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Abstract

Banking in India plays an imporiant role in economic growth and development. Indian
banking sector is regulated by the Reserve Bank of India (RBI). Though the commercial banks
and co operative banks are necessary fo provide funding to credit bt then also the role of
NBFC is significant in [ndig. The NBFCs have become impeccable alternatives to the
Banking sector for fulfilling a wide range of financial needs of the society. There are
prompi as well ax efficient services withowt much procedural formalities. The present
research paper is an attempt to study the financial appraisal of NBFC's in India. The
present study highlights various services offered by NBFCs. The presemt study
has also suggested certain measures,

Keywords: Non-banking financial institutions (NBFis), primary dealers, Banks, Reserve bank
af India

INTRODUCTION: Non-banking financial institutions (NBFIs) comprise a mixed

group of financial intermediaries. Those under the regulatory purview of the Reserve
Bank consist of all-India financial institutions (AlFls), non-banking financial
companies (NBFCs) and primary dealers (PDs). AIFIs are top institutions recognized
during the development planning period to offer long-term financing or refinancing to
precise sectors for instance;

1) Agriculture and rural development;

2) Trade;

3) Small industries;

4) Housing.

The NBFCs are conquered by joint stock companies, catering to niche areas
ranging from personal loans to infrastructure financing. PDs play significant role as
market for government securities, The Reserve Bank regulated NBFI sector grow by
|15.8 per cent in 2017-18; by the end of March 2018, it was 19.8 per cent of the
scheduled commercial banks (SCBs) taken together in terms of balance sheet size.
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AN EVALUATION OF SERVICES OF NON BANKING FINANCIAL
COMPANIES (NBFC) WITH REFERENCE TO MAHARASHTRA STATE

Hrns

Paul Raj P.
Associale Prafessor in Economics, Rizvi College of Ares, Science & Commerce, Bandra

{west), Mumbai 400 050
Abstract "
_—j

Banking sector in India plays an important role in economics growth and development,
fndian banking sector is regulated by the reserve bank of India. Though the commercial banks and
co gperative banks are necessary fo provide funding to credit but then alve the role af NBFC is
significant in India. The NBFCs have become impeccable alternatives to the Banking seclor for
Julfilling @ wide range of financial needs of the society. There are prompt as well as efficient
services withou! much procedural formalities. The present research pager is an atfempi to
analyze the awareness and satisfaction of NBFC services in Maharashira state, The present
study highlights there is no significamt difference between level af awareness abowt various
services offered by NBFCs and the demographics of the respondents. The level of
safisfuction and demographic characteristics excluding accupation of the respadents also
show the same trend. The present study has alse suggested certain measures
Keywords: Non-Banking Financial Companies (NBFCs), Banis, Reserve bank of India
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INTRODUCTION:

The Non-Banking Financial Companies (NBFCs) are financial intermediaries
that supplement the banking services. RBI Act section 45(f) 'defines a Non-banking
financial company as “A financial institution which is a company and which has as its
principal business the receiving of deposit under any scheme or arrangement or in
any other manner, or lending in any other non-banking institution notified by the Reserve
Bank™,

Non-Banking Finance Companies (NBFCs) are Financial Institutions involved
chiefly in the business of accepting deposits as well as providing advances and credits,
NBFCs are integral component of financial system, promoting competition, delivery of
customized services, diversification and spreading of risks during financial distress.
NBFCs are diverse groups of financial institution that reach out to the financial needs of

unbanked sectors of the economy. These institutions are recognized for their customer

" REI Act section 45(f)
Copyright © 2017, Scholarly Research Journal for Interdise iplinary Studies
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(Pg. 10112-10117)

formalities. The present study was conducted to assess the level of awareness and
satisfaction on NBFC services in Maharashtra. The results of the study reveals that
majority of the respondents are fully aware about gold loans while awareness about MSE
finance is very low among the respondents, There is no significant difference between
level of awareness about various services offered by NBFCs and the demographics
of the respondents. There is no significant difference between the level of satisfaction

10117

and demographic characteristics of the respondents  except for occupation. Level
of satisfaction significantly varies among business group and others group.

REFERENCES

Bhole, L M., Financial Institutions and Markets, Tata MC Graw Hill Publishing Co. Lrd, 1992

Dats Ruddar and K. PM, Sundram “fndian Economy ™ 5 Ist edition, 2004 §. Chand

Guo, K. and V. Stepanvan (2011); Determinants af Bank Credit in Emerging Market Economies”,
IMF Working Paper Series No. [ 1/51, March

Harihar T.5. “Non-Banking Finance Companies, The Imminent Squeeze ", Chartered Financial

Khan M.Y. ‘Indian Financial System.’ 4th edition 3005, Tata Mc Graw Hill, New Delhi

Kothai 5.(2004) Marketing of Services-A Study on Non-Banking Finance Companies in Tamil
Nadw. Doctoral thesis submitted to  Bharathiar University. Reirieved  from
shodhganga.inflibnet.ac.in

Machiraju H.R.: Indian Firancial Svstem, Vikas Publishing House Pvi. Limited, 1998

Non-Banking  Finance  Companmies: The hanging  Landscape,  Retrieved Srom

e el

I

thechgnging-landscape. paf
RBI Bulletin, 2017, Retrieved from fttps - bulletin rbi org. in

Copyright © 2017, Scholarly Research Journal for Interdisciplinary Studies




CERTIFICATE

— of Contribution Awarded to

Paul Raj P.

