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ABSTRACT :

In ancient time, organisation aims to achieve the goal of maximizing firm value. The concept of 

business ethics arises to examine how a firm could meet the goal of maximizing firm value while in the 

meantime meditating the conflicts among all the stakeholders ethically. Recently, the concept of business 

ethics evolves into corporate social responsibility (CSR), which now has become a major issue in the 

business environment. The modern definition of CSR argues that a firm, as a corporate citizen, is expected 

not only to fulfill its economic re-sponsibility, but also its social and environmental responsibilities. Built on 

this new definition, this study aims to empirically explore the impact of fulfilling CSR on stock 

performance. Islamic finance is based on ethical profits in a socially responsible manner. Shariah is Islamic 

ethical law, which the observant Muslims adhere to in their daily lives. There are some things avoid from the 

Islamic finance: Riba (Interest), Gharar (Risk, Uncertainty, Hazard), Maysir (Gambling). Shariah has 

certain strictures regarding finance and commercial activities permitted for Muslims. From the view point 

of Shariah law, businesses such as those dealing Shariah Responsible Investment (SRI) define Permissible 

and non permissible sectors in Shariah Law for investment. The present paper is focused on examining 

integration of the selected Shariah Compliant indices like: S&P BSE Shariah and KMI (Kranchi Stock 

Exchange Meezan Index) during the period of 2013. Their financial performance and expenditure on 

corporate social responsibility is measured by using correlation and regression. The analysis reveals that 

there is a positive relationship between CSR and financial performance and the descriptive and inferential 

measures shows that corporate social expenditure depends upon the financial performance of the 

Companies listed in India and Pakistan stock market. And Compare which country is performing well 

manner in Coporate Social Reponsibility and Stock performance. 

Key Words: Socially Responsible Investment, Stakeholders, Corporate Social Responsibility, Firm 

Performance, Empirical Analysis
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INTRODUCTION :

Recently, the concept of business ethics 

evolves into corporate social responsibility 

(CSR), which now has become a major issue in 

the business environment. The modern definition 

of CSR argues that a firm, as a corporate citizen, is 

expected not only to fulfill its economic 

responsibility, but also its social and 

environmental responsibilities. There is currently 

a debate on the extent to which company directors 

and managers should consider social and 

environmental factors in commercial decision 

making. An approach to decision making that 

routinely encompasses these factors may be 

described as corporate social responsibility. A 

view is emerging that corporate social 

responsibility can contribute to the financial 

performance of a company. This approach, which 

has been described as the ‘enlightened 

shareholder approach’, in terms of dividend 

suggests that corporate decision-makers must 

consider a range of social and environmental 

matters if they are to maximize long-term 

financial returns. This paper narrated on dividend 

policy by which the shareholder can enjoy the 

whole activity of the company. Dividend policy 

have beneficiary for the shareholder but also 

company growth prospective and so on.

CSR IN INDIA :

CSR is not a new concept in India. 

However what is new is the shift in focus from 

making profits to meeting societal challenges. 

Giving a universal definition of CSR is quite 

difficult, as there is no universally accepted 

definition of corporate social responsibility, it is 

usually described in terms of a company 

considering, managing and balancing the 

economic, social and environmental impacts of its 

activities. CSR measure the impact of a 

company’s actions on society.  It requires a 

manager to consider his acts in terms of a whole 

social system, and holds him responsible for the 

effects of his acts anywhere in that system. The 

European Commission’s definition of CSR is: 

“A concept whereby companies integrate 

social and environmental concerns in their 

business operations and in their interaction with 

their stakeholders on a voluntary basis.”

The online encyclopedia, Wikipedia 

(2007) has one of the best definitions of CSR. It 

states that it “is a concept that organizations, 

especially (but not only) corporations, have an 

obligation to consider the interests of customers, 

employees, shareholders, communities, and 

ecological considerations in all aspects of their 

operations.”

Long referred to as a companies soul food, 

corporate social responsibility is finally being 

taken seriously by Indian tech companies as they 

embark upon a gamut of philanthropic activities . 

Through Infosys foundation and other initiatives, 

Narayan Murthy chairman and Chief Mentor of 

Infosys have always been on the forefront of 

philanthropic activities as a part of CSR.

Mr.  Narayan  Murthy  firmly  underlines  

the  significance  of  CSR  “For  benefits  of 

globalization  and  technology  to  reach  to  the  
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poor,  the  private  sector,  philanthropic institutes 

and individuals should cooperate and establish 

partnership with Government institutes.  This  

would  lift  millions  of  our  people  out  poverty,  

provide  them  with opportunities and make them 

participating in the process and progress of 

globalisation. The sad part is that CSR still has not 

taken of in India according to a recent survey by 

Mumbai based online organisation Kramayog. 

The edition of the research revealed that nearly 

half of the top companies do nothing in way of 

CSR. For the Indian Company whatever the CSR 

activities are happening are centred on education, 

rural upliftment and helping the physically 

challenged.

