and 
attitude as well as extent of 
behaviour change. The 2 day 
program under consideration 
had 16 participants and was 
offered 120 times. Participants 
were made to give 6 
presentations .They were made 
to complete questionnaires and 
videotaped and observed by 
evaluators. 

using a coding structure and 
observation checklist. This 
evaluation is an ideal example of 
detailed evaluation of a program 
of a subjective nature 
performed in a very precise way. 

6 

Kemper 
national 
Insurance 
Company- 
Evaluating a 
program on 
Performance 
appraisal and 
coaching. 

The detailed 
methodology 
and results of 
evaluating a 
training course 
on 
performance 
and coaching 
between Dec 
1989 and 
March 1990 is 
illustrated here. 
The study did 
evaluation at all 
4 levels of the 
Kirkpatrickõs 
Model 

Results from the Performance 
Appraisal form checklist 
administered before and after 
the training. 
Performance appraisal 
questionnaire for managers 
Performance appraisal for 
employees 
Informal observations obtained 
from many sources e.g. HR 
manager, immediate supervisor 
of those completing the forms 
etc etc. 
To assess level 4 the researchers 
asked the question-what gain 
has been there in the 
achievement of the following 2 
HR objectives viz. 
Completion of performance 
appraisal on schedule   
Quality and accuracy of the 
appraisal 
 

The course increased the quality 
of performance appraisal in 
several important areas. 
Objectives 
Performance feedback 
Completeness of the appraisal. 
Specific objectives 
that met the quality criteria 
increased by 36% after the 
event. The evaluation showed 
that there was a marked 
improvement in the 
performance appraisal quality 
and accuracy of reporting. It 
also showed that they used a 
joint problem solving approach 
and also gave more candid 
feedback on performance 

7 

Nicco Internet 
Ventures, set 
up by the 
NICCO 
group, a 
diversified 
Indian 
Conglomerate 

The company 
operated 
through HR 
consultants 
who had 
management 
education but 
lacked 
negotiating 
skills which 
posed a serious 
challenge to 
their 
performance 

A training course was 
developed for the consultants to 
improve their negotiating skills. 
Evaluation was done at both 
levels 1 and 2. Evaluation at 
level 2 was done through pre 
and post tests using quiz 
format. 

A summative evaluation of the 
course showed that 91% of the 
candidates agreed that the 
intervention helped them gain 
important new knowledge. The 
level 2 evaluation showed 24% 
to 92% correct answers. The 
training was reinforced through 
reward by linking higher rates of 
billing with consultant fees. In 
addition the consultants were 
required to prepare and present 
a negotiating plan to their 
managers before they embarked 
on negotiation with a client. 
The upward shift in negotiated 
rates with clients after training 
provided a valid level 4 
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measure.  

8 

Allied Signal 
Corporation, 
Phoenix 
Division, 
Garrett 
Engines Divn 

As a part of the 
total quality of 
mfgr efforts 2 
day courses in 
team building 
were 
conducted 
using 
experimental 
and control 
groups. 

Level 1 was measured using a 
questionnaire to know if the 
participants found the program 
informative and useful. Only 
the control group was tested at 
level 1. At level 2 post testing 
was done and compared with 
pre test scores and control 
group scores. At level 3 both 
experimental and control 
groups were asked to complete 
a team assessment instrument.. 
for level 4 researchers measured 
actual changes in performance 
on 2 variables job response time 
and job completion time. 
 
 

At Garrett engines they chose 
decreased downtime of 
equipment as the desired 
outcome. They also measured 
job response time and job 
completion time. Prior to the 
program people in the 
experimental group responded 
slowly to job requests while the 
response rate increased post 
training. 
 Similar improvement was seen 
in job completion time also for 
experimental group. 

5.0  Interpretation and Findings 

¶ It is worth noting that in most of the case studies evaluation was done up to level 3 

and in some cases it went up to level 4. 

¶ Each case study showed that the organization had developed their own unique and 

customised approach in developing the evaluation methodology.  

¶ In most cases there was involvement from the Learning Dept, participants as well as 

their line managers. 

¶ In Case study 3 of Gap Inc, we notice that they had identified critical performance 

factors and by comparing data w.r.t. these factors for stores and individual 

participants they could get a very sizeable evaluation at Level 4 of the Kirkpatrickõs 

model. They have also managed to correlate the data using statistical analysis. 

¶ In most of the case studies illustrated we find a good mix of both qualitative and 

quantitative techniques have been used. 

¶ In Case Study 4 of Regence group they found that a multilevel assessment was more 

useful. 

¶ In Case study 5, a program of very subjective nature has been analysed using very 

robust and detailed evaluation methodology. 

¶ In Case Study 7 of Nicco Internet Ventures, the company went one step ahead by 

connecting the post training performance with rewards and task reinforcement. This 

truly takes training to the next level of development resulting in organizational impact 

which is the ultimate end result desired from training. 
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¶ Finally case Study 8 of Garrett Engines shows how an organization can single out 

one critical performance factor and use it to assess training effectiveness. 

¶ In summary all case studies reflect a very detailed planning and development of 

evaluation methodology. 

6.0 Conclusions 

The above eight case studies illustrate how despite the general apathy or lack of concern and 

knowledge regarding how to conduct an evaluation study, many organizations in the US and 

elsewhere have made serious attempts to evaluate their training initiatives and with considerable 

success. For ease of understanding and analysis it was thought fit to consider those case studies 

that have used the Kirkpatrickõs 4 level model for evaluation. The 8 case studies illustrated above 

covered different functional areas as well as different types of audience and types of programs. 

In most cases the organizations have successfully reached Level 3 and sometimes Level 4 of the 

Kirkpatrickõs model. These cases prove a point that if there is willingness coupled with a bit if 

preplanning and choice of right metrics, it is definitely possible to evaluate training and to reap 

the benefits of the process. 