Has successfully contributed and published a paper

AN EVALUATION OF SERVICES OF NON
BANKING FINANCIAL
COMPANIES (NBFC) WITH REFERENCE
TO MAHARASHTRA STATE

Inan
International Peer Reviewed & Referred

Scholarly Research Journal For

Interdisciplinary Studies

ISSN 2278 — BROB, SIF 2016:6.177
UGC APPROVED SR. NO. 49366
JAN-FEB, 2018 Volume 5, Issue 43, Released On 04/03/2018

Dr. Yashpal D. Netragaonkar
Editor-in-Chief for 5% Journals




F2¥NINGT HEMINIT JONIDS ALINVIANH WO TYNBNOT HIHYISIY ATEWIONIS

1TH4dY

SL/5TOA BIOE " HMO

SCHOLARLY RESEARCH JOURNAL
FOR HUMANITY SCIENCE & ENGLISH LANGUAGE
APRIL - JUNE , 2018 VOL.5/ 16

EDITOR IN CHIEF : YASHPAL D. NETRAGAONKAR, Ph D,

11




(SIHIF 2016 = 4.44) UGC APFROVED SR, NG, 48612
ONLINE ISSN 2348-3083 PRINT ISSN  2349-9664

INTERNATIONAL, PEER REVIEWED, REFERRED, QUARTERLY
SCHOLARLY RESEARCH JOURNAL FOR HUMANITY

SCIENCE & ENGLISH LANGUAGE

EDITOR-IN-CHIEF
YASHPAL D, NETRAGAONKAR, Ph. D.
Associate Professor, MAAER'S MIT School of

Education & Research, Kothrud, Pune

EDITORS

KARADE JAGAN HINDURAQ, Ph. D PHERA NARONG SRAKAEW, Ph. D.
English, Special Lecturer,
Mahachulalongkomrajavidyalaya
University, Auddhya Province, Thailand

Associate Professor, Dept of Sociology,
Shivaji University, Kolhapur, (M.5.)

DEEPANWITA SRIVASTVA, Ph. D. PRAKASH VIR SINGH, Ph. D.

(Asst. Professor), School of Foreign (Asst. Professor), Department of

Languages, IGNOU, New Delhi. Geography, Tilak P.G. College, Auraiya,
U.P. INDIA

Amitesh Publication & Company,

TCG's, 5SA1 DATTA NIWAS, 5. No. 5+4/ 5+4, D-WING, Flat No. 104, Dattnagar, Near Telco
Colony, Ambegaon (Kh), Pune. Maharashtra. 411046, India.
Website: www.amiteshpublishers.in, www.srjis.com

Email: srijisarticlesl6/@mgmail.com

12




SIIF M6 = 444
ONLINE IS5N 2348-3083 UGC APPROVED SR. NO, 48612
PRINT ISSN 2349-9664
AN INTERNATIONAL, PEER REVIEWED, REFERRED, BIMONTHLY

SCHOLARLY RESEARCH JOURNAL FOR HUMANITY SCIENCE &
ENGLISH LANGUAGE

APRIL-JUNE, 2018, VOLUME -5, ISSUE -16, (S]IF 2016 = 4.44)

Title and Author Name

THE CHALLENGES OF TEACHING-LEARNING OF ENGLISH LANGUAGE IN
MULTICULTURAL CONTEXT IN INDIA

Htearati Chend (1-5]

A CONSTRUCTIVISM APPROACH TOWARDS INTEGRATION OF ICT FOR
COLLABORATIVE LEARNING

Hhoren Chand ¢6-1

IMPACTS OF BUDGE BUDGE POWER PLANT ON ITS SURROUNDINGS AND FLY ASH
MANAGEMENT

Miera Mowdal (11-16)

EFFECTS OF PEDAGOGICAL APPROACHES & PRACTICES FOR SUSTAINABLE
DEVELOPMENT IN EARLY CHILDHOOD EDUCATION: A RESEARCH REVIEW
Pushpita Rajawer (17-22)

GENERAL WELLBEING AS A PREDICTOR OF ACADEMIC ACHIEVEMENT IN
ADOLESCENT STUDENTS

Ankier Tyagi {21-27)

A COMPARATIVE STUDY OF ATTITUDE OF PROSPECTIVE TEACHERS TOWARDS
PRIVATIZATION OF EDUCATION

Praniblur Sharma & My Mahe Pecker Khan (38.33)

RELATIONSHIF BETWEEN PERFORMANCE APPRAISAL AND ACHIEVEMENT
MOTIVATION OF SECONDARY SCHOOL TEACHERS

) Ignativs Topro & My, Swmite Paschal (R4-39)

ATTITUDE OF SECONDARY SCHOOL TEACHERS TOWARDS VALUE EDUCATION
IN JHARKHAND

Benl Lalis Minz (40-43)

LINKING JOB PERFORMANCE AND BIG FIVE PERSONALITY TRAITS OF
EMPLOYEES IN CHANDIGARH IT SECTOR

M. Neelu Turele & P.K. Sharma (44-31)

EFFECTIVENESS OF MULTIMEDIA PACKAGES FOR ENHANCING ACHIEVEMENT

IN COMMERCE AMONG XI STANDARD STUDENTS
P. Mayilshami & L. Pandian (52-56)

13




A REVIEW ON SWACHH BHARAT ABHIY AN
Amui Kumar Sain & Arvgf Kumear Sukela (57-67)

ASTUDY OF SPIRITUAL INTELLIGENCE AMONG POST GRADUATE STUDENTS
Meemakshi & Shadeg (8871

AN ANALYTICAL STUDY ON THE PROPOSED AMENDMENT IN NEGOTIABLE
INSTRUMENT ACT, 2017: A STEP TOWARDS DEVELOPMENT OF JUDICIAL SYSTEM
I™ IMNDIA

Taria Kivirawa (72-79

COMPARATIVE STUDY OF ADVERTISEMENTS OF JEWELLERY BRANDS AND ITS
IMPACT ON CUSTOMERS IN MUMBEBAI

Shalimi Padlbi & Parag Afagaomkar (50-91)

EFFECTIVE ADVERTISING: A COMMUNICATING PERSPECTIVE

Mizs. Clurrw Garg (92-95)

ROLE OF INFORMATION & COMMUNICATION TECHNOLOGY IN EDUCATION
Sichivash Singh (W6-102)

ASTUDY OF THE ENGLISH CREATIVITY OF HIGH SCHOOL STUDENTS OF ROPAR

DISTRICT WITH REFERENCE TO SEX AND TYPE OF SCHOOL
A, K. Agniliotri {103-106)

STUDY OF PUNCTUALITY AMONG SCHOOL GOING ADOLESCENTS IN RELATION
TO THEIR HOME ENVIRONMENT

.'I:Hﬂdln:"c]'.l Earfaria (FO7-F11)

EMERGING TRENDS IN BANKING SECTOR - 1TS CHALLENGES

AND OPPORTUNITIES

Karigoleshwar (T 1 2-11 7}

CATHOLICISM AND CULTURE IMPACT IN GREENE'S NOVEL "BRIGHTON RO{CK"
|".I'H|E||"|:|l Mokammed Khaled Al=Aghbar (1 18-132)

RHETORIC OF DRESS: INTERGENERATIONAL DISCREPANCIES IN QAISRA
SHAHRAZ'S SHORT STORY A PAIR OF JEANS

Privanka, M. C, (1335137}

A STUDY ON THE QUALITY ASSURANCE OF PAST AND PRESENT EVALUATION
PROCEDURE OF B.ED. PROGRAMME OF GARHWAL UNIVERSITY (THE CENTRAL
UNIVERSITY) IN VIEW OF NCTE NORMS.

