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INTRODUCTION

Retailing is not only an im
of our everyday li portant aspect of the economi

the econon?;' isy dé‘\l,eei,gzneragl){, the growth of any cou:ﬁr;tril;ct;‘fe but very much a part
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developed economies is strengthening the belief of the economists in the bright future of
India (India Retail Report, 2011, p.19).

This article is a review of the retail sector of India as it existed during the olden days,
through the metamorphosis that were occurring along with changes and growth of the
economy to the current retailing scenario with the onset of organized retailers . With the
evolution of modern retail and the changes occurring in the Indian consumers’ buying
behaviour, there is seen a lot of scope for further growth opportunities in this sector,
especially for organized retailing. It is for this purpose that many corporate business
houses have forayed into retailing through adopting formats such as supermarkets,
hypermarkets, etc. so as to cater to the various needs of their target customers. Many
International retailers are also interested in tasting success in Indian retailing and are
waiting for a favourable government policy to be put into practice. Under these
circumstances there is felt a need to assess the modern retailing sector as it exists today
in terms of growth opportunities, obstacles and challenges .An awareness of these will
enable all those interested to take suitable retailing decisions.

AN OVER-VIEW OF THE EARLY TIMES (FROM BARTER SYSTEM TO THE
PRE MODERN 1980S PERIOD)

The beginning of retail in India can be traced to the practice of the barter system
prevalent during the olden times. At that time most of the merchandise was sold in the
open market or by peddlers who procured basic perishable items from the local sources.
While for specialty items they would travel long distances to bring it across to consumers
who were in need of the same. There are other forms of retailing such as Haats, Melas
and Mandis which have been in existence since ages and continue to be popular in many
parts of India even today (Pradhan,2007). Post independence, the Indian companies
enjoyed living in a protective environment with hardly any competition resulting in
monopoly in many areas and with not much choice left to the consumers to select from.

One of the early attempts at establishing a retail chain in India is the public distribution
system or the PDS run by the Government of India, in 1939 at Bombay (present
Mumbai) .The purpose of the PDS was to help regulate the supply and distribution of
essential cereals, sugar, and kerosene at subsidized rates to ration card holders. These
PDS continue to function even today, although now they are popularly known as ‘Fair
Price Shops’ (Pradhan, 2007). Another attempt at adopting the organized retailing format
was through the Apna Bazaars and Kendriya Bhandars where a variety of merchandise
is sold at reasonable prices (Bajaj, Srivastava, Tuli, 2009). Indian artisans and craftsmen
have brought out through the creation of a wide collection of arts, crafts and artisanal
items the richness of Indian culture, which is sold to tourists and local customers through
the retail channel of government run Central Cottage Industries Emporium (CCIE)
across the country. In1957, the Khadi and Village Industries (KVIC) retail stores were
established by the government to act as an incubator for the village industrial units as
well as a custodian of cooperative institutions. Such government retail chain initiatives
helped to provide the necessary push (effective marketing infrastructure) to small scale
industries involved in the making of handicrafts and local goods (Singh, 2012)) Another
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ORGANIZED RETAILING

(Pradhan, 2007).
Till the 1980s, although India ha

EMERGENCE & THE GROWTH OF
tates that the early steps towards organized retailing cap be
d when some of the restrictions placed on private institutiom

Sengupta (2008)’s study s
hment. For decades the retail secy,

traced to the mid 80s perio :
were lifted paving the way for modern format establis .
had regional players who had dominated the sector rather than retailers with a Datiogy|

presence.

e Some of these organized retailers included those who ran a chain of store

related to apparel retailing namely, Raymonds, Vimal(Reliance ), Bombgy

Dyeing, S Kumars and Grasim.

In food and grocery retail segment modern retail made its presence felt muc
earlier in 1971 when the first supermarket , ‘Nilgiris' was set up in Bangalore,
Subsequently, other business houses entered the food and grocery business and
while some went on to make a national presence, there were others which had to
wind up operations. For example, Trinetra from Hyderabad (now with Aditya
Birla group), FoodWorld from Chennai (subsidiary of RPG group), FreeMargin
from Kerala (a cooperative style chain of stores) etc. are retailers who started %
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regional players and went on to become national players. Those retailers who
had to close down were Nanz from North India and Stop and Shop (TVS Group)
of South India.

¢ Prior to the liberalization of the economy, apart from many local jewelers (who
formed a part of the un-organized sector) the jewelry retail market was
dominated by few well-known regional retailers. To quote a few names:
Jeweler name Started first store at Commenced
in the year

*Tribhovandas Bhimji Zaveri Bombay (present Mumbai) 1864

*Krishniah Chetty & Sons Bangalore (Karnataka) 1867
*Bhima Jewellers Alapuzha (Kerala) 1925
*P C Chandra Kolkata (West Bengal) 1939
* Kirtilals Jewellers Coimbatore (Tamilnadu) 1939

® Although the retail in India was highly un-organized and fragmented, infusion of
certain western concepts brought about few structural changes. Akbarallys was
India’s first departmental store founded by Fakhruddin T. Khorakiwala in 1956
introducing the notion of all-under-one-roof convenient shopping through
organized retail outlet. Chain of Akbarallys and Nilgiris retail outlets had been
set up along the Western concept of supermarkets. In major cities certain high
street areas (like Linking road, Bandra, Mumbai) came to be accepted as popular
shopping spots. Apparel manufacturers such as Bombay Dyeing went for
forward integration while Reliance Industries went for backward vertical
integration to sell their own merchandise. Further, shopping centers and
complexes also came up with a variety of stores to cater to the many needs of
different customers.

e  Bombay Swadeshi stores is another successful retailer in this sector since the
past many decades. There are few other retailers like Vijay sales, Khadims,
Rhythm House and Apollo Pharmacy who have been operating mainly in the
metro cities for more than five and a half decades.

GROWTH OF THE MODERN (ORGANIZED) RETAIL SECTOR

Bradstreet (2009) study gives information on the pace of growth of organized retail
which took off in a big way after the liberalization and globalization of the Indian
economy in the early 1990s. Modern retail has brought about a rapid transformation with
many of the early entrants like Shoppers’ Stop, Pantaloon Retail, and Vivek’s amongst
others who have grown manifold since then. Major business houses are either entering
the retail scenario through modern outlets or amidst consolidation and expansion
programs to be a part of growth phase. To quote the names of large corporate houses
which have been attracted to the retail sector : Mukesh Ambani’s Reliance group
(Reliance Fresh ,Reliance Hyper, Reliance Jewels etc.), Kishore Biyani’s Future Group

il
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[ Growth ( in 14.9 16.7 20.6 25,2 30.2 N
per cent) o
Organized 1.8 1.8 1.9 2.1
Retail
Market (as
per cent of
GDP at
market
prices)
Organized 3.2 3.2 33
retail market
(as per cent
of  private
consumption)

Organized 6 6 6.1 6.5 7.1 8.1
Retail
Market (as
per cent of
total  retail
market)

(Source : IRIS PRIMARY RESEARCH, India Retail Report 2011, p.25)

The organized retail market, which is said to be around 8 percent of the total retai]
market is expected to grow much faster than the traditional market and gain a higher
share(20 percent) of the whole market by the year 2020 (India Retail Market, Deloitte
,2013). From Table 1, it is seen that although the modern retail sector has been growing,
its share in the total retail rose only marginally from 6% in the 2006-08 period to 6.5% in
the 2009-10 period. This can probably be attributed to the general slow down which
impacted the retail sector and thereby affected the projected estimations. The India Retail
Report 2013 has indicated that the India retail market showed growth during the 2010-12
periods. This report reveals that the Indian retail industry experienced a growth of 10.6%
between 2010 and 2012 and is expected to increase to USD 450 billion by 2015. It is felt
that with economic growth, more of the Indian population will become a part of the
consuming classes and organized retail will be able to attract more consumers into its
open doors. McKinsey Report states that with over 300 million shoppers likely to
patronize organized retail, by 2015 a five-fold growth i.e. a 14-18 % of the total retail

market can be expected.

The Indian retail market is composed of multiple categories which when put together
form the market size. Category wise contribution of Total retail market and organized

retail in India is presented in Table 2 below.
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FACTORS CONTRIBUTING TO THE GROWTH OF MODERN INDIAN
RETAIL

The emergence of modern retail in India is seen through the sprawling centers, multi
" storied malls and large complexes which are offering facilities for shopping,
entertainment and food —all under a single roof to customers. This concept where all
facilities for a pleasant shopping experience offered under one roof has gained
acceptance among the working, nuclear families of today. Retail Insights (2009) and
Bagaria's (2011) studies have identified certain factors which have contributed towards

the growth of the modern retail in India:

© Change in demographic profile of the 'young working' population: When
compared to many of the developed countries India has a large ‘young working
population’ in the age group of 20-49 years with purchasing power. This young
segment is a major driver of consumption with the ability and willingness to
spend.

< Change in consumer mindset regarding credit: Unlike the previous generation,
today’s customers’ are willing to purchase goods and services on credit. With
easy availability of credit, consumers are significantly increasing usage of plastic
money for shopping purposes and eating out.

% Changing consumer behavior and resultant consumerism: Evolution of the
Indian middle class due to education ,a young working population with high
disposable income i.e. rising income levels, the attitude of ‘enjoy life by
shopping and travel abroad’ have resulted in exposure to global lifestyle. Such
people are willing to increase their spending on various categories of products.
Typically, such persons face paucity of time and prefer to shop at retail outlets
which offer most things under one roof, a better choice of products, speed and
efficiency.

% Proliferation of media: During the past 17-18 years media bombardment has
helped to enhance consumer learning and knowledge about the global lifestyle of
people. Such exposure through the media has created an aspirational attribute for
consumption among Indians. oh e

» The entry of corporate, new entrepreneurs and foreign retailers: The scope in
this sector has prompted many corporate houses (Reliance group, Tata group,
Aditya Birla Group, ITC etc.) to enter into retailing along with the existing small
and regional players. This field is also attracting new entrepreneurs with support
from venture capitalists, who are willing to invest in retail trade. Similarly, even
though the issue of FDI (Foreign Direct Investment) has not been fully
addressed, many MNCs have entered the sector through joint ventures,
franchising etc. The competitive environment apart from bringing about
innovations, improvements and niche markets, will also offer consumers an
enjoyable shopping experience through quality products, entertainment and a
feeling of satisfaction.

< Technology benefits: The retail operations in a store have been made easy with
technology aided computerization facilitating inventory management, usage of
bar coding on products, billing and even data management. Thus technology has

-8-
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Table 3: SWOT analysis of the modern Indian retail sector

Strength Weakness Opportunities | Threat
*  Sustained » The fear that|® Increasing «  Modern
growth the global population retailers  (*)
witnessed from recession could with even a may not have
this sector over impact the faster access to huge
the past thirteen spending growing capital which
years and the pattern of disposable needs to be
expectation of Indian income in constantly
this trend to consumers s their hands invested  for
continue in the reducing  the to splurge on expansion
future. risk appetite of consuming purpose, this
*  Usage of retailers, who goods and may curtail
advanced prefer to cater services. their  growth
technology will to the needs of |» The  rural opportunities.
enable modern known market along | * Availability of
retailers to have customers with  small quality space to
an effective rather than cities  and operate  new
supply chain in expanding their town stores.
place that will customer base consumers’ = Want of
help to reduce to include many having suitably
costs which can more segments. purchasing qualified and
be passed on to [ * Typically, most power  are efficient
the customers of the decision displaying manpower  in
in the form of a making interest  in retail
reduction | in processes  at the purchase operations.
prices of most modemn of key | = The inability to
products sold. retail consumer get the correct
organizations durables and merchandise
are time | non durable mix to cater to
consuming and products. a major
slow. percentage of
the target
buyers.
= The
government
has not
implemented
the FDI Policy
into actual
practice.

*The modern India retail sector includes large domestic or international corporations
(or conglomerates) and smaller entrepreneurs. (Source: Bagaria, 2011)
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UNDERSTANDING EVA

EVA is the idea that companies do not earn a true profit until all costs, including items
such as opportunity costs and cost of capital, have been covered. In other words,
showing a profit on the income statement is not enough, The amount of earnings must
also cover opportunity costs (the benefit foregone by using resources in a particular
manner). But more importantly earnings must cover cost of capital (the return demanded
by shareholders and cost of debt). Only the earnings left, if any, after subtracting the
firm’s physical costs and intangible costs, can be considered profits, When a company
earns more than its total costs, then it has made a true profit or “economic profit.” The
term “economic profit” was first developed by British Economist Alfred Marshall and
includes the cost of capital as well as other adjustments. However, its basic theme is that
firms must account for all costs, tangible or intangible, to earn a real profit, If an
economic profit is not earned, then it does not matter what the income statement shows,
In reality, the company is merely breaking-even or operating at a loss. Only economic
profits measure true performance and create real value for a company and its

shareholders.

Significance of EVA

Economic Value Added is an index to measure the financial performance. It takes into
account the Profit, Loss, Balance Sheet efficiency and Opportunity Cost of Capital. EVA
helps to measure performance of the business and can play vital role for important
managerial decisions. It gives assistance for balancing the managerial incentives and
interest of shareholders and can improve the financial literacy and business literacy
throughout the firm. EVA is the surplus generated by an entity after meeting an equitable
charge towards the providers of Capital. Time Value of Money is recognized in EVA
reporting through the use of WACC. The Weighted Average Cost of Capital is based on

the Present Value of future interest/dividend outflows.