Designing the Evaluation Process 

It is difficult to quote a golden rule for the design of the evaluation process other than the fact 

that it must be congruent with the type of training and development to be evaluated. Too often 

one form of evaluation is used with every type of training, whether it is relevant or not. The basic 

principle behind any evaluation design is that the process must approach the training and 

learning objectives with a view to confirming whether they have been achieved or not. An 

absolute essential for any training program must be the determination of terminal objectives 

sought from the program. Once this is figured out, the evaluation format can then be 

ascertained.    Consideration of the form of training will indicate fairly readily the type and extent 

of evaluation measures, but in general they will look at whether to include: 

¶ Pre testing or pre knowledge measures of the learners. 

¶ Start of course assessments 

¶ Daily or interval interim approaches 

¶ End of program reaction  

¶ The form of action planning 
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¶ Arrangements for medium and long term evaluation either by correspondence or by 

visiting and by whom. 

Equally essential in the planning and design stage will be the confirmation of arrangements with 

people other than the training staff who are likely to be or should be involved in the evaluation 

process and their various responsibilities. 

Type of tests for evaluation 

A variety of tests can be found at all stages of evaluation, but are more usually encountered: 

¶ Prior to the training event 

¶ At the start of the training event 

¶ Progressively during the program 

¶ At the end of the program. 

Their contributions to training are as follows: 

¶ An assessment of knowledge, skills and attitude levels prior to the training 

¶ Measurement of learning over the period of the program 

¶ Supporting feedback to learners during the event 

¶ Feedback to the trainers or other program producers on the effectiveness of the 

training program. 

A number of different evaluation designs can be applied to training programs. 

Pre-test/Post-test with Comparison Group. This method compares a group of employees 

who receive training and a group who do not.   

Pre-test/ Post-test. This method is similar to the pretest/protest comparison group design but 

has one major difference: no comparison group is used.    

Post-test only. In this method only training outcomes are collected. The post test-only design is 

appropriate when trainees (and the comparison group, if one is used) can be expected to have 

similar levels of knowledge, behaviour, or results outcomes prior to training. 

Time Series.  In the time-series method, training outcomes are collected at periodic intervals 

before and after training.   
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There is no one appropriate evaluation design. Several factors need to be considered in choosing 

one. 

¶ Size of the training program. 

¶ Purpose of training. 

¶ Implications if a training program does not work. 

¶ Company norms regarding evaluation 

¶ Costs of designing and conducting an evaluation 

¶ Need for speed in obtaining program effectiveness information 

Lovell, Kevin. (2007) in òGetting the value out of evaluationó says that most L & D practitioners 

know that in  a vast majority of cases evaluation amounts to little more than measuring reaction 

or at level 1 of the Kirkpatrickõs model. He says that all research shows that beyond this level 

evaluation tapers off rapidly. While we cannot put down reactionnaires, we must acknowledge 

that they may tell us a lot about training activity but little about learning outcomes. The CIPDõs: 

L&D annual survey report (2006) identifies two main barriers to evaluation of learning outcomes 

as lack of resources (76%) and lack of time (67%). They also feel that learning can deliver more 

value than it demonstrates. In other words we do not know how to demonstrate the benefits of 

learning effectively. They feel that L & D professionals are too busy making the training event 

happen. 
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A Pilot Study On Perceptions About Various Teachings Methods 

In Management Education 

Mr. Sumeet Manerikar10  

Ms. Rita Rangnekar11 

 

Abstract 

Teaching methods play an important role in management education. This pilot study is aimed at finding out 

current options of teaching methods for management studies. The study makes an effort to identify perceptions of 

management faculty and students about the use of these methods. A sample of 75 management students and 20 

management faculty was studied. The findings show similarity between preferences of management faculty and 

students. (RHO=.82).  The four methods preferred are class room teaching with audio visual aids, student 

presentations, case studies, term papers and projects. 

Key Words: Pedagogy, Management Education, Student Perceptions, Teachersõ Perceptions 

 

 

1.0 Introduction  

Teaching methods are basically descriptions of the learning activities and flow of information 

between students and teachers. Today, different teaching methods are available to a teacher and 

he or she is free to choose one or more. The choice of teaching methods is based on various 

factors. They are objectives of teaching, profile of participants or students, time, space and 

material resources, infrastructure and the teaching style of a teacher. Added to this is the fact that 

because of various changes taking place around, the teacher has to adapt and use suitable 

methods. Moreover, we are witnessing several paradigm shifts in management education like 

replacement of teaching and testing by continuous learning and improvement. 

Teachers of management are no novices to teaching methods which range from direct learning 

to experiential learning.  A number of studies have been conducted on pedagogical issues in 

current management education. In fact management educators are known for their dynamic 
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approach to the teaching/learning process. A number of teaching methods are already being 

used by them. Studies have been conducted to explore their advantages and disadvantages. This 

study tries to explore into existing perceptions of teachers and students about the methods in use 

for management education, with a view to help in formulation of suitable teaching strategy. 

2.0 Objectives 

The objectives of the study are:  

¶ To identify the teaching methods commonly used in management education vis-à-vis 

the perceptions of teachers and students. 

¶ To identify merits and demerits and the utility of the teaching methods used. 

3.0 Research Methodology  

Steps in the Study- 

¶ Identification of commonly used teaching methods. This was done through a small 

brain storm section with management teaching faculty (core and visiting). The 

methods shortlisted after the discussion were: 

¶ Lecture method 

¶ Classroom teaching with audio-video aids 

¶ Students presentations 

¶ Research papers/ projects 

¶ Case students 

¶ Role plays/ Discussions 

¶ Management games 

¶ Students mentoring 

¶ Identification of data collection method- the method decided upon for collecting 

data was the ranking method. This was felt suitable as the number of teaching 

methods considered are eight in number and also because ranking permits 

comparison between different samples. 

¶ Data collection and Sample- The ranking scale for teaching methods was 

administered on teaching faculty and students. As this is a pilot study a sample of 

seventy five students and twenty faculty members was considered.  

Students n = 75 
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Teachers n=20 

Further, a few teachers were asked to give their insights into usefulness of these methods. 

The data collected was analyzed quantitatively and qualitatively. 