Ruchiba Verma & Seewur Doawan (128-143)

INCLUSIVE EDUCATION: UNESCO AND IFLA GUIDELINES

Sevsfam Lipadbvary (144-147]

PSYCHOLOGICAL QUALITY OF LIFE AND WELL-BEING AS CORRELATES OF
SPIRITUAL, RELIGIOUS AND PERSONAL BELIEFS

Shikha Tyagi & V. K. Moudgi! (148-152)

AN ANALYTICAL STUDY OF CHILDHOOD MALNUTRITION OF BOYS FROM

URBAN SCHOOLS OF HARYANA
Ajay Kumar & Saafay Frome ( 53-1 555

14




ASTUDY OF FACTORS THAT AFFECT THE SELECTION OF MUTUAL FUNID
SCHEMES BY INDIVIDUAL INVESTORS - WITH REFERENCE TO PUNE CITY
Craurl Prghhw ¢ 56150

SOCIAL EMOTIONAL LEARNING FOR PROMOTING INCLUSIVE EDUCATION
Mrx, Poofa {1 -164)

CIVIL WAR IN TAJIKISTAN : IT'S IMPACT ON TAJIK-RUSSIA RELATIODNS
Jafnerwar Sethi (183-173)

TEACHING VALUES: A STUDY OF UNDERSTANDING OF VALUES OF
STUDENT TEACHERS

Sabuka More (1 Tk 1503

RURAL TOURISM IN INDIA CHALLENGES AND OPPORTUNITIES

FPankayj Sharma & Row’ Packash (181-187)

A STUDY OF CIVIC VIRTUE IN ORGANISATION CITIZENSHIP BEHAVIOUR IN
EMPLOYEES IN MUMBAI CITY

Shak Bkary Nalivd & (Mrs ) Ricka Jain (T85-/ 59}

PORTRAYAL OF WOMEN IN INDIAN LITERATURE

K Bk (T80 831

MAHATMA GANDHI: A MAN OF SPIRITUALITY AND SOCIAL UPLIFTMENT
J K Khiwman (1 94-794)

SPECIMEN METHOD AS AN ACTIVITY BASED METHOD OF TEACHING
BIOLODGICAL SCIENCES- A STUDY
Aakive Sultana HMosfim Khadn Zarcard (797- 100}

FROMOTING OPEN AND DISTANCE LERNING
P. A, Jagtap (200.202)

MORALITY IN ODIA CHILDREN'S POEMS
Khagemdra Sechi (203-208)

ASTUDY ON MENTAL HEALTH OF THE HIGHER SECONDARY STUDENTS
R Gandhvifi &. K. Babu (209-211)

SOCIAL INTELLIGENCE OF B, ED. STUDENTS IN RELATION TO THEIR
GENDER AND LOCALITY
Parvees Bani (37 3-214)

UNDERSTANDING VISITOR BEHAVIOUR IN SCIENCE MUSEUM

Bhagwan Balen| (215-218)

UNDERSTANDING & INTERPRETING ACHIEVEMENT SCORES IN SOCIAL

STUMES AMONG PROSPECTIVE TEACHERS

Bhagwan Balani (219-223)

EXFLORING THE DIRECT AND INDIRECT EFFECTS BETWEEN DEPENDENT AND
INDEPENDENT VARIABLES USING PATH ANALYSIS

Sare O R Diwarar & Nagaopa P Shahapur (2242270

A STUDY ON SCHOOL ROBUSTNESS AND FAMILY ENVIRONMENT OF

HIGHER SECONDARY STUDENTS
M. M Sivresh & (s ) Dharveen Greaamm (228231

15




wrodt amrefte w5t & oo el qefE &1 Rporers s

e T 232238

AT @ greTTEt § araty Rera e oy

HAATATH PHIL (2a242)

Tod Ui TATET T faeare SeEEET AT § e ae s
& T ool Barr & . g . &L 2a-247)

AN EVALUATION OF BUSINESS PROCESS OUTSOURCING

(BPO) IN INDIA: A STUDY
Pawl Raf P. (248-251)

16




SCHOLARLY RESEARCH JOURNAL FOR HUMANITY SCIENCE & ENGLISH LANGUAGE. ~ 1SSN-2349-9664
Poul R P. (248-253)

AN EVALUATION OF BUSINESS PROCESS OUTSOURCING
(BPO) IN INDIA: A STUDY

Paul Raj P.

Associate Professor in Economics, Rizvi College of Arts, Science & Commerce, Bandra
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Introduction: India has gone through the path of economic growth exceedingly well in the
last twenty yvears. Information technology (IT) is one of the areas which contributed by to the
said growth as stated by Bhuyar (2008). Business Process Outsourcing (BPOs) Companics
have increased in number to a high extent and is a clear indication to the IT revolution. Pool
of skilled and cheap labour and a vibrant English Speaking workforce are the prime factors
responsible for flourishing call centres in the country. A BPO is referred to a company that
concentrates on its core business and outsources its non-core activities such as administration,
payment services and customer services. A call centre is a voice-based part of a BPO
organisation.