SOCIALLY RESPONSIBLE INVEST-

MENT (SRI) :

‘Socially responsible investment (SRI) 

has been creating waves in the sea of global 

investment since last couple of years. It has been 

more so in recent years when crisis has become 

normal phenomena and natural calamity has been 

very frequent owing to global warming and other 

related reasons. SRI has emerged as a specific 

investment class with several global investment 

banks creating special team to work on this.

SRI seeks to balance financial return and 

social good at the same time. The focus remains 

on sustainable, socially conscious, green and 

ethical investing. Through investment vehicle of 

SRI, effort is made to promote and support 

companies who practice environmental 

stewardship, social justice, social development, 

human rights, gender equality, good corporate 

governance and diversity among others. In brief, 

SRI includes investors who apply various 

environmental, social and governance (ESG) 

criteria in their investment analysis and selection.

While globally SRI has emerged as one of most 

powerful trends among the investment 

community of the developed world, concept is 

still in a nascent stage in India. Forget full fledged 

SRI, even good corporate governance and 

transparent financial reporting are not yet very 

prevalent among Indian corporate. Enter “socially 

responsible investment” in Google search engine, 

you will get more than 4.5 million results. Now 

enter “socially responsible investment in India” in 

Google search engine, you will not even get one 

million results and even then most of the results 

are not indicating at Indian origin. One noticeable 

result was though socially responsible equity 

investment programme at Yes Bank known as 

“Tatva”. Well, leave Google results here itself and 

move on to socially responsible investment in 

India.’2

Companies spending 2% on CSR will 

have a multiplier effect: Finance Minister : 

‘Finance Minister P Chidambaram today said if 

corporates spend 2 per cent of their profit on CSR 

activities, then it will have a multiplier effect in 

bringing out much greater inclusiveness.

“Corporate Social Responsibility (CSR) 

is now mandatory. The mandate is that corporates 

must spend 2 per cent of their profit on CSR, I 

think if 2 per cent of India’s corporates profit is 

spent on CSR activities then it will have great 
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multiplier effect in bringing out much greater 

inclusiveness,” Chidambaram said at an event 

here. Under the new Companies Act, 2013, all 

profitable companies with a sizable business will 

have to spend every year at least 2 per cent of 

three-year average profit on CSR works. This 

would apply to companies with a turnover of Rs 

1,000 crore and more, or networth of Rs 500 crore 

and more, or a net profit of Rs 5 crore and more. 

The new rules would be applicable from fiscal 

2014-15. The new rules also requires the 

companies to set up a CSR committee, including 

at least one independent director. Recently, 

Corporate Affairs Minister Sachin Pilot has said: 

“Our assessment is that if every company that is 

qualified for doing the CSR does so, then Rs 

15,000-20,000 crore would be spent in a year in 

various projects such as environment, skill 

development, water, sanitation, etc.” The 

companies have been asked to give preference to 

their local area of operations for such CSR 

activities, while those not being able to spend the 

required amount would need to specify the 

reasons for for the same in their annual CSR 

report.’33 Finance Minister India : P 

Chidambaram (PTI, 11 November 2013) Csr 

india.in

OBJECTIVE OF THE STUDY :

In this paper researcher have examined 

the relation between corporate social 

responsibility (CSR) and financial performance. 

And compare the dependency of corporate social 

expenditure on financial performance. In which 

comparison with CSR and Dividend of company.

LITERATURE REVIEW :

Based on the problem statement, the 

scholar has tried to go through the available 

researches in the field of Islamic Finance. Mostly, 

these have been carried out in developed country 

like UK, USA. It also works in developing 

country like Malaysia, China and Pakistan. There 

is a dearth of studies on Shariah investment in 

India, the following is a glimpse of the available 

literature for designing the objectives:

Dr. A. K. Tyagi and Rizwan (2012) the 

present study analysed the movement of the 

selected TasisShariah and Sensex during the 

period from December 2011 to November 2012. 

The closing values of the selected Shariah and 

Sensex are collected from BSE websites. The 

study employed table and graph analysis to 

examine the study objectives. It found that Tasis 

Shariah and sensex move almost in the same 

direction in a particular month. Hence, the study 

infers that the equity based ethical investors can 

gain more or less the same by investing in the 

Shariah companies  shares as other are gaining 

from Sensex. To summarise, the paper has shown 

that the screens commonly used to assess shariah 

compliance of companies for the purpose of 

including them in the list of acceptable 

companies, need to be modified.

P. Natarajan and M. Dharani (2012) in 

their paper observed that shariah compliant stock 

a viable and ethical investment vehicle.The 

present study empirically analysed the risk and 
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return of the selected Shariah Compliant Stocks 

and benchmark indices during the period from 

2nd January 2007 to 29th July 2011. The closing 

prices of the selected Shariah Compliant stocks 

and closing value of the Nifty Shariah index, 

Nifty index and BSE Sensex index were collected 

from the CMIE Prowess, NSE and BSE websites.  