Measurement of Economic Value Added

The first step in applying the EVA concept is measuring a firm’s performance by EVA
standards instead of traditional accounting methods. The reason is quite simple: GAAP
accounting provides a distorted view of a company’s performance and creates numerous
“anomalies” that must be corrected in order to see the firm’s true economic results (Stern
Stewart & Company). In all, over 160 different adjustments could be made to GAAP
accounting procedures to measure earnings and value better. They cover all aspects of
business to include inventory, restructuring, and depreciation. Though not all the
adjustments can be implemented at once or in every company, the underlying principle is
that managers should abandon traditional accounting techniques when measuring value
(Stern Stewart & Company). Three of the most important changes are highlighted below.
. a) Cost of Capital (WACOC = Weighted Average Cost of Capital)

The biggest adjustment EVA makes is the cost of equity capital. In simple terms,

cost of equity is the required rate of return demanded by investors, or a return equal to
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d) The periodic EVA fails to estimate the value added to shareholders, because of the
inflation and other factors. »
seriod of time. A company may have a lot of un-depreciated

¢) EVA suffers from wrong | AR
new assets in its balance sheet and it might show negative EVA even if the business

would be guite profitable in the long run,
f) Traditional financial ratios are commonly used for distress prediction. It was observed

that EVA does not have incremental value in the predicting.

LITERATURE REVIEW

Various articles dealing with the theory and applications of EVA have been published
over the last two decades, but the concept is still evolving.

Stern (1990) observed that EVA as a performance measure captures the true economic
profit of an organization. EVA-based financial management and incentive compensation
scheme gives managers better quality information and superior motivation to make
decisions that will create the maximum shareholders’ wealth in an organization. EVA is
a performance measure which is most closely linked to the creation of shareholders’
wealth over a period of time. The financial management and the incentive compensation
system based on EVA give the manager superior information and higher motivation.

Accordingly EVA should be made the focal point for financial reporting, planning, and
ion should look out for appropriate

decision-making. The executives of an organizati

techniques that will guard them against any future attacks by corporate marauders. The

best way of maximizing shareholder return is to offer incentives to managers for making
de cash bonus or stock

decisions that boost long-term value. A major step is to provi
option arrangements with incentives to that create built-in share value. The objective is

to motivate the managers to look beyond short-term measures of economic performance
by essentially turning managers into Owners. The managers may be guided by EVA and
pursue such objectives that improve operating profits investing more capital. Managers
can be remunerated a proportion of both the total EVA and the positive change in EVA.

According to Stewart (1994) EVA is a powerful new management tool that has gained
worldwide recognition as the standard tool of corporate performance. EVA presents an
integrated framework of financial management and incentive compensation. The
adoption of EVA system by more and more companies throughout the world clearly
depicts that it provides an integrated decision-making framework, can reforms energies
and redirect resources to create sustainable value for companies, customers, employees,

shareholders and for managements.
Rice (1996) believes that there is a direct relationship between EVA improvement and a

higher share price. EVA has been made a part of Varity's mantra company for building
corporate culture and creating wealth for shareholders. Specific ways that EVA has been

applied at Varity Company include:
1. EVA caused the company to take a closer look at its capital structure.
2. EVA identifies operations and projects that return more than the cost of capital.
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that using EVA as the best financial indicator blindly may
nK(:mbzr.Cigg€01i§2:c!:1(:§dn01 withogut pitfalls. The pitfalls m EVA calculation and
manipulation have been discussed. According to the author positive EVA figures do not
ensure high financial performance. He suggests that EVA should be used for making
comparisons between companies in the same industry group. He observes that computing
COC at flat rates is meaningless. To make EVA relatively comparable EVA should be
expressed in term of EVA (in Rs.) per unit of capital employed.

Jawahar Lal and Malik (2001) say that Economic Value Added is todayjs h('m-est
financial idea and it can be well considered a revolution in management. In their opinion
EVA is a measure of corporate performance and reflects all the dimensions by Whlf!h
Mmanagement can increase value. They attempt to decipher EVA and analyze' its
Superiority over traditional profit based performance measure, computation,
implementation and application with special reference to a detailed case study of
Hindustan Lever Ltd.

Bardia (2002) wrangled that the concept of EVA is better than the concept of accounting
profit as a tool a value creation because it considers the overall cost of capital. In this
Paper an attempt has been made to analyze the financial performance of Infosys
Technologies Ltd. On the basis of traditional parameters like ROCE, ROE, EPS, etc. and
the new performance measure EVA.

Irala (2007) examined whether EVA has got better predictive power relative to the
traditional accounting measures such as EPS, ROCE, RONW, Capital Productivity and
Labour Productivity. Using the dataset for six years across 1,000 companies, the results
supported theclaim that EVA is the better predictor of market value compared to the
other accounting measures.

Chary and Mohanty (2009) explained the concept of value from the perspectives of
stakeholders and shareholders. Using a case based approach; they illustrated different
methods of computing shareholder value. Kaur and Narang (2009) examined the
shareholder value creation using two value based metrics of financial performance viz.,
EVA and MVA for a sample of 104 Indian companies. It provided a fact base for the
strategic investors, researchers, portfolio managers and decision makers to dig below the
surface numbers and interpret the economic realities of big business houses. The study
supported the claim that EVA influences the market value of shares.

Panigrahi (2005) examined how the Economic Value Added (EVA) is superior to
Market Value Added (MVA). This has been examined by financial performance of ITC
Ltd, which has adopted the EVA as its performance measurement. This study found that
by increasing Economic Value Added (EVA), Shareholder Wealth is created and
established the fact that the Economic Value Added (EVA) is superior to the Market
Value Added (MVA).

Sharma and Kumar (2010) have analyzed effectiveness of Economic Value Added in
selected companies for the period of 2001-02 to 2008-09. Researcher has used traditional
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OBJECTIVES OF THE STUDY
o achieve the following objectives:

The present study endeavors t . A :
a) To examine whether the sample companies have been able to generat
value effectively during the study period.

b) To study the growth rate of EVA of the sample companies during "
;
Ty

L

period. ]
c) To analyze the effectiveness of NOPAT and Cost of Capital for determjmﬁm

Economic Value Added during the study period.
d) To figure out the trend of market capitalization and value of enterpyi
se Q\L».

the study period.
DATA COLLECTION AND METHODOLOGY OF THE STUDY
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LIMITATIONS OF THE STUDY

a) This study is limited to the period of 2007 to 2013,

b) For the study purpose, three Indian companies have been selected i.e., Hero Moto
Corp Ltd, BHEL and ACC. Out of these three companies, BHEL has strong average
capital employed compared to other two companies. Hence the NOPAT of BHEL is
obviously more than other companies and cost of capital is also more than other two
companies.

¢) While taking average results of the study period, BHEL has highest average in most of
the parameters tested because of above limitations.

d) Limitations of EVA also apply to the present study.

BRIEF PROFILE OF COMPANIES UNDER THE STUDY

1.

Hero Moto Corp Ltd. (Formerly Hero Honda Motors Ltd.) is the world's largest
manufacturer of two - wheelers, based in India. Company’s new identity, reflects
its commitment towards providing world class mobility solutions with renewed
focus on expanding company's footprint in the global arena. Hero Moto Corp’s
mission is to become a global enterprise fulfilling its customers' needs and
aspirations for mobility, setting benchmarks in technology, styling and quality so
that it converts its customers into its brand advocates. The company will provide
an engaging environment for its people to perform to their true potential. It will
continue its focus on value creation and enduring relationships with its partners.
Bharat Heavy Electricals Limited (BHEL) is an engineering and manufacturing
company. The Company is engaged in the design, engineering, manufacture,
construction, testing, commissioning and servicing of a range of products and
services for the core sectors of the economy, including power, transmission,
industry, transportation, renewable energy, oil and gas and defense. Its segment
includes Power and Industry. It is a manufacturer of Power generation
equipment, supplying a wide range of products and systems for thermal, nuclear,
gas and hydro-based utility and captive power plants. It is also a manufacturer of
a range of industrial systems and products. Products and systems supplied by the
Company include captive power plants, centrifugal compressors, drive turbines,
industrial boilers and auxiliaries, waste heat recovery boilers, gas turbines,
pumps, heat exchangers, electrical machines, valves, heavy castings and
forgings, electrostatic precipitators and seamless steel tubes. The vision of the
company is to be a global engineering enterprise providing solutions for a better
tomorrow and mission is to providing sustainable business solutions I the fields
of energy, industry and infrastructure.

ACC (ACC Limited) is India's foremost manufacturer of cement and concrete.
ACC's operations are spread throughout the country with 17 modern cement
factories, more than 40 Ready mix concrete plants, 21 sales offices, and several
zonal offices. It has a workforce of about 9,000 persons and a countrywide
distribution network of over 9,000 dealers. Since inception in 1936, the company
has been a trendsetter and important benchmark for the cement industry in many
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up to 2010 and huge fall down in 2011. It is further grown in 2012 and dropped in 2013.
In the case of ACC, the growth rate of NOPAT shown ups and downs in the years of
2008 to 2011 but it was declined constantly in 2012 and 2013, The chart of NOPAT of
all three companies cannot give clear picture about the profit but the growth rate can give
clear view about the profit because the NOPAT is key factor in the determination of

EVA, Return on capital employed (%), and EVA / Capital employed (%).

The cost of capital (See Chart No. 5) of BHEL is constantly grown during the study
period in spite of lower rate of WACOC. The reason is the growth of capital employed
because the amount of cost of capital is based on the rate of WACOC and the amount of
capital employed. The growth of cost of capital of ACC and Hero Moto Corp Ltd little
bit similar during the study period. The trend of WACOC % of ACC tends to upward but
the capital employed tends to decline hence the amount of cost of capital of ACC shown
reduction in couple of years of the study period. The % of WACOC of Hero Moto Corp
Ltd tends to constant increase in last five year of the study period and also for the
increase in the capital employed the line of amount of cost of capital of the company
shows uptrend. The growth rate of cost of capital (See Chart No. 6) of BHEL tends to
decline in last three years. The growth rate of cost of capital of Hero Moto Corp Ltd
reduced in 2009, 2010 and 2011 which was improved in 2012 and fall down in 2013.
The growth rate of cost of capita of ACC improved up to 2010 and started to fall down
up to 2012 and tends to improve in 2013. It should be noted that the amount of cost of
capital is depends on capital employed and the variations in the cost of equity and cost of
debt which forms the WACOC hence the fluctuations in WACOC and capital employed,
the amount of cost of capital has been changed. Economic Value Added is significantly
affected by the cost of capital. Any huge movement in cost of capital, reflects in the
EVA

With the help of the chart of EVA (See Chart No. 7) it can be understand that the EVA
of BHEL is on the first position, Hero Moto Corp Ltd on second and ACC is on third
position. The reason of being first position of BHEL is high capital employed and
NOPAT. The trend line of EVA of BHEL is increased up to 2012 but tends to huge
decline because of reduction in NOPAT and effect of cost of capital. The EVA of Hero
Moto Corp Ltd increased up to 2010 and fall down in 2011 which little bit improved in
2012 and finally dropped in 2013 on the grounds of increase in cost of capital and ups
and downs in NOPAT. The EVA of ACC is improved up to 2009 and then after it started
to constant decline due to constant reduction in profit and increase in cost of capital. It
should be noted that the growth rate of average capital employed also tends to decline
which is other indicator of downtrend of EVA. By taking view of the growth rate of
EVA (See Chart No. 8) it is observed that the growth rate of EVA of BHEL is constantly
increased up to 2011 and shows declining trend of growth thereafter. The growth rate of
EVA of Hero Moto Corp Ltd shows uptrend up to 2010 and decline thereafter. It could
not maintain the growth rate of earlier years. The growth rate of EVA of ACC shows
downtrend in most of the years of the study period. The base of capital employed of all
three companies is different and the growth rate of capital employed fluctuates more or
less during the study period. The WACOC of all three companies in most of the years
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the chart of WACOC (See Chart No. 10) it is examined that the WACOC of Hero Moto
Corp Ltd constantly declined up to 2009 and started to uptrend during the remaining
period of the study. BHEL made good effort to bring down its WACOC constantly up to
2010 but it also started to improve in the next three years. The WACOC of ACC is
remained lower compare to other two companies but it is constantly declined up to 2009
and started to improve for the remaining years of the study period.

The percentage of EVA to Average Capital Employed indicates that how efficiently
average capital employed applied by the management in generation of EVA to the
shareholders of the firm. From the chart of EVA/average capital employed (see Chart
No. 11) it is observed that the Hero Moto Corp Ltd able to increase the percentage of
EVA from capital employed in the range of 4% to 8% up to 2010 and started to fall
down constantly and again reached to nearby 4%. BHEL has created nearby 9% ratio in
2007 and reached at top level and crossed 14% in the year 2008 but then after it declined
year by year and finally stood at nearby 2% which is lower than the percentage of ACC
in 2013 which indicates that the management of BHEL has not effectively utilized its
average capital employed for economic value added. In case of ACC, the ratio was
nearby 4% in 2007 which dropped down in 2008 with lower than 2% and remain steady
between 2% to 4% during the study period. From the areal route of the chart, it can be

said that all three companies has not effectively utilized their average capital employed
in creation of economic value added.

The charts of market capitalization and enterprise value (See Chart No. 12 and 13) are

very similar in the direction of trend as well as the charts of growth rate of market

capitalization and the growth rate of enterprise value (See Chart No. 14 and 15) shows

the same direction. The market capitalization and enterprise value of BHEL is very high

compare to other two companies because the capital employed of BHEL is very high in

comparison of other two companies. Although, BHEL has strong capital base, the market

capitalization and enterprise value tends to decline constantly from the last three years. It

was improved in 2008, dropped down in 2009 and reached at highest position in 2010.