The quantitative analyses consisted of arriving at group ranks of teachers and students for these 

methods. The weighted average method was used. Further the ranks of teachers and students 

were compared by using Spearmanõs rank order correlation method.  

The qualitative analysis was done by using content analysis of insights given by faculty. 

Findings were culled out and are presented. 

4.0 Literature Review 

Clawson and Haskins (2006) in the book titled òTeaching Management- A Field Guide for 

Professors, Consultants, and Corporate Trainers, comprehensively enumerate different methods 

of teaching in a management programme. While speaking about methods ranging from the 

Lecture Method, Group Discussion, Case Discussion, Action Learning,  

Simulations, Technology- Based Learning to student counseling the book speaks about the 

merits, demerits and perils of using each method and also suggests ways to manage each type of 

teaching method. 

In the last chapter, the authors mentions that no matter what method the management teacher 

uses and however innovative the method, it is the ultimately how the teacher handles each 

method that makes a programme impactful.  

The book is remarkable because it gives a detailed account of how each method can be used. 

The authors recommend the preparation of a course portfolio that would help a teacher get an 

overview of how each topic can be handled through different methods and becomes a ready tool 

for future use. 

Jena, Pradhan and Chakraborty (2012) in the research paper Student's Perception about Case Study 

Method of Teaching: A Comparative Study among MBA Students of KIIT University and Jadavpur University 

mention that while the case method plays an essential role in management teaching, teachers 

should careful with the choice and age of cases  because cases can be highly context-specific in 

terms of effectiveness.  The article focuses only on the case method and does not discuss other 

methods. 
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Zapalska and  Brosik( 2006 ) in the research paper Learning styles and online education found  

that the teacher  has to understand each studentõs learning style and should match his teaching  

method and style to that learning style.  

The paper however refers to online teaching and therefore gives only one angle of teaching 

management.  

Delaney, T Johnson, Trudi Johnson, Dr. Dennis Treslan (2008) in their research paper 

Studentsõ Perceptions of Effective Teaching in Higher Education found that students want their 

searchers to be professional, responsive and humorous while engaging their session. The article 

surveys students perception about teaching style and also behavior in the class. Students in the 

survey want the teacher to teach and not the Teaching Assistant. Students find their teachers 

ôknowledgeableõ when they relate their teaching to real-life situations.  They found that students 

prefer teachers who inject shorties and real life situations \  in class.   

5.0 Findings  

Table 1 

Group Ranks (Preferences) of Students and Teachers. 

Teaching methods     Ranks a       Ranks b 
      (Students75)   (Teachers20) 

Lecture method 4 2 

Classroom teaching with Audio Video aids 1 1 

Student presentation 2 3 

Term Papers/Projects 5 4 

Case studies 3 5 

Role Play/Discussions 6 6 

Management Games 6 8 

Student Mentoring 8 7 

The similarity between the preferences of students and teachers was analyzed by using 

Spearmanõs rank order correlation method. (RHO). 

RHO = .82 

This indicates a high degree of similarity between preferences of students and teachers. This 

brings out the communality between student and teacher perceptions, and facilitates the 

adoption of mutually preferred teaching method. 
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The most preferred teaching method by both the groups is crass room teaching with audio visual 

aids followed by student presentation, case studies, and term papers and projects. The least 

preferred methods were role play/discussions, management games, and student mentoring. 

A few observations of the faculty members about teaching methods based on qualitative analysis 

are presented: 

1.  Lecture Method 

This includes the theory, derivation of concepts, basic principles and historical observations for 

understanding of the students. Is useful during initial phases of the course and for a large group 

of students. Requires proficiency in verbal skills for teacher and continuous attention from 

students. 

2.  Classroom teaching with Audio-video aids 

These aids are proving very good supplement to a normal teaching pedagogy. Usually keeps 

groupõs attention and looks professional. Also can be useful in teaching difficult concepts and 

theories. 

3.  Students presentations 

This gives students an opportunity to present their analysis, opportunity to address an audience, 

confidence building and removing a stage fear. However, it needs a lot of guidance and is 

dependent on student motivation. 

4.  Term papers and Projects 

These are two types: Group projects and individual projects. The group projects (assignments) 

develop abilities to work in groups, interpersonal skills, adjustments and cooperation. The 

individual projects help in confidence building. Useful when individual feedback is provided by 

the teachers. 

5.  Case Study 

It explains the practical aspects of the theory and principles. Students find it more interesting 

since it invokes their thinking process. However, proper weaving of theory and the case study 

will make the learning process complete. Develops analytical and problem solving skills amongst 

students. More useful for teaching practices and strategies. 
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6.  Role plays / Discussions 

Introduces problems situation dramatically. Provides opportunity for students to assume roles of 

others and thus appreciate another point of view. Allows for exploration of situations provides 

opportunity to practice skills. 

7.  Management Games 

Presently these activities are very low due to non-availability of relevant management games. In 

future their availability and inclusion might increase. However if properly written and 

meaningfully conducted can prove a very powerful teaching method. 

8.  Mentoring 

 This is not practiced as a separate method but though counseling & guidance. 

6.0 Conclusion  

This is a pilot study. There is a need to carry out a study on a large sample of teachers, students 

and others by using a combination of questionnaire and in-depth interviews. This will result in 

better understanding and insight into this subject of current relevance. However the study 

outlines a need to develop a teaching strategy based on a judicious mix of different teaching 

methods. 
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Effect of Gender on Transformational Leadership Intervention 

Impact 

M s. Swati Mankad12 

 

Abstract 

This research paper aims to determine whether gender has an impact on the effectiveness of the leadership 

Intervention program. The research design is a mix of both quantitative and qualitative approaches. The 

experimental design of pretest and posttest was used consisting of 313 students of Management (N=313, males= 

205   females=108). The results were both quantitatively and qualitatively analyzed. Overall the findings 

indicated that gender did not have an impact on the effectiveness of the Intervention. This research takes the 

participantsõ self-rating into account.  Future research can consider effect of work experience and education. Results 

obtained suggest that through appropriate interventions companies can leverage the talents and capabilities of both 

males and females at all levels of management in the transformational leadership style in the Indian context. This 

finding is invaluable to companies who need to consider both male and female leaders in the area of 

transformational leadership interventions in the Indian context to combat the talent crunch in the area of 

leadership. 