BPO and Call Centres In India: Globalization and Liberalization policy adopted by
Government of India in 1990%s paved the way for the growth of BPO sector in India. As per
the estimates of NASSCOM (2011), BPO industry in India grew at the rate of 35 percent
since 2005, The revenues accrued by BPO sector was of the tune of US § 8&.1 billion in
fiscal year 2011. 34 percent, as the estimate continues, of worldwide BPO market has been
captured through which India labelled as the largest destination of BPO services delivery.
The country has emerged as the largest private sector emplover of India as it generated the
employment to the mne of 4.5 million people (direct and indirect) out of which 50 percent
comes in the category of below 25 years of age (NASSCOM, 2011). The study undertaken
by Vaid (2009); Amenbieta etal, (2001); NASSCOM and McKinsy (2005) stated that India
continued to be the prominent location to outsource business activities, in spite of tough
competition from other developing nations. Ramesh (2004) reasoned that the growth of
Information Communication and Technology (ICT), low cost labour and availability of
larger number of English speaking vouth have emerged India as one of the desired
destinations of BPOs. The non-voice sector —cum- front office and voice based sector are the
twoe kinds of back office outsourcing. Data encoding, market research, data base
development, loan processing, handling included in non-voice process whereas the voice
sector which is also called as Call Centre industry deals with customer service as its service
is based on interactive communication with the customers or clients (Tara and [lavarasan,
2009). The call centres, thus, constitutes more than one-third of the total employment of BPO
sector, Two types of calls are handled by the call centre employees viz., outbound calls and
inbound calls,

Review of Literature: The present research on the NBFC’'s depends upon various
references from the books, journals, periodicals, RBI reports and so on. Some of the
reviews are given as follows:

e
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collection, Statistical techniques. Methodology should be provided separately after the

research method. Results: It should relevant facts only, data, may be given preferable in
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Assactate Professor in Economics, Rizvi College of Arts, Science & Commerce, Bandra (west),

Musmrhed 4060 (50

Abstrace

Banking sector fn India plays an important role in economics growth and
development. Indian banking sector is regulated by the reserve bank of fndia. Though the
commercial banks and co opevative banks are necessary to provide funding to credis but then
also the role of NBFC is significamt in India. The NBFCs have become impeccabie
alternarives o the Banking sector for fulfilling a wide range of financial needs of the
society. There arve prompt as well as efficient services withowt much procedural
Jormaliries. The present research paper is an aiempl fo analyze the awareness amnd
satisfaction of NBFC services in Maharashira state. The present study highlights
there is no significant difference between level of awareness about various services
offered by NBFCsx and the demographics of the respondents. The level of
satisfaction  and  demographic characteristics excluding oceupation of the respondents
also show the same trend. The present study has also suggested certain measures.

Keywords: Non—Banking Financial Companies (NBFCs), Banks, Reserve bank af India
INTRODUCTION: The Non-Banking Financial Companies (NBFCs) are

financial intermediaries that supplement the banking services. RBI Act section
45(f) 'defines a Non-banking financial company as “A financial institution which
is a company and which has as its principal business the receiving of deposit
under any scheme or arrangement or in any other manner, or lending in any other
non-banking institution notified by the Reserve Bank™, Non-Banking Finance
Companies (NBFCs) are Financial Institutions invelved chiefly in the business of
accepling deposits as well as providing advances and credits. NBFCs are integral
component of financial system, promoting competition, delivery of customized
services, diversification and spreading of risks during financial distress. NBFCs

are diverse groups of financial institution that reach out to the financial needs of

Y RBI Act section 45

e ———————————
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Introduction: Call center is a centralized office used for receiving or transmitting a large
volume of enquiries by telephone, An inbound call center is operated by a company to
administer incoming product or service support or information enguiries from consumers.
Outbound call centers are operated for telemarketing, for solicitation of charitable or political
donations, debt collection, market research, emergency notifications, and wrgent/critical
needs blood banks. A contact center, further exiension to call centers administers centralized
handling of individual communications, including letiers, faxes, live support software, social
media, instant message, and e-mail.

BFO and Call Centres in India: Globalization and Liberalization policy adopted by
Government of India in 1990"s paved the way for the growth of BPO sector in India. As per
the estimates of NASSCOM (2011), 'BPO industry in India grew at the rate of 35 percent
since 2005, The revenues acerued by BPO sector was of the tune of US % 88.1 billion in fiscal
year 2011. 34 percent, as the estimate continues, of worldwide BPO market has been captured
through which India labelled as the largest destination of BPO services delivery, The country
has emerged as the largest private sector employer of India as it generated the employment to
the tune of 4.5 million people (direct and indirect) oul of which 50 percent comes in the
category of below 25 years of age (NASSCOM, 2011), The sudy undertaken by Vaid (2009);
Amoribieta etal, (2001); NASSCOM and McKinsy (2005) stated that India continued 1o be
the prominent location to outsource business activities, in spite of tough competition from
other developing nations. Ramesh (2004) reasoned that the growth of Information
Communication and Technology (ICT), low cost labour and availability of larger number of
English speaking youth have emerged India as one of the desired destinations of BPOs.  The
non-voice sector cum front office and voice based sector are the two kinds of back office
outsourcing. Data encoding, market research, data base development, loan processing,
handling included in non-voice process whereas the voice sector which is also called as Call
Centre industry deals with customer service as its service is based on interactive
communication with the customers or clients (Tara and lavarasan, 2009), The call centres,
thus, constitutes more than one-third of the total employment of BPO sector.

Two types of calls are handled by the call centre employees viz., outbound calls and inbound

callz,

' NASSCOM report (2011)
APRIL-JUNE, 2018, VOL-7 /35 Page 199

30




SCHOLARLY RESEARCH JOURMAL FOR INTERDISCIPLINARY STUDIES I55M: 2319-4766

Luthans, F. (1998), Organizational Behavior, (Sth Ed ), Irwin McGraw-Hill, Boston.

Mahesh, V.S, and Kasturi, A. (2006), “Improving Call Center Agent Performance,”
fnternational Journal of Service Industry Management, 17.2, pp.136-37.

Mukherjee, A. and Maihotra. N. (2006), "Does Role Clarity Explain Employee-Perceived
Service Quality? A Study of Antecedents and Consequences in Call Centers,”
International Journal of Service Indusiry Management, 17.5, pp.444-73,

NASSCOM (2007), “indian ITES- BPO Industry-Fact Sheet". [24] Okpara, John O. ¢2004),
“Personal Characteristics as Predictors of Job Satisfaction: An Exploratory Study of
IT Managers in a Developing Economy, " information Technology and People, 17.3,
pp. 327-338,

Parus, B. (2000), “Measuring the ROI of Work/ife Programs, ™ Workspan, 43.9, pp. 50-54,

Pillai, Anandan {2006}, “HR Issites in BPO" HRM Review, (May), pp. 21-29

Pradhan P, and Abraham, V. (2005). “Social and Cultural Impact of Outsourcing: Emerging
Issues from Indian Call Centres ™. Harvard Asia Quarterly, 9(3):22-30,

PravinSinha (2004), ‘Dilemma of Organising IT Workers: The Case of India’, Union Network
International

Shak PB, Reddy PSN, Hegde SC. "Stress: Occupational Health Disorder Amongst Computer P
rofessionals ", Indiantowrnal of Occupational Health; 1999: 71-73.