Market capitalization and enterprise value of Hero Moto Corp Ltd. improved constantly
up to 2010 and shows ups and downs in next two years and finally declined in 2013. For
the ACC, the market capitalization and enterprise value declined in 2008 but started to
improve with slower growth rate up to 2012 and it also declined in 2013. It is noticed
that the market capitalization and enterprise value of all three sample companies declined
in 2013. From the bird’s view of the charts of growth rate of market capitalization and
enterprise value, it is noticed that the growth rate of all three companies for the years of
2011, 2012 and 2013 tends to decline or shows slower growth rate compare to the earlier
year of the study period. It can be said that all three sample companies has not
effectively performed for improvement of market capitalization and enterprise value in
the last three years of the study period.

The Chart number 16 shows that how much times of enterprise value has been created
against average capital employed of the firm. This chart is little bit similar to the chart of
EVA to average capital employed. The chart line of BHEL indicates that the enterprise
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Market Capitalization and Value Of Enterprise During The Study Period

Conforming to the charts of market capitalization and enterprise value (See Chart No. 12
and 14), it is examined that the trend lines of the charts of all three companies for market
capitalization and enterprise value looks quite similar. As the market capitalization
increase or decrease, the value of enterprise also tends to increase or decrease in the
same direction. Although, the debt and cash equivalent plays a part in determination of
enterprise value but it is very small in size of the amount in comparison of the size of the

amount of enterprise value and market capitalization.

CONCLUSION

The Economic Value Added concept is based on the principle that the value of firm only
increases when the firm can generate surplus over its cost of capital. It helps to the
management of the firm to focus on and gives clear view about what to be done for
creation of wealth of shareholders and other stakeholders of the firm. The principles of
EVA are not new and not easy to follow, but a firm which wants to achieve long term
success and maximization of wealth of shareholders, it need to follow a strong measure
of performance like EVA. It is a powerful performance measurement tool which, if used
properly, can improve the performance of the company and can generate good returns to
shareholders of the company. In the present paper, the analysis of the performance of
three sample companies have been made with the help of selected parameters of last
seven years and on the basis of the averages of the results of the study period, the ranks
are assigned to judge the best performer company. On the basis of the ranks of
parameters it can be concluded that BHEL is better performance compare to other two
firms having first position of most of the parameters tested. The trend line of the charts
of the companies for the different parameters suggests that in the last three years the
EVA of majority of the firms tends to decline. Reason may be reduction in NOPAT or
increase in cost of capital or slow growth rate of average capital employed or variations
in WACOC. The companies need to improve average capital employed with higher rate
with idle capital structure which can reduce the cost of capital and to make strong efforts
to increase in NOPAT for Economic Value Added of the firm and also increase market

capitalization for increase in enterprise value of the company.
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Exhibit: 1
Hero MotoCorp Ltd.
Rs. In Crore
Particulars 2007 | 2008 | 2009 | 2010 | 2011 | 2012 | 2013 | AVG.
Average capital employed 2415 | 2877 | 3499 | 3705 | 3989 | 4866 | 5286 | 3805
| EVA
NOPAT 859 969 | 1283 | 2233 | 1938 | 2393 | 2126 | 1686
cost of capital 374 394 448 510 563 715 792 542
EVA 485 575 835 | 1723 | 1375 | 1678 | 1334 | 1144
; 3557 | 33.68 | 36.67 | 6027 | 48.58 | 49.18 | 40.22 | 43.45
R ()
eturn on capital employed (%) % % % % % % % %
WACOC (%) 155 | 137 | 128 | 138 | 141 | 147 15 14
i 2008 | 19.99 | 23.86 | 4650 | 3447 | 3448 | 2524 | 29.23
0,
EVA/Capital employed (%) % % o % % % % %
Enterprise Value
Market capitalization 13753 | 13869 | 21390 | 38827 | 31739 | 41041 | 30792 | 27344
ADD: Debt 165 132 78 66 1491 | 995 281 458
Less: Cash and Cash Equivalents 2010 | 2698 | 3588 | 5833 | 5200 | 4041 | 3805 | 3882
Enterprise Value 11909 | 11303 | 17880 | 33060 | 28030 | 37995 | 27268 | 23921
frterprise valus/capiial cmployed 49 | 39 | s1 | 89 | 70 | 78 | 52 6
(times)
(Source: Annual reports of the companies)
Exhibit: 2
BHEL
Rs. In Crore
Particulars 2007 | 2008 | 2009 | 2010 | 2011 | 2012 | 2013 | AVG.
Average capital employed 5544 | 6467 | 7751 | 11540 | 14680 | 19521 | 25906 | 13058
EVA
NOPAT 2454 | 2739 | 3047 | 4206 | 5867 | 6953 | 6509 | 4539
cost of capital 797 929 | 1039 | 1536 | 2074 | 2921 | 3852 | 1878
EVA 1657 | 1810 | 2008 | 2670 | 3793 | 4032 | 2657 | 266l
4 | emploved (% 4426 | 4235 | 3931 | 3645 | 3997 | 3562 | 25.13 | 37.58
eturn on capital employed ( vo) % % % % % % % %
WACOC (%) 144 | 144 | 134 | 133 | 141 15 149 14
. 2989 | 2799 | 2591 | 23.14 | 25.84 | 2065 | 1026 | 2338
EVA/Capital employed (%) % % % % % % % %
Enterprise Value
Market capitalization 55349 '0290 73044 | | 1;02 10?97 62940 | 43322 | 79209
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ADD: Debt :
Less: Cash and Cash Equivalents

Enterprise Value
Enterprise value/capital employed

times) jes)
mpani
(Source: Annual reports of the comp
Exhibit: 3
2000 | 2010 | 2011 [ 2012 T 5o Qy,
2007 | 2008 o 7144 | 7788 | 8142 | g A
Particulars 4512 | 5268 | 6 = )
Average capital employed 1325 1288 'w\
1607 | 1120 081 T8 [
EVA [1439 | 1213 2 82 950 981 W%
NOPAT _ [ 538 | 643 | 69 299 375 307 1\2%
cost of capital | 601 570 e 15.68 | 17.01 | 1582 W Y
EVA 3189 | 23.03 [ 2835 | 1A % % |y |
Return on capital employed (%) I % % i 5 11.49 12.2 12.05 ?2 4
[1192 | 122 | 109 ' P
332 [ 1082 | 1440 | 4199 | 4.82% | 3.77% | 05, }
EVA/Capital employed (%) l % , % , % i —— "
Enterprise Value , | 94 | 21345 | 26836 -m
362 | 201 6
Market capitalization | 19288 | 3%122 ’, 1267 !, 524 | 511 163 3\5'*7""
AL . e 1’ Liss | 1876 | 2388 | 2902 | 3137 [ g0
Less: Cash and Cash Equivalents | 1489 (15063 | 18330 | 18923 | 23862 ?2201\69
Enterprise Value | 18045 | 8056 \%
Enterprise value/capital employed } 3.8 l 1.4 [ 24 l 2.6 24 2.9 22 ]
times) )
(Source: Annual reports of the companies)
Exhibit 4: Average Results |
[ Average Values Ranks
Hero Hero r\’”\
Parameters Moto Moto
Corp | BHEL | Acc Corp | BHEL | 4
Ltd. Ltd.
Average capital employed m 6773 3 1 e
_ 1686 1298 2 TS
cost of capital | 542 | Thl\\3s
S 117 2 A s
Return on capital emplo ed (%) 43.45%, W$\l—3}—
WAGOC (% T R ey e B
EVA/Capital employed (% m 7350, ] £ 2 l
T — 8 B
ADD: e O T . e B
Less: Cash and Cash Eq uivalents 3882 232* 3 I 32
_Enter prise Value 2 l
\
Enterprise value/capital emplo ed (times) % t2n et ; 3
Total Ranks on First Position 2 :]__jjjj
. |
(Source: Calculateqd Jfrom Annyq] reports of 3 8

the Companies)
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Chart 12: Market Capitalization Chart 13: Growth rate of Market
Capitalization
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PRUDENTIAL REGULATORY NORMS FOR BANKING SECTOR CAPITAL

Privatisation followed by internationalisation of banking sector in India has paved the
way for enhanced regulations in order to ensure stability along with growth. India has
adopted Basel standards since 1992 (Narsimham

: : Committee Report, 1992) Basel
regulatory standards aim at strengthening banks with the help of both micro-prudential as
well as macro prudential regulations,

The main features of Basel | are documented over three sections
convergence of capital measurement and capital standards,

provides a fair and reasonable degree of consistency in the application of capital
standards in different countries, on a shared definition of ca

_ pital. The accord was
implemented in India in 1992 (as amended in 1998). Basel 11 replaced Basell(Basel [1-
International Convergence of Capital Measurement and Capital Standards: A Revised
Framework, 2006). India adopted these norms from 2009 (RBI, 2009). Basel IiI
(International regulatory framework for banks, 2011) reforms were introduced as an after
effect of financial crisis of 2008 and are being implement

_ ed in India since current
financial year (RBI guidelines, 2012). The capital plays the role of buffer at the times of
stress. Basel 11

standards seek to raise the quality and level of capital to ensure that
banks are better able to absorb losses under different market environment, increase the
risk coverage of the capital structure, introduce leverage ratio to serve as a support to the
risk-based capital measure and introduce capital buffers to protect the banking sector
from periods of excess credit growth.
Commercial Banks have to manage capital at required regulatory levels for effective
conversion of banking sector from Basel II to Basel III. Prudential guidelines for capital
adequacy as notified by RBI (2012) have made Maintaining of Capital levels necessary

and critical to the survival and growth of the banking sector. Table 1 states minimum
regulatory capital prescriptions as per Basel III.

(International
1988). The framework

Table: 1 Minimum Regulatory Capital Prescriptions

Minimum Regulatory Capital

Prescriptionsﬁ
as percentage of risk weighted assets)

Basel [Il | Reserve Bank’s Prescriptions
(as on
Jan 1,
2019)
Current (Basel | Basel Il (as on
1)) March 31, 2018)
1 --- | Minimum Total Capital 8.0 9.0 9.0
(2+4)
2 Minimum Tier 1 capital 6.0 6.0 7.0
3 of which: Minimum Common
Equity Tier 1 capital 4.5 3.6 5.5
4 Maximum Tier 2 capital (within | 2.0 3.0 20
Total Capital)
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MANAGEMENT OF REQUIRED REGULATORY CAPITAL
Different strategies can be adopted to ensure required prudential regulatory levels of

capital for public sector banks are discussed below.

Recapitalisation : ;
Capital infusion by governmentis one of the strategies for public sector banks to ensure

their adequacy of capital. The government has been making budgetary provisions for
recapitalization of public sector banks since 1984-85 to ensure their capital adequacy.
The total recapitalization of Rs. 2446 Crore took place from 1985-86 to 2000-01. The
trend of recapitalisation continues with capital infusions of 1900 crore in 2008-09, 1200
crore in 2009-10, 20,117.23 crore in 2010-11, 12,000 crore in 2011-12 (data, GOI).

Control on Restructuring of Debts )
Banks including public sector banks are transferring their non-performing asset to its

Corporate Debt Restructuring (CDR) cell and CDRs are restructuring the loan by
lowering the interest rate and enhancing the loan repayment schedule without addressing
the fundamental problems.

This may lead to higher defaults and erode capital base or reduce the efficiency of
generating capital base. Restructuring norms loosened in 2008 need to be tightened

(http://www.economist.com/node/21560572).

Maintaining Higher Reserve Funds
According to Section 17 of the Banking Regulation Act (1949) every bank incorporated

in India is required to create a reserve fund and transfer a sum equal to but not less than
20 per cent of its disclosed profits, to the reserve fund every year. The RBI has advised
banks to transfer 25 percent and if possible, 30 per cent to the reserve fund.
(http://rbi.org.in/scripts/BS_CircularIndexDisplay.aspx?1d=3098). This will help banks
to increase their total capital in long run
(http://rbidocs.rbi.org.in/rdocs/publications/pdfs/16016.pdf).

Maintain Government Ownership at Minimum or near to Minimum Levels

To maintain the character of public sector, government needs to maintain fifty one
percent stake in PSBs. Government may consider options for diluting stake in PSBs.
Government has initiated legislative process to reduce the minimum Government
ownership in nationalized banks from 51 to 33 per cent, without altering their public
sector character (http://www.indianexpress.com/news/plan-panel-asks-govt-to-cut-psu-
bank-stakes-t0-33-/291656/). The option of consolidation may also be considered after
undertaking an exercise of probable impact of such consolidation on risk weighted assets

and capital structure amongst other important considerations.
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financial intermediation without compromising the interests of depositors and borrowers
(http://rbi.org.in/Scripts/BS_ViewBulletin.aspx?1d=13646),

Improve Internal Processes/Advanced Approaches

Banking sector is in the process of shifting to advance approaches for capital
management.(http://www.rbi.org.in/scripts/PublicationsView,aspx?id=14628) Adopting
advance approaches would require banks to analyse various types of risks faced by the
banks (credit, operational and market).

Banks should try to improve the computation and quality of risk weighted assets, Under
the Basel 11 guidelines, banks are allowed to use their own estimated risk parameters for
the purpose of calculating regulatory capital under advance approaches
(http://www.bis.org/publ/bebsca05.pdf). This will provide a gap for lowering required
capital levels for Basel compliance.

Ensure Effective Data Management and Data Integrity

Inefficient activities in the process of capital management should be eliminated and the
process should be efficiently redesigned on the basis of data. Analysis of available data
would explain the need and importance of activities in the management process
(Principle 3, Basel Accords). Well managed and integrated data becomes a strong base
for risk management and hence improve CRAR.