Key Words: Transformational leadership, Gender, Sex, Intervention 

 

 

1.0 Introduction  

The World Economic Forumõs Corporate Gender Gap Report 2010 based on a survey of 600 of 

the heads of Human Resources at the worldõs largest employer says that the biggest barriers to 

womenõs access to leadership positions identified by the respondents are ògeneral norms and 

cultural practices in your countryó, òmasculine or patriarchal corporate cultureó and òlack of role 

modelsó. Talent shortages projected to become more severe in much of the developed and 

developing world, maximizing access to female talent is a strategic imperative for business. 

                                                 
12  Research Scholar ð SNDT Womenõs University, mankad.swati@gmail.com 



Management Vision 

106 
 

2.0 Purpose of Research 

This research study attempts to investigate whether gender has an impact on the effectiveness of 

leadership intervention. Even though Transformational leadership has dominated leadership 

literature (Judge and Piccolo, 2004; Bass and Riggio, 2006) since its introduction by Burns (1978), 

the effectiveness of Transformational Leadership training is a less researched avenue (Barling, 

Weber and Kelloway, 1996). The window of opportunity to free women and men from the 

confines of gender stereotypes is opening now. To take advantage of and further this change it is 

important that training interventions help this blurring of the stereotype. Transformational 

leadership is fast becoming the standard for great leadership. Women who demonstrate greater 

propensity for this type of leadership are being noticed. In turn, men are also being freed from 

gender stereotypes and the pressure to be aggressive and individualistic (Anne Perschel, 2009). 

3.0  Literature Review 

Herein follows a literature review on transformational leadership and allied concepts. 

Transformational leadership 

There are five key factors of transformational leadership. ôIdealized Influence (attributed)õ refers 

to charisma, being confident and powerful, focusing on ethics, and followers identifying with the 

leader. ôIdealized Influence (behavior)õ refers to charismatic actions focused on values and 

missions, as well as having a trustworthy role model to follow (Antonakis, Avolio, & 

Sivasubramaniam, 2003). This work extended Houseõs view of charisma and his focus on the 

interaction between the leader and the follower (Bass, 1985; House, 1977). ôInspirational 

Motivationõ allows leaders to share a positive vision of the future and challenge followers to high 

standards and morals. Through ôIntellectual Stimulationõ, leaders question current traditions and 

beliefs and look for new ways of doing things. Questioning beliefs is encouraged. Employees are 

encouraged to think for themselves. Through ôIndividualized Considerationõ, leaders deal with 

people as individuals and focus on individual strengths and development areas and help them 

achieve the higher parts of Maslowõs needs hierarchy (Maslow, 1954). They helped improve 

worker Satisfaction (Bass, 1985;  Antonakis, Avolio & Sivasubramaniam, 2003).  

The role of transformational leaders is indispensable to the current business scenario. 

Transformational leadership is extremely important for the smooth running and progress of 

organizations. According to Burns (1978:20), the transformational leadership òoccurs when one 

or more persons engage with others in such a way that leaders and followers raise one another to 

higher levels of motivation and moralityó. It differs, however from earlier conceptualizations of 
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charisma as the leader also demonstrates ôIndividualized Considerationõ and ôIntellectual 

Stimulationõ. A transformational leader encourages and supports individual members of the 

group (Bass, 1998). Howell and Avolio (1993) studied 78 managers to show that 

transformational leaders were associated with a higher internal locus of control and significantly 

and positively contributed to the achievement of business-unit goals. A recent meta-analysis 

demonstrates that the most effective model of leadership is transformational. Transformational 

leaders are facilitators who act as role models to other team members and use innovative 

problem-solving approaches. Transformational leaders adopt a mentoring role with their 

followers, encouraging self-development and increased responsibility within the organization. 

Leadership effectiveness is defined as an "outcome of leadersõ behavior rather than a particular 

type of behavior" (Eagly et al., 1995, p. 128). According to Bass (1998), a predominantly 

transformational culture is likely to be team-accented, adaptive, dynamic, creative, flexible, and 

conducive for individual growth.    

Difference between Gender and Sex 

Before we look into how gender affects the leadership intervention impact we need to 

differentiate between the terms ôGenderõ and ôSexõ. These terms are often used interchangeably 

but are not the same.   The term Gender is etymologically derived from the Latin word, genus, 

meaning ôtypeõ, ôkindõ or ôsortõ. Sex relates to a biological category and refers to visible 

differences. Gender as a term relates to culture and refers to the assignment of various 

characteristics to each sex; it refers to what is normative or what is anticipated to be expected in 

menõs and womenõs behavior. If the appropriate term for sex is male and female, the 

corresponding terms for gender are masculine and feminine; thus gender is the amount of 

masculinity or femininity found in a person. The concept of gender applies at various levels. 

Firstly, it is a dimension of personal identity, a psychological process of experiencing the self. 

Secondly, it is a part of social order, the foundation of social institutions such as kinship, 

sexuality, the distribution of work, politics, and culture. Thirdly, a cultural symbol which can be 

interpreted, the basis of normative dichotomies (Loganathan & Venkat, 2010, p54)  

Gender roles consist of perceptions about the psychological attributes that constitutes the 

characteristics of each sex, which is called the gender stereotype. Increased equivalence in the 

managerial roles played by women and men overtime may have been sufficient to bring about 

stereotype change (Powell, Butterfield and Batrol 2008). Gender is a multidimensional and 

multilevel phenomenon with many different facets (Korabik, 1999). These include intrapsychic 

aspects such as gender schemas and stereotypes; gender-role identity; and gender-role traits, 
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attitudes and values (Bem, 1993). They also include the manner in which men and women 

interact with each other (Deaux & Major, 1987). Moreover, gender is an ascribed status 

characteristic. Menõs higher social status means that they have more access to power and 

resources than women do and consequently, they are accorded greater privilege (Ridgeway, 

1992). Thus, gender is both òa hierarchical structure of opportunity and oppression as well as an 

affective structure of identity and cohesionó (Ferree, 1995, p 125). Korabik and Ayman (2007) 

proposed an integrative model of gender and leadership that combines elements where 

leadership is seen as a social interaction between leaders and their supervisors, peers, and 

subordinates. The nature of this interaction is influenced by intrapsychic processes in all parties. 