Shahnawaz, M.G. (2006). Occuparional Stress in Call Center: Myth or Reality. Abhigyan 3,
Ji- 39,

Shahnaz Aziz, Jamie Cunningham (2008), Workaholism, work siress, work-life imbalance:
exploring gender's role, Gender in Managemeni. Bradford, Vol 23, lzsue 8: pg. 353

Stmgh N, 2007, “Call Centres". In Kaushik Basu {Ed), The Oxford Companion to Economics
in India . Cheford University Press, New Delhi.

APRIL-JUNE, 2018, VOL-7/35 Page 205

31




-——l—-_-_.____--“__. =
: TRCH JourNAD'S
= A

CERTIFICATE

of Contribution Awarded to

Paul Raj P.

Has successfully contributed and published a paper

SOCIO-ECONOMIC STUDY OF CALL
CENTRE EMPLOYEES IN INDIA: A
CASE STUDY OF MUMBAI REGION

Inan
International Peer Reviewed & Referred

Scholarly Research Journal For

Interdisciplinary Studies

ISSN 2278 — B80S, SJIF 2016:6.177
UGC APPROVED SR. NO. 49366

MAR-APR, 2018 Volume 5, Issue 44, Released On 01/05/2018

Dr. Yashpal D. Netragaonkar
Editar-In-Chief for SR lournals

R




UGC Sr. No. 1208

T T e i o O D 8 5 554 55 o e - e

APPROVED

[ ==, |
RESEARCH DIRECTIONS

An International Multidisciplinary Peer Reviewed Refereed Open Access Research Journal

UGC Journal No. 45489  (Monthly) Impact Factor-3.11{UIF}

Special [ssue
International Business Research Conference

On
Transformation Opportunities and Sustainability challenges in
Management, Technology, Healthcare and Tourism
Organised By

DSMS Group of Institutions, West Bengal

Date- 8" March 2019

T T e L s i B R S s o Ll i THLEE B m e —————— W S

Dr. S. P. Rajguru
Editor-in-Chief

Journal Indexed in

;’“‘. CiteFactor
e

Scientific Indexing Services CiteFactor

33




Research Directions

mmw ErrEEErrE T

ISSN No.2321-5488 Impact Factor — 5.11 (UIF)

Table of Contents Volume 2
. Author N Title of Pa Page
Mos. sk st Numbers
13 Dr. Paul Raj P Development of Digital Insurance in India 100
bt An Optimized Music R ition System Usi
1 H n I QST ReCoEnion sing
14 o TR RTADEN, M I:I-I-qum:my Cepstral Coefficient (Mfc) And | 105
Radtrn Prasad Manaa Vector Quantization (V)
*Siddhartha Chatterjee
"Suprity Das,
15 *Subham Banerjes, Review Repont On Digital Data Storage In Synthey 132
'Subhas Chandra Nath, Dna: Magnetic To Genetic
‘Dibyendu Kurmar Pal
16 ' Ranjan Ganguli, “Debasree Statistical Hypothesis On Biomass Energy 118
Sarkar Production
: . Adaptive Sensor Fault Detecting Cyber Physical
4 Erojat Baneryee Security System For Automated Carriers i
'Dr. Deepa Prasad
% Venkatraman A Study On Issues And Prospects OF Globalizing 128
Prof. Prajakia Kedar The MBA Program
Parasnis
19 ' Subrata Pandey An Emparical Study On Artitede Towards Onlineg 116
* Subhadip Chowdhury Shopping OF Young Students
P A Study On Consumer Behaviour Towards
20 R s gy P Online Shopping In India — A Review OF 141
Literaturs
'Dr.Sandeep Nemlekar : ;
2l Prof. (Dr.) Ew:hismita:a A Sty U Gmup::m_ﬂlrm tolie o 143
Sengupta
Impact OF Bural Tourism Product On The Socio-
2 'Dr. Mustak Ahamed Ecomomic Condition OF Artizans In Birbhum 153
‘Rajaul Karim Dristrict: A Case Study On Kantha Stitch
Handicraft
23 'Drr. Sudatta Banerjee sustaimability ‘OF Tourism Highly Depends On 163
*Dr, Debudip Khan Conservation OFf Nature In This Globalised Era
Rural Tounsm And Community Development;
A A Case Study On Sustainable Economic And
a5 Lr. Supeiyn Sikan Socio-Cultural Development Of Pingle, The “Pata 158
Village
Promoting Mahashangarh As World Cultural
23 Dr. Ireen Akhter Heritage Site: Problem, Prospects And 177
Proposition
% "Vinod Kumar Chauhan Bole OF Ngo's In Tourism Promotion In Indiz- 183
*Kumari Shiwani Issue And Challenges

APPROVED

34

£
%




RESEARCH DIRECTIONS IS5MN No.2321-5458
Imoact Factor=511(MT1TF)

DEVELOPMENT OF DIGITAL INSURANCE IN INDIA

Paul Raj I
Associate Professor in Economics
Rizvi College of Arts, Science & Commerce, Bandra (west), Mumbai 400 050,

Abstract

Health insurance in India may also be a growing segment of India’s economy. The Indian fitness
gadgel is one of the foremost essential within the planet, with the guantity af human beings it
concerns, almost 1.3 billion capability beneficiaries. The fitness enterprise in India has rapidly
emerge as one of the foremost important sectors ingide the u, 5, in phrases of profits and activity
creation. In 2018, a lndred million Indian families (500 million humans) don't enjoy fitness
coverage. In 2011, three V% af India’s gross domestic product changed into spent within the fitness

PR,

Introduction

According to the earth Health Organization (WHO), that is regularly a few of the lowest of

the BRICS (Brazil, Russia, India, China, South Africa) economies. Policies are available that
provide each person and circle of relative’s cowl. Out of this three. 9%, coverage accounts for 5-
10% of expenditure, employers account for round 9% even as personal expenditure quantities to
an amazing 82%. within the yvear 2016, the NSSO released the report “Key Indicators of Soctal
Consumption in India: Health” supported its 71st round of surveys. The survey administered inside
the yr 2014 mentioned that, pretty 80% of Indians are not included below any coverage plan, and
best 18% (authorities funded 12%) of the urban populace and 14% (government funded 13%) of
the agriculiural populace become blanketed bencath any sort of coverage.