Other Alternatives

RBI allowed banks to enhance their regulatory capital adequacy by issue of hybrid debt
instruments (RBI, 2006). To be eligible for inclusion in Tier — I Capital, Banks can issue
bonds as subordinated debt after complying with the regulatory provisions of RBI
(http://rbidocs.rbi.org.in/rdocs/content/pdfs/42MBI010212FL_AS5.pdf).

The Banking Bill, 2012, passed by the parliament in Decemberwill "enable the
nationalized banks to raise capital through "bonus' and 'rights' issue and also enable them
to increase or decrease the authorized capital with approval from the Government and
RBI. Ceiling of a maximum of Rs 3000 crore (Rs 30 billion) will not be a limit"
(http://www.thehindubusinessline.com/industry-and-economy/banking/psu-banks-can-
increase-authorised-share-capital-ministry/article4226370.ece).

CONCLUSION

Capital adequacy is one of the challenges posed by Basel III implementation in India.
Capital infusion of public sector banks differs from private sector banks due to their
ownership. Policy and institutional initiatives can help these banks in managing required
level of capital. Improved data management, efficient model developments, enhance risk
management, and better performance can lead the road to efficient capital management.
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Abstract:

Road fatalities are highest in India across the world. In India motorcyclists comprise
highest number of road traffic victims. Gujarat State owns highest numbers of two
wheelers and accounts for nearly 5% of road accidents in the country. Surat-the
diamond and silk city of Gujarat has more than 75% two wheelers in its registered
vehicular fleet. Percentage share of motorcyclists in road accident deaths in Surat city in
the year 2007, 2008 and 2009 has been 28.6%, 29.4% and 28.6% respectively. The
purpose of this paper is to study the risky behaviours of two wheeler drivers on roads
and its causes. An attempt also has been made to identify the interventions for promoting
safe road behaviour among two wheeler drivers.

Key Words: Risky Behaviour, Motorcyclists, Observational Analysis, Focus Group

INTRODUCTION

Motorcycles being a highly convenient and economic mode of travelling on the road are
popular among different sections of society alike. In recent years escalating growth of
two wheeler riders in driving population in India is evident from its increased sales from
5.3 million in 2003-04 to 9.3 million in 2009-10. According to literature review factors
responsible for mammoth growth of two wheelers are as follows:
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Source: National Crime Report Bureau years 2001 -2009

Human factors, Vehicle factors and environmental factors are the three important
components Qf road safety. The physical characteristics of the vehicle coupled with
unsafe behavioral factors of the driver exposes the two wheeler riders to high risks.

Table: 1 Risk exposure due to Vehicle and Human factors \

Vehicle Factors!

Behavioral Factors X

e Two wheelers are relatively unstable on the |e Failure to wear helmets
road as they rest and move on two points
only.

e Two wheelers require continuous
maneuvering and balancing by the driver.

o Being small in size these vehicles are not
highly visible on the roads.

o The rider being directly exposed to
environment hits his head to mobile or
stationary objects on road in case of a
crash.

¢ Not fastening helmet properly even
if worn.

e Talking on cell phone while driving.
e Carrying more than one pillion rider.
e Driving at a very high speed.

¢ Drunken driving.

e Transporting huge amount of
luggage.

' Head Injuries and Helmets: Helmet Legislation and Enforcement in Karnataka and India by
National Institute Of Mental Health & Neuro Science, Bangalore(page 12)
http://www.nimhans.kar.nic.in/epidemiologvlbisplpha1.pdf )
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Table: 2 Share of Two-Wheelers in Tom[Ac;l:oe: 2005 [ 2006 | 2007 | 2555
l 2001 ]2002 2003 2y,

Year \\
Total / 4471 / 4715 / 4813 | 4948 | 5264 | 5599 | 12258 638 o
Accidents A
950 | 1057 m

/ 615 / 651 X 646 { 814 / 901

230 | 140 | 259 ?
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Source: National Crime Report Bureau years 2001 -2009

Therefore three studies were conducted in Surat city apd four talukas (Bardol;
» o . Oh, M
Mandvi and Palsana) of Surat district to study the risky behaviours of two w;h;\;
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APPROACH AND METHODOLOGY

ization’s (WHO) frams

h comprising World Health Orgla nlazftclgxrllstsrefints fgcus gro: " o
Ve 0 . ’
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pillion. Photographic evidences of risky behaviour of two wheeler drivers have also begy
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Study: 1 Observational Study
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and city roads were ¢
Organisation’s WHO?
constraints,

tudy observation of two wheeler drivers on highways rural oy
arried out in Surat district for one r_nonth as per Wgrld Healg
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Table: 5 Observation Method
———— crvalion Met

Target Population Motorized two-wheeler drivers o roads in Surat District
Observation Sites * Bardoli Syrat national highway no ¢
Mahuva Bardo; State highway ng, 165.
Mandvi Bard; state hj

ghway no 88
Bardoli Palsan, State highway nol67.

Local ¢j roads of Mangyi, Bardoli, Mahuva and Sura
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pata Collection

. Instrument
o Period
o No. of Observers

———

iy,

Manual recording of data in specifically designed form.

‘11 i“‘ April 2010 to 15" May 2010

|

protocol
Loca[ City Roads
No. of observers
Observers Job

I* Observer

2" Observer
3" Observer

4™ Observer

Local City Roads
4 per site.

® Counted number of motorized 2 wheeler drivers on the

site.

Counted drivers and pillion rider who wore helmet.
Counted the number of motorized two wheeler drivers
talking on cell phone while driving and those who took
their vehicle to a side on the road and then talked on cell

I*' Observer

2" Observer

Mode of conducting
Observation

Duration of
Observation
No. of Observations

DATA ANALYSIS

i phone.
Mode f’f Observation ® Counted those driving with two or more passengers as
Duration of pillion.
Observation Standing at safe i i i
. ) place near the particular site. Traffic passing

Time of Observation from both sides was observed.

1 hour each in the morning and evening.

6:30 am to 7:00 pm as per the convenience of observers.
Highways Highways
No. of observers 2 per site.
Observers Job

e Counted the number of motorized two wheeler drivers
and drivers and pillion riders wearing helmet.

e Counted the number of motorized two wheeler drivers
talking on cell phone while driving and those who took
their vehicle to a side on the road and then talked on cell
phone and driving with two or more passengers as pillion.

Observations were made through moving bus, car and auto

rickshaw. Observations were confined to traffic passing from

the opposite direction only.

20 minutes to 1.hour depending on the time taken in

commutation.

40

A total of 101,444 motorcyclists/two wheeler drivers were observed during the
observation period. Observations pertained to wearing helmet, driving .with more than
one as pillion, talking on cell phone and talking on phone after parking aside. Their
indulgence in risky/safe behaviour is tabulated in table: 7

-46 -



'—v
. d unsafe behay;,

.o sites a0 i

observaU s (p-value) at 95% ¢

To determine the relationship betweer pability vald driving and talk;,

ed 4
users y2 test has been conduct

iving W
level has been calculated for driv f i

: illi
phone, driving with two or more P
the recorded observations.

ithout he g on phone after parking agjq g

nd talkin

wearing

-47.-

A

of .
Onﬁde:"d
e

ln81

d City Roads \
Highways " —
Table: 6 Unsafe Behaviour Observed on 11 . oand| Driving m
—_— i Driving ith two or | Ppo,. 50
Total Driving Talking on | WITLTVO hone afy
Observation|  without Cell Phone |more pillion Parkj,, '
Wearing 000) | (P=0.000) | e
Observation Helmet (p=0- (=0 ¢
Sites 000) 4V .000)
(p=0- — | ° [~
/r”’ % ge [Nos. Yo g¢ |Nos, v
Nos. | % g¢ E‘_’f;/——— — 7%
— | 5.14%
State Highway 10205 [9522 (92.5% [136 1.32% 529 0 69\0.67%
Bardoli-Mahuva | T ~_
o |
lS?.tat(;: Il{ighway 1342|1131 [84.3% |20 1.49% (68 |5.07% |13 0.97, |
ardoli-Palsana I — T
National 2.26% (1152|3.46% (259 |,
Highway 33297 [29139 [87.5% |751 2. 78y,
Bardoli-Surat —
—
National o 4.78Y
Highway 4765 (4530 [95.1% 153 |3.21%(228 (4.78% |49 L3y,
Bardoli-Mandvi ] ‘
. 5.1% (1157 [445%[1389)5.34% (595 |y p0r
Roads Bardolj 26004 24887 (95.7% ‘ : 29%
Local City 0 5.92% (568 |8.22¢9 108 [racd
Roads Mandvi 6911 6554 (94.8% (409 |5.92% 22% (108 1.56%
Local City . , . T
Roads Mahuva 2600 2595 99.8% [169 |6.50% [458 17.62%(13  |0.509;
Local Ci I
Rogds S 16230 16177 199.7% 493 13.04% 186 |1.15% (84 |g s,
{Lm%ﬁs 93.2% (3288 (3.24%|4578 4.51% (1190 |1.17%
Road Type -
Hi 19699 laa1on lroon e ——— |
Lgh#& 922 [892% 11060 12.10% 1977]3.98% 390 o7
ocal City T s —
51745 }
R"ads\\wﬁgm% 2228 14.30% 2601 (5.03% |300 1,55%;
Total 101444 [ R S 1
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;;’7‘ 7 Unsafe Behaviour Observed on Highways and City Roads
‘flr:;ina Drivingand | Drivingwith | Talkingon
Behaviour per \\; out |Talking on Cell| two or more Phone after
10,000 H?l‘;::g ( l:i(\)one pillion parking aside
p=0.000 =(.000 =(,000
| =000 ) p ) P )
‘ High |Local b5 sual
servation Sites Local Local Local
.Qm — way Roads Highway Roads Highway Roads Highway Roads
" . lehendesmar
\Unsafe Behaviour 8918 9704 (213 431 (398 503 |- -
Safe Behaviour 1082*296* |- N
— - - 78 155

"+ Wearing Helmet and Driving (per 10000)

FINDINGS

Driving without Wearing Helmet

[ ]
H,: There is no association between wearing helmet and the type of road travelled.

Pearson Chi--Square x% = 2.467, and p<0.001 indicates rejection of null hypothesis.
Thus, the‘rct 1s an.assocmtlon. between wearing helmet and the type of road travelled.
» Driving without wearing helmet is higher on local city roads (97.0%) than on

highways (89.2%).
» Overall all helmets wearing behaviour is a meager 6.8% only.

» Lowest wearing helmet rate is at Mahuva (0.2%)

Driving and Talking on Cell Phone
H,. There is no association between talking on cell phone while driving a two
wheeler and the type of road travelled.

001 indicates rejection of null hypothesis.

Pearson Chi-Square x2 = 3.817, and p<0.
king on cell phone while driving a two

Thus, there is an association between tal

wheelerand the type of road travelled.
» This unsafe behaviour is adopted more on city roads (4.30%) than on

highways (2.01%).
» Over all behaviour of talking on cell phone while drivin
extremely dangerous and unsafe for all road users.

g is 3.02%, which is

¢ Driving with Two or More Pillion
H,: There is no association between driving with two / more as pillion and the type

of road travelled.
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OTHER RELEVANT OBSERVA

e In a very few cases both the dri
cases only pillion passenger Was
helmet.

In general, girls and ladies covered their fa
wearing helmet. ,
In somg cases, the rider’s helmet was hanging either on mot_orcycle § hflndlg O wag
tied to the side of the bike or the pillion passenger Was holdmg helmet n his hands,
This characteristic of motorbike drivers Was also found in observation earljer
observational studies carried out in Delhi* and Bangalore. . .
Some helmet wearers were seen talking on cell phone by putting their hand insig,
the helmet. This shows that chin strap was not buckled properly.

Use of mobile phone by drivers of motorcyclists is prevalent among all age groups,
It is not restricted to youngsters or college goers as is generally thought of. In fact

majority were non college goers as per the observation.
On highways, motorized two wheeler drivers talk on cell phone while driving at 3

very high speed.
Travelling with two or more adult persons is very common and a regular feature.

[}
Small kids sitting in front of the bike were found sleeping without driver’s

ty roads ( 1.55%) than on hj ghway
g

king aside is 1.17%, Whigg

fter par
i | safety on road.

: h
king on cell Pt | ards pers ong

ed behaviour 0

TIONS ing hel

g pillion rider were WE& 28 1CHEL In g
verwizrirfg nelmet while the driver was Withoust
ces with cloth only. They were rarely see,

knowledge in many instances.
Indulgence in other kinds of unsafe and hazardous behaviour observed are as under:

4
Mohan D (1983) A Study of Helmet and Motorized Two-Wheeler Use Patterns in Delhi, American

sAssociation for Automotive Medicine Quarterly Journal, 29-32
NIMHANS (2005), “Head Injuries and Helmets: Helmet Legislation and Enforcement in Karnataka and

India, National Institute of Mental Health a& Neuro Science Bangalore pp. 21
-49. :
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» Many motorcycli
yclists w
ere seen transporting dispropoﬂionately heavy and

>

»
»

g e g ool
transported fr potentially hazardous i
Milkﬁmn Wef:iuai?;lllz;go; mOlorcycl?, The pillionnr]?dt::‘l?:)l:;ai: ms‘;:;‘ lat;(: o
A hgge amount of emptyeavy containers of milk for delivery of milk. .
furniture item, computef’u nny bags and empty oil canisters Glass fittings
containers, etc. was bei s CPU, pedestal fans, vegetable and frui,t
One motorcycle driverlggdtrapSppr?ed on motorcycle.
of PVC pipe on his wais?f his pillion f:ompanion had encircled a huge round
Transporting chickens andol: tranqunlng it1othe destingtion.
potin betreen pillion £id ens ups_lde down tied with strings and carrying a
One:miotorevelist wass er and driver was a routine and common feature

s using his motorcycle as a mobile shop of utensils a'nd

other household items.