Transformational leadership and Gender. 

Lord, DeVader, and Alliger (1999) have suggested that masculinity-femininity is an important 

personality trait in forming leadership perceptions. Bass and Avolio (1994) used the Multifactor 

Leadership Questionnaire (MLQ) to show that women managers have more Idealized Influence, 

are more inspirational and individually considerate than men. Men are higher in management-by-

exception and laissez-faire leadership, both being less proactive styles and linked to less effective 

outcomes. 

Rosener (1990) showed that women described themselves in ways that characterize 

transformational leadership. Ross and Offermann (1997) found that transformational leadership 

relates positively to pragmatism, nurturance, and feminine attributes and negatively to criticalness 

and aggression. Eagly and Johannesen-Schmidt (2001) meta-analyzed 47 studies and showed that 

women exceeded men significantly on Individualized Consideration and reported that female 

leaders were rated by followers as being more transformational than male leaders. Specifically, 

female managers displayed three components of transformational leadership more frequently 

than men: Idealized Influence, Inspirational Motivation, and Individualized Consideration 

(2003). Carless (1998) examined 120 women and 184 men employed ad band managers and 

found that female managers were more transformational than male managers, when they rated 

themselves and when they were rated by their superiors. Self-rating showed significant 

differences in interpersonally oriented behavior. As women show more supportive behavior as 

compared to men (Gregory, 1990; Eagly & Karau, 1991), they would be more identified with and 

trusted than men transformational leaders. In addition, Bass and Avolio (1994) showed that 

women leaders rate higher on transformational behaviors than men leaders. 

A meta-analysis by Eagly et al. (1992) supported the claim that women face more obstacles in 

leadership roles than do men. This argument suggests that women face prejudice and are rated 



Management Vision 

109 
 

more critically than men. One significant finding that has arisen from the transactional and 

transformational theories of leadership is the suggestion that transformational leadership, more 

so than transactional leadership, is linked to leadership effectiveness: women managers, on the 

average, tend to be more transformational and more proactive in addressing problems. As a 

consequence, they are likely to be seen as more effective and satisfying as leaders by both their 

male and female followers (Bass and Avolio, (1994). This finding is of great significance, as it is 

assumed that organizations would wish to capitalize on employees who exhibited the style of 

leadership which was most clearly aligned to leadership effectiveness. 

A study by Reuvers, Engen et al (2008) revealed a positive relationship and a significant 

relationship between transformational leadership and innovative work behavior. Furthermore, 

gender of the manager moderated the latter relationship, indicating that employees report more 

innovative behavior when transformational leadership is displayed by male in comparison with 

female managers. In the paper òcreating a safe environment for womenõs leadership 

transformationó the authors explore how transformational learning can be achieved for women 

in formal settings. Their analysis suggests that this question cannot be fully addressed by either 

the transformational learning or Women-only-Training (WOT) literatures. The paper affirms the 

importance of safety in learning. Future research needs to address the structural and cultural 

dimensions of womenõs leadership challenges (Fletcher, 1998) 

The study by (Judeh, 2010) examined the gender differences in transformational leadership 

which found that no significant differences in transformational leadership between male and 

female managers at equivalent levels, whether leadership was self-rated or observer-rated. Only 

the difference was noted in Intellectual stimulation where males scored higher and in 

Individualized Consideration where females scored higher. 

Needs and concerns of learning in men and women 

Research indicates that men and women have different needs and concerns in learning 

environments. For women, learning tends to be highly personal (Gallos, 1993). Women learn by 

integrating different perspectives. In the learning process, women relate theory to their own and 

otherõs experiences, rather than thinking primarily in the abstract as men often do. Women more 

regularly think contextually and holistically than do men (Fisher, 1999). As women learn, they 

integrate, generalize, and synthesize (Helgesen,1990; Rosener, 1995).Womenõs learning also 

involves connecting affectively as well as cognitively with the subject matter (Belenky, Clinchy, 

Goldberger, & Tarule, 1986). They tend to define learning and self-development as their ability 

to develop and express their own òvoiceó (Belenky, 1986; Gallos, 1993), reflecting their own 
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experiences and identity as women. For women, communication is a means of seeking and 

providing confirmation and support. Women seek consensus and connection in interactions with 

others rather than establishing hierarchy and status as is common in interactions among men 

(Tannen, 1990). 

4.0 Research Hypotheses 

On the basis of above literature Review on Transformational Leadership and gender the 

following Hypotheses have emerged to determine whether gender affects transformational 

leadership intervention impact. 

H01 : There is no relationship between the Intervention Program and the Transformational 

leadership style in the entire group due to gender. 

  This indicates that gender does not have an impact on the effectiveness of the 

Intervention Program 

H02 :  There is no relationship between Gender and {Idealized Influence (attributed)} 

H03 :  There is no relationship between Gender and {Idealized Influence (behavior)} 

H04 :  There is no relationship between Gender and {Inspirational Motivation}   

H05 :  There is no relationship between Gender and {Intellectual Stimulation}. 

H06 :  There is no relationship between Gender and {Individualized Consideration} 

Sample Design 

Sample Size : 313 

Nature of Sample : Business Management Students in various Colleges in Mumbai 

Sampling Technique : Purposive 

5.0 Type of Data 

Primary : The data collected from the participants of the Intervention program (N=313, males= 

205, females=108) were students of Management from Mumbai who were randomly assigned 

into groups.  

Secondary Data : collected from Journals, books, Online Databases. 



Management Vision 

111 
 

6.0 Research Design 

The experiment used the Pretest and Posttest design. 