The fitness state of affairs and hence the supply of services vary substantially from one
State 1o a unique. Although public fitness offerings in theory provide free primary health care 1o
all or any or any , the care supplicd by way of maximum kingdom health structures suffers from
inadequate sources and bad management. As a result, the bulk of the populace tums to private
litness services that offer dearer care and of very unequal quality. In India, the fitness gadget mixes
public and private providers,

Public health centers - neighborhood clinics offering fundamental care, nearby hospitals,
countrywide hospitals - are funded by using the federal states and consequently the federal country
and managed with the aid of the country authorities. Tamil Nadu or Kerala, public health centers
play their role due to the fact the number one stage of the care journey, but, outside of these few
states, the general public zone does not reach the intention to provide the vital fitness desires of
the population. India’s public health prices are however those of different middle-profits countries.
In 2012, they accounted for four% of GDP, which is half of the utmost amount as in China with
5.1%. In terms of public health spending per capita, India ranks 184th out of 191 nations in 2012,
Patients’ remaining expenses constitute approximately 38% of the whole. The remaining prices
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Pre-Existing Dizease Cover Plans:

It offers covers towards disorder that policyholder had earlier than buying health policy.
Pre-Existing Disease Cover Plans gives cowl towards pre-existing ailment e.G. Diabetes, kidney
failure and plenty of more. After Waiting period of to four years it gives all covers 1o insurer.

Senior Citizen Health Insurance:

As name propose These varieties of coverage plans are for older human beings inside the
own family. It gives covers and safety from health problems all through adulthood. according 1o
IRDA guidelines, every insurer must provide cover fo the age of 65 years.

Maternity Health Insurance:

Matemnity coverage guarantees coverage for maternity and different additional charges. It
looks after both pre- and post-natal care, infant delivery (either normal or caesarean). Like Other
Insurance, the maternity coverage company has large desire of network hospitals and takes care of
ambulance rate. These services are supervised by means of the Matemnity Benefit Act. The
Matemnity Benefit Act applies to women who do not upload an establishment included through the
ESI however who are hired in factories, mines, circuses, plantations, stores or different institutions
employing no less than 10 persons. Also blanketed are ladies operating in an establishment
blanketed via the ESI, however whose profits exceeds the ceiling of subjection.

Since 2010, the Gandhi Matritva Sahyog Yojana (IGMSY) program, skip by using the
Ministry of women and Child Development, has been mentioned in some districts (52 in 2017).
This program is supposed for pregnant ladies elderly 19 or over, during their first 2 completed
pregnancies (possible child). The gain includes an entire amount of 6000 INR paid in 3
installments, challenge to having accomplished the compulsory medical examinations for the mom
and as a consequendce the child:

- at the highest of the 2nd trimester of pregnancy
- at birth
= to & months of the child

Hospital day by day cash gain plans:

Daily cash benefits may also be a described benefit policy that will pay an outlined sum of
money for each day of hospitalization. The payments for a defined variety of days inside the policy
yr and could be situation to a deductible of few days.

Critical contamination plans:

These are benefit based policies which pay a lumpsum (fixed) advantage quantity on
prognosis of blanketed vital illness and scientific procedures. These contaminations are normally
particular and high severity and coffee frequency in nature that price excessive in comparison to
everyday medical / remedy need. E.G. Attack, cancer, stroke etc. Now some insurers have provided
you with option of staggered charge of claims collectively to in advance lumpsum price.

S ———————
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existence insurance Corporation (LIC) is that the best public area company. apart from that, most
of the non-existence insurers there are six public region insurers. additionally, to the ones, there
may be sole country wide re-insurer, namely, General Insurance Corporation of India (GIC Re).
Cther stakeholders in Indian Insurance marketplace encompass agents (man or woman and
corporate), brokers, surveyors and third-celebration administrators servicing insurance claims.
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CHANGING SCENARIO OF EDUCATION IN INDIA

Paul Raj P
Associate Professor in Economics
Rizvi College of Arts, Science & Commerce, Bandra (west), Mumbai 400 050.

Abstract

An academic revolwtion has taken place in education particularly within the past half cennry
marked by a paradigm shift in scope and opportunity, Over the vears education system has become
an emlerprise having much of business orientation with all it exposure to flerce competition at
differem levels of stakeholders. Indian education svsient considered together of the mast important
af its kind within the world also faces/'encounters enormons challenges within the new milleninm.
These challenges ave diversified and manifold siretching from contemporary curricidum
development, quality assurance and accreditation and ethical value propositions to policy
planming and governance.

Keywords: Education System, Scenario, Development

Introduction
India's education system is that the third largest within the world, next to the us and China.

the most administration at the tertiary level is that the University Grants Commission. which
enforces its standards, advises the govi , and helps coordinate between the centre and therefore the
state. Accreditation for higher learmning is overseen by 15 autonomous institutions established by
the University Grants Commission (UGC). As per the newest 2011 Census, about §.15% (68
million) of Indians are graduates, with Union Territories of Chandigarh and Delhi topping the list
with 24.65% and 22.56% of their population being graduates respectively. Indian education system
has expanded at a quick pace by adding nearly 20,000 colleges and quite § million students during
a decade from 2000-01 to 2010-11. As of 2016, India has 799 universities, with an opporiunity
from 49 central universities, 402 state universities, 124 deemed universities, 334 private
universities, 5 institutions established and functioning under the State Act, and 73 Institutes of
National Importance which include 1IMs, AIIMS, IITs, IIEST and NITs among others Other
institutions include 39,071 colleges as Government Degree Colleges and personal Degree
Colleges, including 1800 exclusive women's colleges, functioning under these universitics and
institutions as reported by the UGC in 2016. Colleges could also be Autonomous, i.e. empowered
to look at their own degrees, up to PhD level in some cases, or non-autonomous, during which
case their examinations are under the supervision of the university to which they're affiliated; in
either case, however, degrees are awarded within the name of the university instead of the school
- India is believed to possess had a functioning system of upper education as early as 1000 B.C.
Unlike present day universities, these ancient leaming centers were primarily concerned with
dispersing Vedic education. the fashionable Indian education system finds its roots in colonial
legacy. British Government used the university system as a tool of cultural colonization,
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A STUDY OF CONSUMERS AWARENESS TOWARDS GREEN BANKING PRODUCTS

Paul Baj P
Associate Professor in Economics
Rizvi College of Ans, Science & Commerce, Bandra (west), Mumbai 400 050,

Abstract

A green financial may be a monciary group, tyvpically public or quasi-public, that uses modern
Sinancing techniques amd market improvement gear in parinership with the private area fo
accelerate deplovment of unpolluted eleciricity technologies. Green banks use public finances to
teverage personal funding in clean energy technology that, regardless of being commercially
viable, have sirnggled 1o determine a extensive presence in client markets. [three Green hanks
checking out to scale back power charges for ratepavers, stimulate private region finding and
econamic hobby, and expedite the transition fo a low-carbon economy.