Photogra hic evidence
s of unsafe behavior of motorized two-wheeler drivers on

road
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VIAJOR FINDINGS OF OBSERVATION fety norms than highways
I City roads witnessed higher violation of traffic satety

ity roads (97,00
Driving without wearing helmet is higher on local city (97.0%) thay
riving
on highways (89.2%). . o |
The behaviour of talking on cell phone while driving 1s seen more ¢ City
) 0
roads (4.30%) than on highways (2.01%). | .
*  Driving behaviour with two or more pillion is higher on city roads (5.03%)

than on highways.
2. Overall helmet wearing behaviour is a meagre 6.8% only.
3. Girls and ladies were rarely seen wearing helmet.
Study: 2 Focus Group

The second phase of study comprised four focus groups with graduate and POst gradyg,
students having homogeneity within the group in terms of age and educatiopg
qualification. Each group comprised 8 to 10 participants. The researcher condycyeq
discussions with four focys groups in three levels,

* Is peer pressure responsible for risky behavior?
* Isyouth related life style responsible for risky behavior?

* Is optimistic bias that ‘accidents happen o others’

: is a reason for non
compliance of traffic rules?



e Is ignorance of outcome of
) un : _
motorcyclists? safe behavior- promoted such behaviour among

A consensus was reached on the key issues in the third level. The group reached
= a

consensus that peer pressures and youth i inly respons:
risky behavior of two wheeler dﬁve}r'soon r:;‘;;ed Hfe styles were mainky e

Study: 3 In depth Discussions

In the third phase of a study in depth di : . )
stakellolfiem such as doctors, police fmw;xumﬁhm were l:)e!d to obtain the views of
road safety measures. Following key issues transport fin‘m’ pa.retns,‘tadusm
causes of unsafe behavior by two wheeler drivers: ged from in depth interviews on the

» Road users resist wearing seat belt and helmet.

o Conveniences attached to cell phone propel drivers to talk while driving.

e Youth related life style affects attitude and behaviour of youngsters.

 Road users often imitate unsafe practices displayed by others on road.

e Optimistic bias that ‘accidents happen to others’ promotes unsafe practices
SUGGESTED INTERVENTIONS

Interventions in the form of planned social change, communication and education is
suggested for promoting safe road behaviour among two wheeler drivers.

Planned social change strategy such as ‘Directed Change Approach’ comprising

persuasive, power and re- educative strategies on the target is suggested (Z Gerald,

Philip Kotler and Ira Kaufman (1972), Creating Social Change, pp. 172-186).

According to Philip Kotler, one of the approaches to accomplish social change is
‘Directed Change Approach’ where change is sought through application of persuasive.
power and re- educative strategies on the target. This three pronged approach uses three
different methods to overcome resistance, inertia and indifference of change targets.

Figure: 2 Directed Change Strategy for Promotion ‘
of Safe Road Behaviour

eene (1961)

Adapted from Chin and B
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| Communication Model I

m Education

E
gy Traffic Police

By Traffic Police
Enforce Law o That accidents are preventable
penalize defaulters e About scale of problem

Benefits of safe habits
Organize seminars
o Create web portals

By Schools Colleges
Take actions against
underage driving and other

offences M;gnl N
By Media . 18p' ay statls’ucs
. Abanfion and pfmalize o Use icons to impart messages
Regatve adverusements ¢ Conduct class on road rules
By Parents E By
o Domot provide vehicles to g o Show visuals of harmful effects
children not entitled o of usafe behavior
. [Insist helmet wearing 2 By Health Sector
o . .
, Insist not to talk on phone ® o Display impact of unsafe road
when driving behavior ' N
By Organizations o E(:;lc;f an accident to victims

. Ensure compliance by

Suffering associated with

Engage
Enforce Use fear of Punishment Road Safety is Accentuate the Positive Encourage
stakeholders’ Collective
responsibility
Evaluation Encouragement
@ I
. £ £
Impact of various measures é’ e By Traffic Police
@n . o .
o Barriers to desired behavior E F: ¢ Give recognition stickers
o  Ways to overcome resistance E £ o Accentuate positive behavior
=]
Continue periodic evaluation £ = By Schools/Colleges
s o Awards
E e Appreciations
Emergency F o Rallies, contests
Emergency Care Care S Initiati
e Initiatives
o Teach first aid to every citizen Fvaln By Media _ . -
*  Bystanders to help victims o  Advertisement with positive
*  Phone numbers of hospitals to " Imessages Aenci
: . y Insurance Agencies
be displayed on highways and S e T o fera
city roads abide‘;s
*  Hospitals to provide By Pareats
emerge Zy acts .
SISy CATe o  Encourage safe habits in
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becomes vital. Apart from providi i
rovisions have to be properly an ader:]?xat!cl:c}" formed 1 7 Cucts, the Eetha s

vision — To be a visible and credible system of

common persons utilizing banking services dispute resolution mechanism for

use of IT systems comprehensive . )
capabilities of staff through training and easily accessible database and enhanced

(4) To enhance the awareness of the BOS

Qis thth‘?ulzoess pbrgivnldes ailrll (iilltematwe s:yStem.to the Cour?s, it is imperative that the system
resolde ﬁgnancial %iisputeseli)r? n;i ﬁ‘%ll?, lmgartlal o g ving necessary financial skills to
air and trans ;

independence of the Banking Ombudsman haE fee;: :tllz?llrl:; bl;l Jlgea;(llﬁtzg:e@,l{tgel
;?a)t(l:fmrl ff‘:)l?tt(;'e: ‘;‘::g fl?hznes)l:ifs‘:hllllsalmpaftiality, the tenure is generally capped at a
and remedy of systemic issues Thi i};}:::acriirgl\lnsgons o he BOS o aimed at justice

. . etween the Banking Ombudsmen,
Banking Codes and Standards Board of India (BCSBI), Indian Banks Association (IBA)
and the regulatory departments within RBI is channeled through a dedicated department
—Customer Service Department. Customer care issues are at the top of RBI’s agenda and
the banks make conscious evaluation of the customer service and financial inclusion
issues while approving any new innovation in the financial sector. The World Bank —
IMF led Financial Sector Assessment Programme (FSAP) also appreciate the BOS. Due
to changing level of expectations by the customers of various banks and the range of new
products offered by these banks, the BOS has undergone extensive changes in June
2002, December 2005 and the revised BOS was brought into operation in the BOS 2006.

BOS 2006 and subsequent revisions of 2013

The various initiatives undertaken by RBI to address the customer care issues got a shot
in the arm with the setting up of the Committee of Customer Service in the Banks under
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charges (no discrimination amo %lementing lsi,: b;OO7, the BOS 2006 wag g *ing

branches ). The issues in not im L In : reasons stipul Ndeg
discussed with the stakeholders B"d. . of a compla'“t for P Hated nq

further to appeal against award or rejectio” y 2006 was further amended in Febp, N
the BOS ?(l)) [:Ee agpellate authority. The 255 o+ banking, ATM and credit card‘xary
2009 1o includo deficiencies arising out Of MM L int against the non-aghey. 1
addition, a customer would also be able O l(:jdgef:'oar lenders Or the code of the B:n';(ce
of the provisions of the Fair Practices Ly king Codes and Standards Boarq of | s

i ; an i
commitment to the customers issued by the B and the

ate

Rajya Sabha Committee 2

(BCSBI). Further to Damodaran Commnttees had made recommendations, [p View
Subordinate Legislation in their report on BO d updation of the BOS 200¢ of
this, an internal working group for revision an submitted its report in j Yy
constituted by RBI in July 2012. The working group king group include e

2013. Some of the important recommendations of the working banks/district Cxtensj

of the BOS to include non —scheduled urban ccqueratl\gios .nc. af‘d‘state
cooperative banks, modifying the definition of ‘bank’ in the 5 , pe:u“c;ary)uﬂsdmi(,n
of BO, opening of new offices of Banking Ombudsmen (OBO), intro uction of fregy,
grounds of complaints, appointment of additional ombudsman in offices of hlgh Volume
of complaints, and increasing public awareness of the BOS. The recommendationg of the

working group are being examined by the Customer Service Department of Rpj for
implementation.

RECENT EXPERIENCE

As competition among banks has failed to deliver the desired results to safeguarq th

Interests of the customers, the RBI has intervened by ensure to protect the interest, y

::hurstomers. Recent. experience of RBI in dealing with consumer grievances and djg -
ough the BOS 15 presented and analyzed hereunder. Fifteen OBOg covering 29 stl;t:z
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Table 1: Comparative position of complaints

-

“Numberof OBOs

“Complaints received during the year | 71274

1 2010-1

————

2011-12 2012-13 \.
15 15 \
172889 170541 %J

— |
me Banking Ombudsman Scheme, Annual Report 2012-13 (RBI)

0BOs at New Delhi, Kanpur, Mumbai and Chen
against banks each year. These four OBOS acc
total number of complaints received by all OBO

A comparative position of population

against banks is given below:

Table 2:

S.

nai received more than 5000 complaints
ounted for more than 50 per cent of the

—group wise distribution of complaints received

Comparative position of population —group wise distribution of complaints

No .of complaints received during the years

Population 201011 [2011-12 2012-13 % increasj

Group (+)/decrease (-)

Rural 7816 (11%) | 8190 (1 1%) | 8598 (12%) +1% \
"Semi Urban 10816 (15%) | 11982 (16%) | 10868 (16%) 0 \

Urban 21218 (30%) | 24565 (34%) | 24246 (34%) 0 \

Metropolitan | 31424 (44%) | 28152 (39%) | 26829 (38%) | 1% \
Total 71274 72889 70541(100%)

(100%) (100%) W

Note: Figures in brackets indicate % to total complaints in the respective years.

Source: The Banking Ombudsman Scheme, Annual Report 2012-13 (RBI)

It may be observed from the above table that there has been only
population —group wise distribution of complaints received in the

marginal change in the
OBOs. The sources of

complaints remain heavily skewed towards customers in urban/metropolitan areas.
Complaints from urban and metropolitan areas account for 72 % Of the total complaints
as compared with 28 % of total complaints received from rural/semi-urban areas. This
may be attributed to increased availability of banking services in metro/urban areas,
financial literacy and higher awareness of the BOS of the bank customers in the
urban/metropolitan areas compared to their counterparts in rural/semi urban areas. With
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interlands and ONgoing 4 .
: g into rural hinterié driy
Increasing penetration of banking services into this mix 1S €Xpected to ey

i ints in dj *Tg
. ) ial literacy, "1 omplaints in diverg a
Aimed at financial inclusion and financ OBOs receive comp

¢ m
. . et i sts and hand delj Odey
Significant change in coming years. Further, rered/ordinary po d ban e :
such as on |; mail, Fax, couriers, regis brough different modes is provg:
comp:rag:e l;::‘si?i-on o;“ corr;plaints received t

in
Table 3,

—wise No. of complaintg rec
Table 3: Comparative position of complaints mode 518 Civeg

during the years

o011 | 2011-12
Mode o011 202
N—— 9736 (14%) | 9499(13%) | 1138] (T6%
E- mail
T 9265 (13%) | 10026 (14%) 8160 (129
On line
Post/Fax/Courier 52273 (73%) | 53364 (73%) >1000(72%; |

ax/Coure

Total 71274 72889 (100%) 70541(1005;
ota

(100%)

Note: Figures in brackets indicate percentages to total in respective yeary,

Source: The Banking Ombudsman Scheme, Annual Report 2012-13 (RB)

Post/F ax/Courier had remai

ned a popular mode for receiving complaints with 77 o,
throughout all three years s

tudied here. Electronic mode was preferred by 2§
complainants. As in the past years, individuals continued to lodge comp.lal
highest levels than other categories. Complaints pertaining to meet commi
observance of fajr practices code /BCSBI codes were a m
18130 complaints constituting 26

0
% of the
nts to the
tments /pq,
ajor ground of compliant wjt
% of the complaints received. A large volume

Broadly, the reasons for the card
charging of annual fee in spite of bej
over phone, sale of unsolicited in

Surance policies and charging of premium on suc
policies , wrong billing, settleme

nt offers conveyed telephonically ;non-settlement ¢



Jaw charges, postage and telecompm: ... items gy .
publicity expenses ’depreCiﬂtion ag’d“gtiatlon Charges, print(i::ga:nr;mt’ :gxes, Insurance,
2 ? N er misc stal IOnery expen
includes  furniture,  electricg - Penses
icati ; Plianceg
telecommunication equipment apq - Computerg ;
complaints at OBOs, motor vehicles, Table 4 presen/tr il;;ed e? Handin
cost o handling

Table 4: Cost of handling Complaints g¢ OBO
S

2010-1] 2011-12
S
281

Complaints received (72021
b |
72889
Average cost of handling 5 [ 3679 ——
619
3858

compliant (in Rs.)

during the last three years. Average cost i
of
2012-13 from Rs.3619per compliant in 2010}1 lalndll

CONCLUSION: EMERGING CHALLENGES

ha . . %

> clgzlra . rfgdg:r(:ll(lsgiii ('cildOptlng Internationally best practices in introducing and
1995 Bos bl Sman Scheme (BOS) for nearly last two decades since
i r;asolve arel ;Ct(())nzlllllr)rll);rtd.lmpiovelrlner}ts and reduce disputes at the bank level

1Sputes that fail to resolve themselve

burden on the courts. Intgmationally it is becoming increasinglyseililgernetdtl;:;et ?11:
consumers and the service providers find it easier and convenient to resolve
disputes through the ombudsmen than the courts,

» In our economy with growth of financial inclusion, innovations in financial
instruments and technology have become drivers of the banking sector. With the
expansion of E-Commerce, Digital Literacy and awareness of transacting on the
digital medium will enable the bank customers /“netizens” to take advantage of
the initial momentum created by the financial inclusion to the next level by
sustaining the earning potential and consumption boom in the economy.
Customer care issues and compliance mechanisms for the protection of banking

consumers has to be evolved as part of the BOS.