7.0  Data Analysis and Interpretation 

Sample characteristics are as follows: 

Sex :  Male =205      Female=108 

 

The participants are currently enrolled in Business Management Programs  

Bachelor of Business Management= 80 

Masters of Business Administration=233 

 

  



Management Vision 

112 
 

Measures 

The Indian Transformational leadership Scale was used to assess the effectiveness of the 

Intervention Program    

Training Intervention    

The final intervention Program was developed after primary research and a trial run of the 

Intervention program              

The intervention was divided into three sessions. 

Session I 

First session was the ôMain sessionõ of three and a half hours and a 10 minute break. The 

participants were randomly divided into 12 batches consisting of not more than 30 and not less 

than 20.  

Session II 

 Second session the ôRefresher sessionõ of half an hour was conducted after 10 days of the Main 

session.  

Session III 

And finally the ôEvaluation sessionõ, the Posttest conducted after 10 days of the refresher session 

i.e. 20 days after the Main Session.  The experimental method of Pretest and Posttest was used 

with quantitative and qualitative feedback from the participants. A Trial run was conducted to 

refine and develop the final Intervention Program. The Posttest consisted of the Indian 

Transformational Leadership Scale, used to assess the effectiveness of the Intervention Program. 

8.0 Results  

Statistical procedures used were descriptive statistics for analyzing the demographic information 

and inferential statistics namely t-test (paired and independent), one-way ANOVA, and chi-

square. Only participants who underwent the treatment were analyzed. The Pretest and Posttest 

experimental treatment was used to assess the effectiveness of the Intervention.                          

The results indicate that Gender does not have an impact on the overall Transformational 

leadership Style of all the participants. Only in the factor of Intellectual Stimulation females have 

improved as compared to males. 
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9.0 Implications  

This research adds to the existing body of knowledge on impact of gender on transformational 

leadership intervention by suggesting that both men and women can be transformational leaders 

in the Indian context.  

It also suggests that there is a gradual blurring of the leadership stereotype. This indicates that 

the businesses can harness the abilities of women also in dealing with complex and complicated 

problems that they face in the current scenario. Human Resource Development Interventions on 

Transformational Leadership should focus on both men and women. Appropriate Interventions 

can break the òglass ceilingó that women face. 

Both male and female potential leaders are able to influence through their enthusiasm and hard 

work. Irrespective of their gender, lead from the front, are energetic, have the courage to stick by 

the bold decisions taken by them and are able to make personal sacrifices to fulfill the groupõs 

common goal. They instill enthusiasm in other members by motivating, listening to them, giving 

positive feedback, and teaming to encourage them.  Further, they also coach others to rectify 

their mistakes and make them do better. 

Both male and female potential leadersõ actions reflect their core set of values. There is improved 

coordination between various groups and individuals for the smooth functioning of the group or 

team through the interpersonal skills of Listening, Feedback, and Teaming. They try to practice 

what they preach and lead by example. There is more clarity in thought and action which is 

communicated through all aspects of the major skills of interpersonal communication namely, 

Listening, Motivating, Teaming, Providing Feedback, and Promoting and Managing Resistance 

to Change.  

Both male and female potential leaders have improved in their ability to inspire and in the 

process motivate. The goals and vision of the team are communicated clearly so that each oneõs 

work gives meaning and a sense of satisfaction. Both males and females use effectively the skills 

of Listening, giving and taking Feedback, and Motivating which help achieve the leaders to 

inspire and motivate.  Each member irrespective of the gender inspirationally motivates 

members to contribute to the groupõs common goal. Both the male and female potential leader is 

more persistent in achieving targets and does not easily give up. 

The results indicate that females have improved in being able to stimulate creativity and 

innovation from others. While giving feedback there is no public criticism of membersõ mistakes. 

Ideas are not criticized because they differ from the leaderõs ideas thereby motivating them to be 
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innovative and creative. Listening with acceptance and a non-judgmental attitude promotes 

radical thinking.  

The participants irrespective of gender have been increasingly supportive of the needs of their 

team members. Through the skills of Listening and Feedback the potential leaders have come to 

know about the differences and uniqueness of the members. Teaming results in members taking 

into account the differences of other team members and interacting with them accordingly. 

10.0  Limitations and Suggestions for Future Research 

The Intervention Program was developed based on the assumption that the participants would 

have an adequate proficiency in the English language.  Also the leadersõ perception is taken into 

account in the rating on the Indian Transformational Leadership Scale.  

Further, research can be carried out on whether work experience, and/or education can enhance 

the transformational leadership style of the potential leader in the Indian context. The 

Intervention Program can be carried out in local languages to increase its reach and benefits. 

Since the leadersõ self-rating has been taken into consideration, future assessments of the 

Intervention Program can be carried out taking the observer-rating of the leadersõ Superiorsõ, 

Subordinatesõ and peersõ assessment. 

11.0 Conclusion 

Transformational leadership is fast becoming the standard for great leadership. This combined 

with inclusion of the cultural specific aspects makes it relevant in the Indian context. As this 

happens, women who demonstrate greater propensity for this type of leadership are being 

noticed as leaders. In turn, men are also being freed from gender stereotype and the pressure to 

be aggressive and individualistic. As men and women take advantage of increased opportunities 

to participate in roles once reserved for the òother sexó, gender stereotypes, including those 

about leadership, are and will continue to fade. 
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Quality Assurance (ISO 9001) in Value Added Services (VAS) 

Telecom Industry 

Mr. Anit Bhatnagar13 

 

Abstract 

It is generally observed that companies in India either go for ISO 9001 or CMM certifications as their Quality 

Assurance Practices. The paper presents a Case Study on an Indian organization which recently acquired ISO 

9001- 2008 certificate. This Organization is primarily into Value Added Services (VAS) Technology in 

telecommunication. The paper puts forth findings and implementation of ISO 9001 into a value-added services 

company.  