Introduction

In the US, the inexperienced financial organization idea was initially developed by way of
Reed Hundt and Ken Berlin, as a part of the 2008 Obama-Biden Transition Team’s efforts to
facilitate clean electricity development. an identical idea become adopted as an amendment to the
federal cap and alter invoice, mentioned because the American Clean Energy and Security Act,
delivered in May 2009. A partner piece of federal green financing regulation was simultaneously
delivered within the Senate, wherein it obtained broad bipartisan aid. When the 2009 cap and
exchange legislation within the end of the day did not bypass the Senate, inexperienced bank
advocates within the US focused on the state level. Connecticut attached the first state
inexperienced bank in 2011, observed with the help of latest York in 2013.

By the stop of fiscal 12 months 2015, the Connecticut Green Bank had supporied $663
million in venture investments. within the UK in 2009, two reviews are published advocating the
creation of a nation-backed infrastructure financial organization to supply financing to green
projects. The first, entitled "Accelerating Green Infrastructure Financing: Outline proposals for
UK green bonds and infrastructure financial institution” was posted in March 2009 by means of
global climate change Capital and E3G. The second, entitled "Delivering a twenty first Century
Infrastructure for Britain” become posted by way of Policy Exchange in September 2009 and have
become written by means of Dieter Helm, James Wardlaw and Ben Caldecott.

Essential factors

There are many sorts and designs of establishments that finance clean strength and
inexperienced infrastructure initiatives. There are numerous key factors that distinguish
inexperienced banks from other financing establishments: a focus on commercially viable
technology, a committed source of capital, attention on leveraging non-public funding, and a
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DIGITAL INDIA: OPPORTUNITY FOR SERVICE SECTOR

Paul Raj P

Abstract

This paper focus on Digital India: Opportunity for Service Sector Digital India is e Progrom (o prepare
India for a knowledge future. Hon'ble Shri Narendra Modi, Prime Minsiter of India has loid emphasis on
National e- governance plan and has gave its approval for Digital Indio A progromme to transform India
into digital empowered society and knowledge economy. This will be for preparing the Indio for the
knewledge based transformation and delivering geod governance to citizens by co-ordinate engagement
with both Central Government and State Government. The Digital Indla vision provides the intensified
impetus for further momentum and progress for e-Governance and would promote inclusive growth that
covers electronic services, products, devices, manufacturing and job opportunities.
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WOMEN EMPLOYEES IN BANKING SECTOR: A STUDY ON
OCCUPATIONAL STRESS

Paul Raj P

Abstract

There is no such issue like stress- free jab. octivity stress arises as g results of caouses like lack of free time,

job setting disadvantoge, high workloads, low salary, unreasonable deadiines, job insecurity, lack of
clarity of roles, and some way of feeling undervalued Stress and its foteful consequences has unfold fts
tentacles altogether the sectors, heaps of considerably inside the bonking sector thanks to the guick
changes thaot's taking ploce throughout this sector. industry (s not associate exceptional ane. This poper
seeks to figure out the impact of various constituents of activity stress on the women employees of
banking sector. The employees inside the banking sector area unit experiencing an out of this world
amount of pressure ot the work place. thus the target of this study was to identify and compare the
foctors inflicting stress among girls employees publicly and private sector bonks and counsel applicable
remedies for a similor Keywords: activity stress, tension, rofe confiice.
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A GLIMPSE OF BPO AND CALL CENTRES: THE CASE OF
INDIA

Dr. Paul Raj P

Abstract

During the last 20 years, Business Process Outsourcing (BPOs) Companies have increased in
number to a large extent due to IT revolution. The skilled and cheap labour force with good
command over spoken English contributed a lot of flouring call centres in the country. A BPO is
vested with the task of outsourcing its non-core activities such as administration, payment services
and customer services whereas a call centre is a voice-based part of a BPO arganisation.
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A STUDY OF IMPACT OF SKILL INDIA ON RURAL YOUTH

Paul Raj P

Abstract

The Goods and 5Services Tox (G5T) is one of the biggest economic and taxation reforms undertaken in
India. Porligment initiated @ seven-hour marathon debate on four supplementary GST Bills. The Goods
and Services Tax Bill or GST Bill, also referred to as The Constitution (One Hundred and Twenly-Second
Amendrment) Bill, 2074, initiates o Volue odded Tax to be implemented on o national level in India, The
G5T oims to streamiine the taxation structure in the country and replace a gomut of indirect taxes with a
singular G5T to simplify the taxation procedure. GST is one indirect tax for the whole nation, which will
make Indio one unified common market. It would ofso enhonce the position of India in both, domestic as
well as international market. The system will phase out oll indirect taxes and only GST will be applied as
an indirect tax. It will apply on both Goods and Services, Taxes like excise duty, VAT, service tax, luxury tox
etc will go with GSTs implementation.
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OPPORTUNITIES AND LIMITATION OF CASH LESS
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Abstract

Solapur district is most significant town of geographical region as a result of Solapur district
currency press, Farming, Education, Industries and . Solapur district fifteen tehsil but? tehsil is huge
population of social group .The main issues of cashless economy is education, out there facility
instrumentation. The Hon. Prime Minister, government minister and run batted in Governor was
determined the currency five hundred and one thousand RS currency has not tender and impact on
nine November 2016 time of day. The run batted in and Government square measure creating
many efforts the utilization of in economy by promoting the digital payment devices and main
object of the cashless in zero corruption, increase if taxes in India and Digital India Nation. Digital
group action brings transparency measurability and responsibility. The new move can compel a lot
of distributor and repair supplier settle for digital cash money group action was restricted or
minimum has object of cashiess Indias Nation.
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ECONOMIC COMPARISION OF INDIA & CHINA WITH
SPECIAL REFERENCE TO GLOBAL RECESSION