» As Shri K.C. Chakrabarty (former Deputy Governor, RBI) has emphasized
“These are challenging and exciting times for the banking sector. We must be all
prepared to face the challenges and convert the opportunity knocking at our
doors into a win- win situation both for the bankers and customers. We need to
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. Abstract
Purpose - This paper Sels out to examine how the high levels of commercial marketi
energy flenSe, nutrzgnt-poor Joods and beverages especially targeted tg ”;zq;d e
responsible for obesity. Problem and mechanism to fight against related tcc; ;Jr;fnnin‘;:let

issue of health and safety standards, in roduct ies like biscui ’
etc. is thoroughly discussed in this paper.p ¢ calegories like biscuit, noodles, jams,

Desig"(meth"do’og}’/approach = An extensive literature syrve was conducted to get
authentic test reports ?f food categories ynger Study. HighIiJ;htin faZts cofe te (;sgef
Jeading br gnds are :Studled and analysed. Food safety norms regulatiin racticed fvortl)d
over and in India is also thoroughly studied alse comments are put orlz) shortcomin
lacunas. &
Findin.gs — There an estimated 35 million overweight/obese children in developin
countrzes: compared tg 8 million in the developed countries. Most brands in test refulg
are high in sugar, sodium, salt and low Score on other important count. Indian standards
fall short on setting specific limits for sugar; salt other ingredients, so marketers are
taking consumers on ride. ’
Research limitations/implications — The findings limited to few selected product
categories cannot be generalized on across range of products. Only few popular brand’s
results were studied and analysed.
Practical Implications — Research given an insight of truth of label information.
Research findings can use to know about:

How to make smart buying decision?

Shortcomings of food safety standards.

Strategies to have control on the issue.

Keyword(s) - Childhood obesity; Food safety standards; Test result; Brands.

INTRODUCTION:
Modern day’s products are highly complex, so right to safety has become significant.

The right to safety emphasis on protection against goods, which are hazardous to health
or like, the consumer has the right to protect against such goods. The problem of health
and safety has been prominent issue in the development of consumerism. World over
epidemic of obesity is affecting the health and well being of millions children. The high
levels of commercial marketing of energy dense, nutrient-poor foods and beverages
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iIdren is “ Power ildren from
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is little difference in pester power : n Indian TV comm ) . e
. , this reaso he products, whic
Z?l:euc ozopglcaggotf:;l: s;')rcﬁhrll;z t;:lzf:t);s to them and also for the p h ar
1n S€d 1 ’

remotely associated with kids.

) . benefits for the firm int
Brand loyalty established with children now \ylll provide t;utg: earn a profitable Custon::
juture. S0 the marketers are tred to b Srcxzftll)it::lcproducts are marketed to (e,
in | - But it is very detrimental, in case T as able
;lJlnl(i)lI(lf l'-lﬁnthe uollden dar)}:s the child had to wait ntlér:le{;?:m?STv\V/ e mo\tl?e sreeti;

mpu ’ ’ )

ehiprehend and express, now days thanks to Co ﬁ from the tender age of two yeq,
child starts absorbing commercial 1nfqrmat10n eve p
They absorb brand publicity and retain it better than elders do.

Uneducated consumers are ignorant. Lack of education awareness spilled 1ts ill effect
every sphere of the society, including consumption. Consumers are 1gnorant 3

uneducated about the market conditions. In such situation, the marketer has a tendep
to exploit the consumers, It s equally true with educated ignorant consumers, and
of the Indian consumers are like this only. Adv

ertising agencies and market;
fanagement have a very important role to play to put check on overplaying the clajms
FOOD CONSUMPTION, CHILDHOO OB

Childhood obesity is increasing and increasing at a rapid pace Specifically in most of
developed part of the world. World over epi

_ I ' demic of obesity is affecting the health
well being pf millions children The high levels of commercia] marketing of ene
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UK according to one survey, 16 per cent of boys and 10 per cent of girls aged between

;'.'10 in UK are obese. The UK government banned advertisements for foods and drinks
- u in salt, sugar or fat from television programmes. British Government tried to fight

mﬁ?nst the problem of increasing childhood obesity; however this decision left both
advertising agency and health group angry,

some Important Facts

More than 1.8 mxlhop adolescents die every year due to preventable causes. 59%
clientele of fast food giants are students, Obesity ranks as the fifth leading global risk for
mortality. There are an estimated 3} million overweight/obese children in developing
countries, compared to 8 million in the developed countries, (Source: Gwalani P.,”
Obesity weighing down kids”, The Times of India, Nagpur, Sept. 10, 2013, pp.5)

«adolescent health nutrition status has an intergernational effect, Habits acquired during
childhood and adqlescence remains with a person throughout his life and also set an
example for his ch11_dreq. Also, obesity in childhood invariably continues into adulthood,
Jeading to @ very hl‘gh incidence of non-communicable lifestyle disorders in life” said
pr.C.P. Bansal national president of IAP (Indian Academy of Pediatrics). WHO’s
guidelines for recommended dietary allowances is:

1% energy from trans fat (2-2.5gm/day)

Less 10% energy from free sugar

15-30% fats of total calories

55-75% carbohydrates of total calories

10-15 % proteins of total calories

20-25 gm per day added sugar

5-6gm/day salt

(Source: Gwalani P., “Obesity weighing down kids”, The Times of India,

Nagpur, Sept. 10, 2013, pp.5)

RESEARCH PLAN:

The data for the study collected from various authentic reports from various recognized
labs, published in various magazines, journals and newspapers. The research inputs
include mostly observations from food categories targeted to children. The research
focused on identifying Indian standards, standards prevailing in other countries, and
identifying gaps where standards are not available pertaining to food product categories

under study.

RESEARCH GAP:
Both government as well as private sector agencies has increasingly become worry on

commenting on food product quality or safety on record.
Standard marks like FPO, etc mark is missing on leading brands which mandatory for

this category of product category under study.

Identifying need of standard code dealing with food product quality and safety for
advertising and marketing communications in any media. Standard code, regulations in
countries world over and in India and its effects of obesity among children.
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TEST RESULTS OF PRODUCTS: AN hy and children under 14y,

Rs. 1400 crore healt ynutritiona“y fortified thay °thee
Health drink industry is worth : clt;i ming t0 be ﬂ}g{; in itself, do add-on healt, dry !

major segment. Each brand i mplete L of brands from the s, ks
brands. When milk is supposed to be 8 €0 é) on 10 leading © Bmep,

te
by the leading organization ha¥e ar, their sugar conte’ ntent, dietary fiber, hygiep,
sk btands smelhi gl in AU ; like protein d’ low score in most of i
When tested on bl?a{ggzzeﬁy safety, solubility, an the
processing, micro-bio ‘ . teading.
other count. . Tuice drinks can be easily mls}:e o egwould .
Fmitjm"crehs . '210 etx Ce;);ggttcl;:l:ﬁ j:::ge and it may not be the jul Ume jt
e product m . i -
to be. the leading brand In this category, in j
Tropicana’s Peach Papaya one of each or papaya juice. It's mostly vy
Papaya drink does not contain any P vealed in the US.

i is was ré :
sweeteners and some pear juice - th}s Wll d a “beverage”, “drink” or “punch» i
It is being said if a juice product 1s calle

ers. It probap)
€] . 1 ¢ oot known to the consumers.

100 percent juice, which 1s n0 ; ape juice which :
gcl:iarilr(i; bl:lrge aF:nount Jof water, sweeteners, and white grape j Ich g
h d not very nutritious. ) - >
((:SEZSCZI:] “rllghenrgackage labels become misleading”, Consumer Voice, Vo 7
Issue 1, July 2006, pp.6)

For children breakfast is incomplete if bread, toast is not gccompalclilid Wﬁt? dgam. IJams
are consumed by people from all the age groups but extensively use }‘;”rc ! he 0. If Jam
identified with primary ingredient as fruit pulp, it could be farthgr om the tr.uth‘as
revealed in comparative testing: Twelve most popular brands of India by an organizatiop
of high repute are tested.

It observed that quantity of preservatives is above maximum permissible limit in
all brands. '
FPO mark is missing on three brands which mandatory for this category of

product category. Jams also entitled for ISI mark. But no brand under the study
have ISI mark, may be because of the fact that it is voluntary in nature,
Sugar, and not fruit pulp, is the main ingredients in jams.

(Source: “Raising a toast to your jam?”, Comparative test, Consumer Voice,

Vol. 7, Issue 5, November 2006, pp.6-11)
Potato chips can easily be called an ‘unhealthy food’. Voice tests of nine brands of
potato chips reveal:

All brands have high fat content

Brands that claim to have pudina or chagt flavor, actually rely on their high sal

content to get people addicted to the taste.

A(]fcordmg1 to the UK Food Standards Agency even 1.25g or more per 100g o

salt is a “lot of salt”, Brands testeq have sodium

: co n

times more than this limit et and Silt onfea min
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rce: “When the Chips are Down" _ "
f?:sue 1, July 2006, pp.9-13) wn ', Comparative test, Consumer Voice, Vol
days’ comn flakes and their variants and other options available, as a breakfast

These udv sel
1. One such study selects and tests only the large sellin :
o ch are consumed across the country. Findings a:f; g variety of plain corn flakes

wh i
Some of the brands did not meet the claims with actual i
S0me ¢ ) _ test results of nutritional
ts like Sodium, Calorific V P~ o y
lt:;:n ot alue, Carbohydrates, Protein, Vitamin A&C, and
Most [?rands give misleading claims on their packing and display fruits & other
mgmdle.nf‘scon }}ilcl;: YVhere they are not added or added in small quantity
(Source: ~Corn I'lakes ", Comparative test, Consumer Voice, Vol. XIII, Issue IX.
September 2012, pp.7-12.) T '
The Indian noodles market stands at a whopping Rs. 1,000 crore — and its growing. In a
user SUrVey,s ansumer Education and Research Society (CERS) found that many
consumers have instant _noodles more than once or twice a fortnight and that too of big
pack sizes. To check claims, 15 widely sold brands were tested in in-house lab. Findings
are:
All 15 tested brands were found to be hjgh i
! gh in the sodium content. Of these onl
five brands mentioned the amount of Sodjum, Schezwan Noodles mentioned Z
i(;(;lsum g;:lo(r)l(;entT(Lf 1 U9é r;lgi‘l 00g, whereas the tests revealed a shocking value of
m g. The Standards consider 130
acceptable. mg/100g to 600mg/100g as
Fat content in almost all the brands was on the higher side, in the range of 14.7

per cent to 18.4 per cent. As per UK FSA Standard i
20g/100g fat is acceptable. ards consider 3g/100g to

Brands mentioning whole wheat flour (atta) have maida or a combination of
maida and atta.

(Source: “Instant Noodles are they a treat or a trick?”, Comparative test,
Consumer Voice, Vol. XIII, Issue XII, December 2012, pp.22-27)

In India cookies are the children favorite and one of the most common snacks. Consumer
VOICE collected eight brands of butter-bite biscuits, to find out and see whether they
kept their promise. Some disturbing facts are as mentioned below:
Most brands contain moderate to high sugar. The Sugar content in two tested
brands Priyagold and Anmol was found to be twice their declared value.
Diabetics have to careful.
The Indian standards have set no specific limit but a higher quantity of sugar is
not desirable.
Indian standards do not have any prescribe requirement for carbohydrates since a
wide variety of biscuits is produced. The results are between 65.45 and 70.71 per
100g. Experts recommend lower value of carbohydrates as better.
(Source: “Sugar, Butter, Cashew What'’s In Your Cookie?"”, Comparative test,
Consumer Voice, Vol. X111, Issue XI, November 2012, pp.7-13.)
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A survey conducted by Food and Drug /}dt:il:::; N
in the year 2006 observe very surprising fin

15% of food products. The adulteratgd ingredlent;ucts ke dhiate, Eweci
sample of food includes cooking oil, dairy pro

liked by children.
products like ice-cream, bread, cake, ice candy, etc., mostly

. g states posing ger:
Milk contaminated with synthetic material is being sold mllzgtrg(]leg)l’ e Fo%:is g ff;eymm
threat to the life and health of the consumers. Samples co Iterated milk .
f India in 2011 revealed large scale of adulterated milk acrogs g,

Standards Authority o . : S
country. The Suptryeme Court favoured life imprisonment for people ndulging ;,
production and marketing of adulterated milk and asked the state governments tg make
amendment in laws,
(Source: “SC wants Jj

Nagpur, pp.8)

fe term for milk adulteration”, The Times of India, Dec. 12, 2013,

> Disney announceg in January 2013 tha : L ,
kids on its TV networks, Y hat it was banning Junk food ads aimed at

> ?(:los(tjﬁ:izn I;Association of Nationa] Advertiserg (AANA) has introduced AANA
fd Beverage Code gng AANA Children Code dealing with advertising
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years of age or younger, Y media directed Primarily at persong 14
» Countries where there are {

implemented include Swede

Adherence to global manufacturing standards at a]] the food product-manufactming units
should be must. A very recent example in USFDA banned import of drugs made at
Ranbaxy’s Mohali plant. USFDA claims its tablets embedded with ‘black fiber’ that was
suspected to be hair from an employee’s arm, ‘black spots ’ of oil from machines in
tablets and absence of running water in toilets. The US health regulator made 1]

observations, citing various violations of Current Good Manufacturing  Practices

(CGMP). USFDA also pointed out the lack of hygiene in the toilet complexes of the
Plant. “During the course of i

nspection, the toilet facility adjoining change room of the
"aw material storage area did not have running water for hand washing and toilet
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inspection is carried out in all food manufac:“ e to such astringent nor:,g hﬂs
to be shut down. Also possibility of €0 . . ’
manufacturing plants is very rarc. hair, oilin Ranbaxy tablets”, The Times of Ingj,