 ISO 9001 in general, is a certification not specific to industry, telecommunication, especially the value-added 

services companies, on the other hand, requires ISO to be implemented in a slightly different manner. VAS Tech 

companies rely heavily not only on products but various services which are implemented over these products, at 

Telecom operator level. Straightforward implementation of an ISO may result in catastrophic decline in the 

performance of the company in general. 

Key Words: ISO-9001ñQuality Management System, Quality Assurance, Implementation of QMS in 

Telecommunication 

 

 

1.0 Introduction  

Qualityð The Evolving Definition 

Word òQualityó is now being used in every walk of life. It was Carl Frederick Gauss (1777-

1855) introduced the concept of normal curve. Edward Deming, the ôGodfatherõ of Quality 

brought about an immense change in the approach towards quality in the early 1950õs 

The definition of Quality is very much changed since it was initially defined. The basic definition 

or thumb rule is that òQuality is something which is measured with reference to some predefined 

standardó the positive and negative deviation from the standard determines the quality of the 

said system.  This interpretation of quality is better understood if it is introduced to a process 
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which is òwell-definedó.  Most of the current scenarios where we talk about quality, the 

situations are not well defined or are very difficult to define.  The difficulty comes when quality 

is to be introduced on something which is more like òServiceó.  

With ever changing market and emergence of new business, the general sense of quality can only 

be summarised as: 

òQuality is something that enhances the valueó 

There are various quality management techniques such as TQM, TQC, BPM, Six Sigma etc., ISO 

9001-2008 is one of the widely used technique. 

ISO 9001 - - Quality Management System 

There are various methods by which quality of a system can be maintained, the most common 

and customisable system is ISO 9001 - 2008, Quality Management System (QMS). 

ISO 900X was introduced in 1987 as a quality management system to provide business worth 

with a solid and effective model. When it is designed and implemented to a process or product, it 

promises to provide a framework for ensuring that customer requirements are defined, quality of 

certain services are maintained, delivered on time and the management systems (control and 

feedback) are improving on a continuous basis. 

The system revolves around following value propositions: 

Implementation and Maintenance of QMS Purchase Policies 

Products and Services to Meet Customer Requirements Process Controls 

Documentation and Obedience of Policy, Objectives and 
Procedures 

Monitoring and Measurement 

Management Commitment Towards Customer Focused 
Quality Policy 

Analysis and Improvement 

Planning and Process Definition Human Resource Management 

Design and Develop Mgmt. Review and Recommendations 

Production and Service Provision 
 

Worldwide total of ISO 9001:2000/2008 certificates (Source: ISO) 

1993 46,571 2002 5,61,767 

1994 70,364 2003 4,97,919 

1995 1,27,349 2004 6,60,132 

1996 1,62,701 2005 7,73,867 

1997 2,23,299 2006 8,96,929 

1998 2,71,847 2007 9,51,486 

1999 3,43,642 2008 9,82,832 

2000 4,57,834 2009 10,64,785 

2001 5,10,349 2010 11,09,905 

Total Certifications (till 2010) 97,13,578 
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The wide ranging benefits are: 

¶ Improved Customer Service Satisfaction 

¶ Consistent Product and Services 

¶ Improved Customer Vision 

¶ Sufficient Products and Services 

¶ Reduction in Cost 

¶ Improved Communication 

¶ Better Opportunities and Sales 

¶ and Most Importantly, Moral and Job Satisfaction of Employees 

2.0 Objective s 

The main objectives are as follows:     

To understand  

¶ General Quality Assurance Practices in Companies (Especially in India) 

¶ ISO and its importance in telecommunication  

To comprehend:  

¶ Implementation process of ISO  

¶ The benefits of ISO implementation  

¶ Conclusion 

3.0 Research Methodology  

Need & Significance of the Study 

The myriad quality issues facing theVAS Technology Service provider and resultant deterioration 

in client servicing compelled the organisation under review to implement ISO9001-2008 QMS. 

The study intends to determine the benefits which would accrue to the organization in terms of 

fewer grievances from clientõs end, thereby improving relationships with clients, service quality 

among others. The study affords immense learning to other organizations that might be facing 

similar problems. 
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Scope & Limitation 

¶ The study restricts itself to designing and implementation of ISO9001-2008, Quality 

Implementation System in one organization only- a VAS Technology service 

provider. 

¶ Time duration for the study is restricted to one year only. Long term impact of 

implementation of QMS system on various parameters is beyond the ambit of this 

study 

Research Design 

Implementation of a Quality Intervention and Observation thereof using Pre-hoc and Post-hoc 

design  

Type of data used 

¶ Primary: Data gathered from observations of Quality evaluation parameters like no 

of internal follow-ups and client escalation for a yearõs time period. It involved 

comparison of 6 months data on various quality evaluation parameters prior to the 

implementation of  QMS with the data gathered post implementation 

¶ Secondary: Data collected from sources like ISO9001-2008 QMS manual, ISO900X-

1987 Manual, Company Website, books, Research journals.  

Type of Data Analysis 

Quantitative using tools like graphs and excel sheets 

4.0 Telecommunication Scenario (VAS) and Quality Implementation 

Value Added Services (VAS) providers are the companies that deliver product and services apart 

from normal voice and data services to a Telecom Service Provider (Telco). In modern context it 

is very difficult to bifurcate VAS services from normal Telco services but in broad terms, 

anything which is not voice call or Internet browsing is usually comes via value added service 

providers.   VAS companies usually position the following to telecom operator: 

¶ Provide Services 

¶ Manager Services 

¶ Provide Platform Specific to Services 

¶ Provide Content or Interface with Content Companies 

¶ Provide Platform 
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It is globally observed that there are very few telecom operators in any given country. With few 

operators catering to a large number of subscribers, puts Telecom Operators in the unique 

position of guiding the VAS providers.  

In Indian context, we have 13 operators catering to approx. 935 million customers (Dec, 2012) 

with over 1000+ VAS companies (as per Internet survey) providing services. Most of the 

companies have very competing VAS products. Thus the funnelling for a successful VAS 

company is the òquality of serviceó provided to the operator and their customers. 