Dr.Paul Raj P

Abstract

It Is not a surprise; and it has to happen one day when the worlds largest economy Is facing the
crisis, it is quite nermal that the countries dependent on the same will face such kind of impact on
their economies too. The crisis signals are thee for everybody to watch. Rather, it would have been a
surprise when these two developing countries, India and China, which had shown a terrific growth
for the past few years, have tried to avoid the slowdown in the growth rate of their respective
economies by taking exceptional measures, which can fuel demand, and escaped the scathe of the
financial crisis. India and China are the most populous countries in this world. Together, they hold
37% of worlds population. Being a populous country, is a kind of both boon and curse to these
developing economies. The boon comes in the form of huge demand this population number can
generate, which is equal to the demand of a combination of minimum 3 to 4 developed countries.
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THE ROLE OF CULTURAL DIVERSITY AND
HOW THEY IMPACT WORK TEAM
PERFORMANCE

Dr. Jacob Cherian
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ABSTRACT

Cwltural diversity plays a major role in the productivity of a corporation in this
thriving business world. The workplace is a platform where individuals from different
backgrounds come together to work and share an organization s goals and objectives.
This research focuses on the impact of cultural diversity on work team performance in
Abu Dhabi University and whether the multiculiural environmeni resulls in a positive,
negative or dual impact.

Ouantitative and qualitative approaches were used in order to determine the
impact and the research findings showed that a dual impact of culturally diverse
feams is present in Abu Dhabi University. The results that were analyzed are specific
ro Abu Dhabi University and will differ from business to business because of culiural
diversity.
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DO LEADERSHIP STYLES IMPACT
ORGANIZATIONAL PERFORMANCE IN THE
UAE CONTEXT? A STUDY

Dr. Jacob Cherian

Associate Professor of Management, Abu Dhabi University,
United Arab Emirate (UAE)

Dr. Gaikar Vilas B

Associate Professor, Department of Economics, Smt. CHM. College,
University of Mumbai, India

Dr. Paul Raj P

Associate Professor and Head Dept. of Economics,
Rizvi College of Arts, Science & Commerce, Bandra (West), Mumbai, India

ABSTRACT

This study was conducted to investigate the relationship berween leadership styles
and organizational performance. It alse examined the impact of different leadership
styles on the performance of an organization. This study focused on understanding the
effect of Awtocratic, Democratic, Laissez Faire, Transactional and Transformational
leadership styles on organizational performance in UAE based organization.

The relevant dara was collected with the aid of a structured questionnaire which
was distributed to 150 respondents. Convenient sampling was used to seleci the
respondents. Pearson correlation was wsed 1o examine the relationship between
leadership styles and organizational performance. Regression analysis was performed
to study the significance of the impact of the different leadership stvles on
arganizational performance.

The study showed that leadership styles have both positive and negarive influence
on ithe performance of an organization and that leadership stvles alone were
responsible jor 23% of organizational performance. The study concluded that
Democratic leadership and Transformational leadership had a positive and
significamt influence on organizational performance in UAE based Organization.

Keywaords: Leadership; Participative; Autocratic; Democratic; Employee
performance.
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ABSTRACT

As the world is getting further digitized it has become crucial to be up to date with
current trends fo ensure better survival. In fact, in order for organizations to survive
among competitors, updating has become necessary. With this change an impact has
been created upon almost every industry including the e-publishing industry, which
found itself forced to adapt to the changes over the time period. Introduction of
several new news apps and websites has even made the standardized newspapers
rethink their publishing methods, and ultimately adopt e-publishing.

This research paper analyzes the impact of web confent usage among newspaper
publications and also its impact on their business, Hence, this study is carried out
among selective newspaper publications in UAE and also among selective readers
group.

Key words: web content, e-publishing, business growth, UAE, readers group
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Abstract: The present research paper focuses on four key aspects of onganizational culture in the
United Arab Emirates (UAE) employes attitude, performance, behavior, and productivity. Every
organization has a unigue culture, which shapes the employvees” perspectives bo a large extent. The
greater the consistency of the approach, the greater the likelihood of that organization achieving
sucoess. The main purpose of this study was to examine the influence of corporate culture on the
behavior of heterogeneous groups of emplovess. The UAE, as an emerging economy, has various eth-
nicities and nationalities in its workforce, each having its own distinctive national customs, languages,
religions, histories, and work patterns. This paper examines two cases in the remittances and forelgn
exchange industry in the UAE as being characteristic of finance companies, comprising employees
wha originated from many nations working together regardless of their socio-cultural background.
Based on a questionnaire, the literature, and a hypothesized model, this paper investigates the
relationship of UAE's heterogeneous work culture on employees” perspectives, In an innovative
way, the result of this study reveals and supports our hypotheses that onganizational culture has a
high impact on the work performance, attitudes, and behaviors of the employees belonging to two
selected companies, egardless heterogeneous nationalities and cultures.

L™ I R

Keywords: corporate work culture; employee attitude; performance; behavior and productivity;
dii‘mil}r

1. Introduction

The seven emirates of Abu Dhabi, Dubai, Sharjah, Ajman, Umm Al-Chuwain, Fujairah,
and Ras Al Khaimah are collectively called the United Arab Emirates (UAE). Abu Dhabi is
the capital city. Most of the UAE except Dubai depend on odl revenues. It is a member of
the Gulf Cooperation Coundl (GCC), which also includes Bahrain, Kuwait, Oman, Qatar,
and Saudi Arabia. According to the World Bank Data of 2019, the UAE's population
increased from 4.6 million in 2005 to roughly 9.77 million in 2019.0tsGDP is estimated to be
US5421.142 billion, and it has a per capita income of US$43.470 [1). The UAE suffers from a
substantial shortage of qualified local workers, and relies heavily on foreigners to fill the
gap. More than B5% of the UAE labor workforce comprises expatriates from more than
100 matipnalities, reflective of many races, cultures, ethnicities, and languages. The largest
groups of non-UAE nationals are South Asian, 59.4% (includes Indian, 38.2%; Bangladeshi,
9.5%; Pakistani, 9.4%,; other, 2.3%); Egyptan, 10.2%; Filipino, 6.1%; and others, 12.8% [2].

The economy will contract this year, 2020, as the pandemic and low oil prices weigh
on productivity. Next year, GDP is expected to recover on the back of stronger aggregate
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