(Source: “USFDA found suspected haif: ’

Sauce, etc. which are Simp
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Nagpur, Sept. 19, 2013, pp. 13.) ¢ Jam,
Mothers at home can be made aware about rc;:l;i’: 5 ol Free Help line. e
make Mass media can play an important f"consumer organigatlons should take $

ards. [ such issues/ cases sh0u10n al

make the certain difference in this €82 .
unethical advertisements for open discussion: ure hence Stops buying ang
highlighted, in Media. Prevention i petter than Z st step, childreit Shou]d()fferi"g
products is immediate solution o the P robler™ ains just as potent today 0t b,
exposed to junk food ads. Boycott, the weaporl’ rer? necessarily implies a strici wag
during freedom struggle time. ‘Opinion leader 1 In case of school goin leage
follower relationship can also do this job effect'lvely. fte decisions of C% Chilg |
the source that is identified as having majo.r 1mp act ctht can have a decisiv ll-dre"» Iy
Teachers. ‘Teachers’ guidance to the children in this con & € Impagy
India (FSSAI) take note of tp, sl

CERS recommends that: hosity © ¢
The Food Safety and Standards Author1
minimization egorts recommended by the Food Standards Agency (FSA) of

and suggest limits of salt and sodium.
Labeling information on the salt sodium content to be made more specific 5
prominently displayed.

treat or a trick? ” Comparative te

(Source: “Instant Noodles are thy a
Consumer Voice, Vol. XIII, Issue XII, December 2012, pp.22-27.)
Suggestions by IAP’s Task Force
Celebrities concerned may come out in Support of the cause by refusing
endorse such ads.
o showcase their own lifestyle to promote healthy habits,

Celebrities could als
Food Standards & Safety Regulations of India (FSSAI) should also:

Regulations to reduce salt, sugar, and fats in junk foods;
Change labeling rules for Trans fat, sugar and salt and making them

mandatory for any food product.
(Source: “USFDA found suspected hair, oil in Ranbaxy tablets”, The Times of

India, Nagpur, Sept. 19, 2013, pp. 13.)
Punishment should be made harsher for offence and sought response from states on what
action they are taking to control the menace. To quote the present Food Safety Act
awards six months jail term which is grossly inadequate, the SC felt and asked sates t0
amend the law. Already UP, Bengal & Odisha has amended the law in this regard.
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specific and prominently displgyed. Also identifying the need of standard code
dealing with food product quahty and safety.

CGMP: Government should seriously think over comi:
Manufacturing Practices (CGMP) for food products.
AMENDEND CONCERNED LAwsS. Punishment should be made harsher for
offence and sought response from states o Wwhat action they are taking to control
the menace. Punishments in Food § fety Act is grossly inadequate, the SC felt,
need to amend.

ng out with Current Good

verage Code and AANA Children Code
dealing with advertising and market; icati
primarily at persons 14 years of age
PRVEVENTION IS BETTER THAN CURE:

unhealthy products become is the immediate solut

Preventing/boycotting unsafe,
It is important to take some corrective action

ion.
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gh 4 1ps with customers. Nature and extent of
Service Quality is dependent upon certain identifiable factors or dimensions w
be optimized with wise managerial judgments.

The subject of service quality has aroused considerable recent interest among business
people and academics. Of course, buyers have always been concerned with quality, but
the increasing competitive market for many service

s has led consumers to become more
selective in the services th

ey choose. Conceptualizing the quality for services is more
complex than for goods. Because of the absenc

e of tangible manifestations, measuring
service quality can be difficult.
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and the latter how the customer receives the service-
quality, the company’s profile or image acts a “filter - i
image, it is easier to overlook smaller mistakes in 1tS service delivery; to regard thep,
temporary disturbances. a“‘
Edward Burch et al. (1995 examined the applicability ©
measurement scale (SER(VPEI){F) to the rental industry- The SEBVP}?RF scale wg,
found to explain a great deal of the variation in service quallt}’-'Whlle S_aUSfaCtion
to have a significant positive effect on purchase intent101, service quality does not seer,
to have a similar effect.
Lehtinen and Lehtinen (1982) defined service quality in terms of physical quality
i teractive quality and corporate (image) quality’ They also suggested that whey
compared with the other two quality dimensions, corporate quality tended to be more
stable over time.
Leen et al. (2004) aimed at validating the retail service quality (RSQS) instrument
developed by Dabholkar et al. ¢ Malaysian business setting, specifically ir
the context of apparel specialty stores. Findings obtained from the confirmatory facto
analysis and reliability tests indicated that all the five dimensions of physical aspects
reliability, personal interaction, problem-solving and policy were highly suited fo
measuring retail service quality in clothing stores, also proving that the instrument wa
applicable in the Malaysian culture. Through the correlation analysis, it was shown thz
retail service quality 18 furthermore associated with future consumption behaviour i
terms of the customers’ intention to visit, purchase and recommend the stores to others.
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CTIVE OF THE STUDY AND RESEARCH PLAN

opIEY the most significant dimension of Retail Service Quality Scale (RSQS)

1o ':cing gervice quality of super markets in Gujarat State,

influe

0 a and Sources of Datq

N"::arc ata 18 used for the study. This data has been collected through questionnaire.

cample 08" o method is used

Sam ive gampling method 18 used to collect the data. A sample size of four hundred
from different cities of Gujarat State. A structured questionnaire was

pur[:: ors was taken . ie
con (0 400 respondents of different cities of Gujarat State which consisted of close ended

Ivopulﬂﬂon. T oy
populﬂﬁ"" includes Consumers in different cities of the Gujarat State.

e element

am
lsndividual Consumers W

ampling technique
purposive sample tec

ho visit the super markets are the sample element.

hnique is used to select the sample.

sample Size
The sample 12€ of 400 respondents was taken from different cities of Gujarat State.

uestionnaire design '
A Structured questionia ve has been prepared and distributed among the selected

consumers in different cities of Gujarat State to study their perception and preferences
regarding service quality dimensions of Super Markets.

Area of the study .
The area of study is limited to Gujarat State. Different Super markets of Gujarat State

like Big Bazaar, D-Mart, Star-Bazaar, Vishal-Mega mart and Pick- N-Pay are selected
for research to study the consumers perception and preferences regarding service quality
dimensions of Super Markets. The study can be extended for consumers across greater

geographical area.

Frame work of data analysis
Statistical package for social
(Retail Service Quality Scale) model was used.

science (SPSS.16) was used to analyse the data. RSQS

Limitations of the study
For the research work, data was C
consistency but due to prejudices 0
are as follows:

e different cities of Gujarat and hence the

. The study depicts the present scenario in th

result may not be applicable to another period of time.

2. The study is limited to 400 respondents belonging to different cities of Gujarat.
3. Answer to the questionnaire depends upon the beliefs and prejudices of consumers.

ollected and interpreted with utmost reliability and
f a few respondents, certain limitations of the study

76



are true and honest in cxprcuing their views ang

ly and without any bias. hay,
markets, hence this cannot be generaligey .

Or

4. 1Iti
ml'::s;iumcd that respondents
S The o de questionnaire honest
by study is conducted only for super
er retail formats.

DATA ANALYSIS
ondents of gelected

Table 1 Classification of resp
__super markets of Gujarat Sta(e
Super Markets Respondens
Big-Bazaar 153
'D-Mart______——— + =
Star-Bazaar T - ’25 '
Vishal-Mega mart T — 25
- — 25
— 400
Retail Service Quality Scale (RSQS) 1‘}’;“’“’:4'“ ek':ts
Table 2 Service Qualit Evaluationo uper Mar —T
Statement N "DA | mean | SD |sE
. %) | (%) | () —] -
Dimension 1: Physi 1 —T 18 Y
1.The super market has mo gg | 10 | 2 4.18 | 0758 ) 0038
equipment and fixtures L —t371 | 0.879
2.Materials associated with this | 66 25 9 371 | 0872 | 0.0H
supermarkets service (such as shopping
s and catalogs ) are
8 3.90 | 0.964 0.048

bags, loyalty card
visually appealing

ket has clean, attractive

3. The super mar
and convenient physical facilities

restrooms, fitting rooms) -

4. The layout at the super market makes it | 89 7 4 | 440 |0 835 | 0.04
easier for customers to find what they need

3. The layout at the super market makes | 83 | 14 3 | 4.31 0.827 | 0.04
easier for customers to move around in the

super market | 1

Dimension 2: Reliabilit | <o 005

6. When this super market promises 0 Do | 35 35 | 30 3.04 | 1.159 0.05
something (such as repairs, alterations ) by

:+ will do SO — I S ey

33 | 16 346 |1 035 0.02

time, 1t

e
H
W
=
o
O
[\

u\
o0
[\S]
—
S
—
o o)
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ble when the customer want it
store insists on error- free sales
0. cfi ons (relating to billing, returns etc)
nsé
ds___———————— |
wd 3 Personal Interaction
pIme™ loyees in the super market have
11 n owiedge to answer customer’s
gsesﬁ""sbehaviour of employees in the | 67 | 37 |1
2. The instills confidence i 2 | 11374 (0976
oper market  1nstills nfidence in 0976 | 0.049
rs
C“Sto'gf,stomers feel safe in their | 67 | 24 | o 5o
3 - : 9 1385 1017
'OnS wi ’ ‘ O |
cact th the super market 017 | 0.051 |
o employees in the super market | 67 | 22 [ {1
. m tservi.ce to customers 3.77 | 1.008 0.050
Employees 10 the super market tell | 40 | 35 | 78 3 1g o
Cuétomefs exactly when services will be 25 | 3.18 | 1.082 0.054
rmed
et ees i the s i —
~Employees 10 uper market are | 50 | 30 | 2 |
:llgver too busy to respond to customer’s 0| 340 | 1.055] 0.053
ts
| request__—— .~ —
7. The super' market gives customers | 40 | 24 | 36
ilndividual attention 3.08 | 1.205 | 0.060
in the super market
8. Employees 10 t ' p are | 67 | 21 | 12 | 3.77
consistentl courteous with customers 09791 0.049
19. Employees 10 the super market talk | 57 | 25 | 18 | 3.50 | 1.
courteously to customers on the telephone a6y 0ose
Dimension 4 problem Solving ‘
70. The super market willingly handles | 38 | 27 | 35 | 3.08 | 1.203 | 0.060
returns and exchanges
returns anc CACT<
21, When a customer has a problem, the | 42 | 39 | 19 | 3.33 | 0.997 | 0.050
super market shows a sincere interest 1n
solving it
22. Employees of the super market are able | 48 | 31 | 21 | 335 | 1.042 | 0.052
(0 handle customer complaints directly and
immediately
Dimension 5 Policy
23. The super market offers high quality | 73 | 19 | 8 | 3.94 | 0.956 0.048
merchandise
24. The super market provides plenty of | 77 13 | 10 | 4.08 | 1.034 | 0.052
Convenient parking for customers
25. The working hours of super market are | 69 | 21 10 | 3.89 |1.038 | 0.052
convenient to all their customers
26. The super market accepts all major | 71 19 | 10 | 3.99 | 1.071 | 0.054
credit cards L
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imensions of super Markets
sented as below:
pment and fixtures; the |

; a
d; the layout which maki:uitt

: er
rvice quality ” :
he survey 18 Pre ui

Larn- looking €d co

Consumer perception about the set
measured. The results obtained from

L P odern .
It was found that the statements like; r:'; find what they n free sales transactiong (re]
Wwhich makes it easier for customers on error-

atip

“lfe f all maj 3
easl;elrl for customers l;’ m%v: ez:;zgfi Convenient pafkt‘lgs; markets in Gujarat Sty di
to billing, teturns etc) an s hat s

s are
‘o indi t i the perceptj
e e 5, T 00 s e e
fulfilling the expectations of the Cus 1nd that super m

. ity
. d a item score meang
consumers towards super market is good India, as none of the Valug
mission of replacing the traditional stores 1n ’

<3

. ; . o hat modern- 1oq;
Dimension 1 (Physical Aspects) d it is found t in
In this catego(ry, five statements were measured an er for customers to find whyt th .

) it easi :
€quipment and fixtures, the layout V_Vhlch-ma? ers customers to move around in the Supe;
need and the layout which makes it easier fo s

5 nts had means value > 3 Th;
market had mean value > 4 while remaining twl?aslﬁf:lsetatements'
indicates that the respondents strongly agree wit

. hysical aspects dimeng;
Majority of the respondents had a positive perception of tllle :gr}éed it o Statemeny
at super markets, ranging from 66% to 89% as they strongly

. « ut at
this dimension. The strongest agreement was with the statement, (;}’levlvil)ilfe theth;;l{(per
market makes it easier for customers to find what they nfi ermarkets .
agreement was with the statement, “Materials assomateq with this s;[i)n ; Service
(such as shopping bags, loyalty cards and catalogs) are visually aI;Pet . % .rs 5
To test whether there s any statistical significant influences of selec aCOO5 ngchlstomm
perception at supermarket in Gujarat, “ t-test” at conﬁdenc? 1§Vel of 0.05 or 95, (df -
399, t tab value = *1.96) and the mean and standard deviation values of RSQS wer
found.
H,: There is no significant influence of physical aspect of super market on customer
perception in Gujarat
H;: There is a significant influence of physical aspect of super market on customer
perception in Gujarat

Table 3 One Sample Test (Test Value = 3)

Physical Aspect F actors

N | mean SD | SE T df p-valu

_ Sig.(2tail
400 | 418 [ 075 0.03 | 31.1 [399 .000

1. The Super market 'hag
modern- looking

€quipment and fixtures




e with this [ 400 [ 3.7] ,
ssociated with this | 4 , 087101 .
als X ervice  (such as MR8 | 300 T g
. loyalty cards ,\
visually .