Another key factor in Quality implementation in a telecom VAS scenario is the frequency of 

change required to maintain a market edge. Telecom is the only sector where a single tweak in 

one campaign can easily be quantified as effectingresults within minutes. To explain further, 

doing a SMS or OBD campaign, changing prompts can result in huge decline or increase in 

subscription to VAS services. This quick-change and turnaround makes implementation of 

QMS very difficult in VAS companies. 

One of the major building blocks for ISO implementation is documentation (it is basis to 

quality cycle of evaluation and improvement). It refers to documenting everything and anything 

which is accompanied for a particular service or a product for Tracking, Evaluation and 

Improvement. With the fast changing scenario, documenting every change and its effect is the 

daunting challenge for VAS companies. 

5.0 Implementation of Quality Management Systems in VAS Telecom 

In the QMS guideline, itõs being said to use the following for QMS implementation: 

¶ Prepare Organization 

¶ Gap Analysis 

¶ Project Plan 

¶ Training 

¶ Documentation 

¶ Use and Improve QMS 

¶ Internal Audits 

¶ ISO Registration  

VAS scenario is fast changing,constantly shifting consumer preferences and demand forces 

service providers to churn their content and application portfolio repeatedly, it is difficult to 

make a business case for investing in platforms. Business pressure to maintain a high growth 
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gradient often has operators scrambling to scale operationally rather than focusing on grooming 

future growth engines. The determining factor for successful VAS Company is òQuality of 

products and servicesó. 

6.0 QMS Shortfalls in VAS Telecommunication 

When a VAS organization tries to implement the ISO - 9001 directly into their existing system 

operations, it is observed that this simply degraded the companyõs operations with various Telcos 

who are used to having tremendous fast turnaround times. The reasons for the catastrophic 

failure of implementation are as follows: 

¶ The amount of money, time and effort required for the paperwork (documentation) 

is simply too much where changes need to be implemented very quickly. The usual 

turnaround time for an on-going operation is less than 15 minutes, thus complying 

with QMS is very challenging.  

¶ ISO relies on various specifications, procedures and controls for its implementation. 

These on one hand, help in establishing standard but on the other hand they are 

overclocked and difficult for a fast changing market. It gives a false indication that 

certification means better quality of operations. 

¶ It was vision paradigm for the employees, as it was observed that the system of 

quality was considered more like just òThe Certificationó for clients rather than 

improvement on existing operations. 

¶ Quality can have a positive effect on ROI, sales, marketing and operations but does 

not require having an ISO certification.  

It was imperative that the usual way of implementing QMS system would not provide desired 

results in the real world scenario of VAS telecommunication. To overcome the above-mentioned 

the following was initiated: 

¶ Changing the Overall Perspective of QMS: The vision was altered to implement 

QMS for òImprovementsó, the word òQualityó was removed from the overall 

operation perspective and only focused on improving the existing systems. This was 

aided with implementation of an automated system which was in tuned with existing 

operations. It was intended to shift the mind-set of people from a cumbersome QMS 

to mere improving the procedures for efficiency with automation.  

¶ Automated System: An ecosystem, which revolves around an automated computer 

system running on distributed network aiding in improvements (not quality) was 
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created. The system is not òdocument intensiveó but designed in a fashion of 

automatic òdocument grabbingó so that the existing work cultures is not affected 

and operations are automatically grabbed for analysis and improvement. When the 

organization started designing the automated system, realisation dawned that most of 

the work that was thought to be people dependent, was actually a procedure 

dependent operation. Even though VAS requires very fast turnarounds, defining 

procedures with the help of a guided automated system, reduces the need of very 

highly skilled, experienced project managers to an average skilled, least experienced 

project managers to perform the similar tasks. This not only enhances the capability 

of individual but also made highly-paid resources to be utilised in more efficient 

manner. 

¶ Implementing ISO - 9001: With automated system in place, it was easy to tweak the 

system, so that control and procedures of ISO - 9001 can be adhered. It was a 

gradual shift where the existing operations were simply moved from a òregular email, 

phone calls systemó to an òautomated computerised systemó which is ISO ð 9001 

compliant. There was slight discomfort initially, once the system was integrated in 

almost every operation, and was very well accepted by the organisation. 

7.0 QMS System Execution 

The QMS system was implemented as an automated computerised system which relies on 

distributed network of servers pointing towards an Internet based management. The various 

broad level self-descripting components are as follows: 

Quality 
Management 
System (QMS)

ISO 
Complaint

Quality 
Implementation

User 
Management

Lead 
Approval 

Mechanism

Leads

Central Interfaces

Security 
Mechanism

SMS Web
Email (Any 

Email 
Client)

Downloadable 
Application

Offline App
WAP 

Access

Issue 
Resolution

Tasks

Status

Alerts

Customizable 
Reports

Trouble 
Ticket 
System

Individual

Group

Account

Gantt

Dashboard

Emails
Dashboard

SMS
OBD

Voice

Emails
Dashboard

SMS
OBD

 

OMS Implementation 
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The operations of VAS telecommunication mostly rely on fast turnarounds of emails and phone 

calls. The typical scenario is when a phone call comes for operational change, business managers 

issues a small email to the concerned department for changes. The usual feedback is via email or 

a return phone call, when the task is complete. These and other basic steps are captured by 

centrally deployed QMS which interfaces between various nodes. The salient features of the 

automated system are as follows: 

¶ System was built over commercially available, free to use, CMS systems which was 

deployed at a central location with distributed array of servers. This CMS has 

capabilities of basic project management, allowing various tasks and reports realized 

by Internet Based System. The organization took this basic system and builds various 

modules around it to customize and capture day-to-day operations on an automated 

fashion. Some operations are as follows: 

Activity 
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¶ The system was interfaced with various communication mechanisms for input and 

output. QMS can generate automated SMS, outbound calls, emails, dashboard views 

etc. for the operation teams. Depending upon the task priority, the system 

automatically informs the concerned person or department to take immediate 

actions. The effort and documentation of the taskis automatically calculated and 

information is securely captured in the document repository of the QMS. 

Gantt Charts 

 

Task and operational Calendar 