%

ant . J— B—
calinB—— arket has clean, | 400

,,,,, 3.90 | 0,9¢
apl ; 96 | 0, :
£ The SUP° and  convenient $| 0041 18.67 | 399 000

-~

" active :
ﬂ‘"“?:a] facilities ( restrooms,

phyS™ soms : ,
ﬁr@ﬁﬂam super | 400 | 4.40 | 0.83 [ 0.04 [ 3357 (3991

The layot 0.04 | 33,83 | 3
4 T makes it easier for S313997 000
m“kfners 1o find what they

CuS(O

Jayout at the super | 400 | 4.31 | 0.82
’ ma>ll(es it easier for 0.04 131,68 | 399 000
to move around in

on the outcome of the t-test analysis at 95% confiden : i
?asﬁgcan ” nﬂuence of physical aspect on customer perceptioﬁeale::;;rtﬁalr’{:ét:?: CCh:'sa?(i
’s rejeCted’ since one sample t-test successfully revealed a statistically significant v;lu:s
’ phySi cal aspects of super markets. Mean values fall in positive side of RSQS rating ( >

cal value > t tab value and p-value < 0. 05 for all the select physical aspect fagtors
n,der Smdy'
(Reliability)
the reliability category; five statements were constructed and it is found that none of the
fements had mean value more than 4 but all the statements had mean value more than 3,

yich indicates the reliability of super markets in Gujarat.

respondents had a positive perception of the Reliability dimensions of super
11 statements in this dimension. The super markets provides the
tomers by providing goods when the customers want it. The
th the statement, “The store insists on error- free sales
returns etc) and records” while the weakest agreement was
t promises to do something (such as repairs,

imension 2

% to 74%
rket and agreed with a
ual benefits to the cus
ngest agreement was wi
1sactions (relating to billing,
h the statement, “When this super marke
rations ) by a certain time, it will do so”.

- There is no significant influence of reliability aspect of super market on customer

perception in Gujarat
- There is a significant influence of reliability aspect of super market on customer

perception in Gujarat
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Jpe— ‘
e=3 .
Tc&t,@ﬁ'/@u’ﬁ)? T | df

le
Tabe 4 One S 'S0

hedfee
i

Reliability Factors

1510058 | 0.69 | 399
‘——-T—*”T 3.04 )
1. When this super market promiSes 40
to do something (such as @Pa'f?i
alterations ) by a certain time, it Wi /Tajﬁ 0.052 | 8.89 | 399
;0 ?he super market provides ittS 400 | 3.46 | %
i ime i romises to
Services at the time it p. 099 0,050 | 9.07 | 399

do so R NEYT
3. The super market performs the | 400

101 10.051 | 16.11 | 399

service right the first time : 382 | 1.01
4. The super market has merchandise | 400 3.8
available when the customer want it piv 399 | 70.97 | 0.049 | 20.31 | 399

5. The store insists on error- free
sales transactions (relating to
billing, returns etc) and records

1, the Hy: There ;
Based on the results of the t-test analysis at %ftcfﬁréfd;?f;ﬁ; at sllLlI;er m:klest nnz
significant influence of reliable service on cu - ionifi
Glgljl'lamt is rejected, since the t-test successﬁll.ly rev'ee'lled a d sts?i{lggéyrztig;lg l(ca>n;)v atl ey
for reliable service factor. Mean values fall in positive side liable service fact, > ! cal
value > t tab value and p-value < 0. 05 for the entire select relia OT undey

study.

Dimension 3 (Personal Interaction) )
Personal Interaction of super markets with the consumer value greater 15 good ag the

result indicates that all the statements in this category have mean than 3. This trenq of
interaction (relationship) will be helpful to win the confidence of the consumers apg
retain them,

40% to 69% respondents had a positive perception of the Personal Interactio;
dimensions at super market who agreed with all statements in this dimension. Th
Strongest agreement was with the statement, “Employees in the super market have th
knowledge to answer Customer’s Questions” while the weakest agreement was with th
statement, “the super market gives customers individual attention”.

customer perception in Gujarat

H;: There is a significant influence of persona] interaction aspect at super market on
Customer perception in Gujarat



y

Table 5 One Sample Test (Test Value - 3)

~"§l/lra/téﬁb/ﬁ'<»?F'°‘°“ N [mean| SD [ S T

pers®

| in the super market | 400 | 3.81 0.049

M. E“‘*",';yeﬁowledge to answer 0.971

jha"'3 ner's uestions ‘

' custo * chaviour of employees in | 400 | 3.74 | 0.976 | 0.049

| 2. T‘: market instills confidence \

' the S

1‘ " Customers p :

gl C“S‘.°‘“°’s.mfe§ :Sferimgu 4001 3.85 | 1.017| 0.051 | 1667|399 [ 00
sactions wi Ll L

;fa“m employees in the super | 400 | 3.7 [ 1.008 | 0.050 [ 1540 399 | 00

“;arket give prompt service to \ W
tomers

o ployees in the super market | 400 [ 3.18 11,082 [ 0054

5. Employees in the super market 1.055 | 0.053 | 7.55 | 399
a;e pever t00 busy to respond to

customer’s € uests

7 The Super market gives | 400 | 3.08 | 1.205 | 0.060 | 1.33 | 399 .oow

333 {399
tell customers exactly when A
. ; ed
rV]CeS Wlll be el'form
s e 400 [ 3.40 \ _

customers individual attention

somesndd |
g. Employees 10 the super market | 400 | 3.77 | 0.979 | 0.049 | 15.71 | 3 000
are consistently courteous with \

Based on the results of the t-test analysis at 95% confidence level, the H,: There is no
significant influence of personal interaction on customer perception at super market in
Gujarat is rejected, since the t-test successfully revealed a statistically significant values
for personal interaction factor. Mean values fall in positive side of RSQS rating (> 3), t

cal value > t tab value and p-value < 0. 05 for all the select personal interaction factor
under study.

customers
9. Employees in the super market | 400 | 3.50 1.076 | 0.054 | 9.26 \399

talk courteously to customers on

the telephone

Dimension 4 (Problem Solving) _

Three statements were used to know the problem solving aspects of super market and it
was found that 48% of respondents reported that the employees of the super market are
sble to handle customer complaints directly and immediately (3.35 mean value), 42% of
fespondents reported that when a customer has a problem, the super market shows 2
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| omai——

18% 1EPONIENLs repon, iy

n value) w;ﬁ:m.os mean value), i
med han
i in solving it ””;‘:umg and exc ving aspect of Super
e ";::ccrtc:nunslr i ¢ problem # N
super ma ce 0
There is no significant influen jving aspect of supe,
H,: There Xi
o blcm ’q‘
customer g of Pro
perception in ificant influe
Hy: There is a sign
. i
custommnm ion in Gujarat ¢ (Test value = 3) |
6 One Sample T8 —sE T W
Table “f-f_'_;;,rgp ) ™5
,,,-,,..W”“‘"'MA"”~ N me E V‘ila‘
Problem Solving Factors z o
—_~_<---.\+ 4 'lﬁ
=g | 1,203 0.060 399 | i
——————1200 | 3.08 133| |
it g | | oo o Ea
handles returns and exchange 766—* 3.33
2. When a customer has a

problem, the super marlfet ghows I AT T} o
a_sincere interest in solving it 200 5 1.

3. Employees of the super market

are able to handle customer
complaints directly  and & Kk
immediately < at 95% conﬁdenge level, the H,: Th;re an
Based on the results of the t-test analysis a tomer perception at super market Gu;
significant effects ohf prtog:tms 321:1;%1311;,0ruesvealed a stgtisticallllg sgg?;g;am :al

. TbelJCCth,l s'mcefatcteor-Mean values fall in positive side of > Q solving (>3),
5;?1,;:“ tst(;l;qgaglue and' p-value < 0.05 for the entire select problem 8 aspect |,
study.

Dimension 5 (Policy)
To measure the policy of super markets, four statements Were constry

eported that the super market offers high g
merchandise (3,94 mean valye)
H,: There are ng significant effects in policy aspect of supér market on customer
perception in Gujarat
1 There are significant effects in pol;

: policy aspect of Super market on customer
perception in Gujarat
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Table 7 One Sample Test (Test Value = 3)

e | N mean | S.D SE | T [df | p |
P/Oicy Factor® value |
Sig.(2

tailed)

- arket offers high | 400 | 3.94 | 0.956 0.048 19.58\399 000 |

/The sul ndise l'

lualit’mspmel:amarket provides 400 | 4.08 | 1.034 0.052 | 20.77 | 399 | .000 J
e S ki

3 Th of

COnvenient parking

|ent)’
e cust\ggﬁ o of super | 400 | 389 [ 1038 1 0.052 | 17.11 399\ .ooo\
e

et 8T¢ convenient to all
e

mar ustomers
the%rhc uper market accepts all | 400 | 3.99 | 1.07 0.054 | 18.33 399\ .000 \
©

o credit cards -

4 on the results of the t-test analy_sis at 95% confidence level, the H,: There are no

. ificant effects of super market service policy on customer perception at super market

B at is rejected, since the t-test successfully revealed a statistically significant

policy factors. Mean values fall in positive side of RSQS rating (> 3), tcal
value and p-value < 0. 05 for all the select policy aspect under study.

in
qalues for
yalue > t tab

CONCLUSION

with the help of RSQS model, it was found that the statements like; Modern- looking
equipment and fixtures; the layout \yhlch makes it easier for customers to find what they
peed; the layout which makes it easier for customers to move around; insistence on error-
free sales transactions (relating to billing, returns etc) and records; Convenient parking;
acceptance Of all major credit cards have mean value > 4. This indicates that super
markets 0 Gujarat State are fulfilling the expectations of the Customers. It further
indicates that the perception of the consumers towards super market is good and that
super markets are succeeding in its mission of replacing the traditional stores in India, as
none of the item score means value < 3.

Majority of the respondents had a positive perception of the physical aspects dimensions
at super markets, ranging from 66% to 89% as they strongly agreed with all statements in
this dimension. The strongest agreement was with the statement, “the layout at the super
market makes it easier for customers to find what they need” while the weakest
agreement was with the statement, “Materials associated with this supermarkets service
gilllc:lo as shopping bags, loyalty cards and catalogs) are visually appealing”.
elegtrgzirfen'tshm the ambience of the outlet, bet'ter she.lves' and space n_lanage_ment, clear
should sigh posts, clean 'walkway's and aisles, lighting, promotional islands, etc
mprove overall shopping experience for customers.
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ts had @ positive percepti,

gpondents in thig q;. °
l;{ the reliability category, 35% '© k7:t°ﬁ>nreap ed with all Siat;?;mtfymp:h‘s- d‘“‘enfsithe
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y dimensions of sup al benefits 1© as with the statemen <

The super markets provides the ac! Saen s
when the customers want it. The Stfongesl ting 10 illing, returns € ¢) and recorqg, wt(}re
( a “When thlS Super mal'ket pmmiSes hllQ

insists on error- free sales transactions (f¢ en it wi i
the weakest agreement was with the statemerth . time, it .w1ll do s0™. Imprgy, *dy
something (such as repais, alterations ) Y & communication amongst staff Me Cny
that can be done by management are, lmpr(?vm and when super mark_ets, Promigeg b“s
using updated systems to process cOMP 1amtSld fulfill its promises Within a cergy &
somethings like repairs, alterations €tC- tsho h
0/, T€S ond .
In the Personal Interaction aspect, 40% o 9 /r’n pet who agreed e e
the Personal Interaction dimensions at super with the statement, “Employeeg : ~
this dimension. The strongest agreement waSc ustomer’s Questions” while the wlen
super market have the knowledge 10 answer rket gives CUSIOMErs ing;,. |

&
“. ma
agreement was with the statement, the P ting customers and provide themid‘fal
attention”. Training of staff to enable them 11 assis .

L lem
ould send mail at certajp ;

relevant and timely information. The Super, markgtss S:tc The consumers will lhnamm‘

occasion such as marriages, Birthday, Anniversaries €& Ve e

feelings of concern about themselves by the retail outlets-

]

ents had a positive perc fion
of

In the Problem Solving aspect, 48% of respondents repoftedtltha;ntgei;“;ild({yees of

super market are able to handle customer complaints direc yhas a roblelately (3
mean value), 42% of respondents reported that when a customer i P380/ m, the syp,,
market shows a sincere interest in solving it (3.33 mean value) whi he b Tespondey,
reported that the super market willingly handles rq@ms and exc ANZES (3.08 Meg
value). The super markets should provides proper training programs to its sales perg,

because they are the person who push the brand to the consumers.

To measure the policy aspect of super markets, four statements were constructed for ty
f the respondents (77%) reported that

purpose and it was found that the majority 0

super market provides convenient parking for customers (4.08 mean value). T}
indicates that majority of the respondents agree about the policy of convenient parking
super market while 71% reported that the super market accepts all major credit ca
(3.99 mean value) and 73% respondent reported that the super market offers high qual
merchandise (3.94 mean value). The super markets should provide information regard

special schemes to regular consumers personally by phone or mail.
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