The study employed the t-test, market model and 

correlation to examine the study objectives it 

found that there is no difference between Shariah 

Compliant Stocks and benchmark indices returns 

and also from among the Shariahindex and 

common index in India during the study period.

Dharani and Natarajan (2011a) compared the risk 

and return of the S&P CNX Nifty Shariah index 

and S&P CNX Nifty index at day wise, moth wise 

and quarter wise during 2nd January 2007 to 31st 

December 2010. The study finds that there is a 

significance return difference between both 

indices during third quarter in India. Finally, the 

study found that Ramalan effect prevailed in the 

Shariahindex during third quarter of the study 

period.

Albaity and Ahamad (2008) investigated 

the performance and relationship between KLSI 

and KLCE over the period of April 1999 to 

December 2005 in Malaysia. The study applied 

risk adjusted performance measurement, 

causality and Johansen co integration test. They 

found that there is an insignificant return 

difference and long run bidirectional relationship 

between both indices.

Sadegi (2008) investigated the impact of 

the introduction of Bursa Malaysia Islamic index 

on the financial performance and liquidity of the 

screening securities involved in the Islamic index 

in Malaysia. The study employed event study 

methodology to estimate mean cumulative 

returns of the Shariah compliant stocks in the days 

surrounding the event and also investigate the 

changes in liquidity using trade volume and bid 

ask spread surrounding the event days as liquidity 

proxies. The study found that the introduction of 

the Shariah index has positive and strong impact 

on the financial performance of the Shariah 

compliant stocks.

Ahmad (2005) made an attempt to 

examine the relationship among the daily closing 

price of the Bursa Malaysia Shariah index, EMAS 

index and the daily Malaysian three months T-

bills rate during the period April 1999 to 

December 2004 in Malaysia. The study employs 

the unit root test, Johansen-Juseliuscointegration 

test, Granger Causality test and Vector Error 

Correction Model (VECM) to find the 

relationship among the variables. The results of 

the study reveal that the Bursa Malaysia 

Shariahindex, EMAS index and three months T-

bills share a long run relationship. In the short run, 

only changes in EMAS index tent to raise the 

value of BMSI and t-bills do not significantly 

affect both indices in Malaysia.

HYPOTHESIS :

H1-CSR and FP (Financial Performance) is an 

independent from each other and CSR does not 

depend upon FP as dividend of company.
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RESEARCH DESIGN :

The study is descriptive in nature because the 

study is a comparative analysis of expected with 

actual expenditure incurred and an attempt has 

been made to explore the relation between CSR 

expenditure and financial performance.  KSE 

(Krachi Stock Exchange), KMI (Krachi Meezaan 

Index) from Pakistan and also BSE (Bombay 

Stock Exchange), BSE 500 Shariah  are examined 

for the   financial   year   2012-13,   which   are   

rated   by  Shariah Complaint Organization, but 

for the purpose of research only 05 companies 

were considered and then relationship between 

their financial performance and expenditure on 

corporate social responsibility is measured. These 

five companies have been collected from five 

different segments. Which are as follows 

Pharmaceuticals, Oil & Gas, Auto Mobile, 

FMCG, Tele-Communication; Data has been 

analyzed by using correlation and regression, 

CAPM, BETA.

RESULTS AND EMIRICAL 

ANALYSIS :

It is being observed under various studies 

that there is a positive relationship between 

financial Performance and Social expenditure. To 

validate the same has been applied on financial 

performance (FP) i.e, NPAT, Dividend and 

Corporate Social Responsibility (CSR). 

EMPIRICAL RESULTS :

Risk and Return behavior of Nifty Shariah 

and DJIM on Benchmark Indices

Indices Returns Volatality CAGR (%)

BSE 30.607 22.619 -0.530

SHARIAH 33.104 17.024 -0.262

Source: Authors’ estimates.

The table 1 explain the respectively of Shariah is 

lower as compare to the volatility of BSE. 

However, CAGR of Shariah is greater then the 

CAGR of BSE. Hence, Shariah is less risky than 

BSE. But growth (returns) of shariah is increase 

because of Shariah law.

Table 2: Performance of KSE with KMI from 
st1  Jan. 2012 to Dec. 2013

Indices Returns Volatality CAGR (%)

KSE 81.223 18.652 -199.895

KMI 63.435 81.288 -0.239

Source: Authors’ estimates.

Table 1: Performance of BSE with SHARIAH 

from 1st Jan. 2012 to Dec. 2013

Table 3: Performance of Beta Shariah 

over the BSE
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This part of study narrated the risk and 

return behavior of Shariah, BSE, KMI and KSE of 

Benchmark Indices. The daily return of Shariah, 

BSE, KMI and KSE Benchmark Indices were 

calculated as natural logarithm of today price 

divide by tomorrow price.

The table 2 explain the respectively of KSE is 

lower as compare to the volatility of KMI, 

However, CAGR of KMI is Greater then the 

CAGR of KSE.  Hence, KMI is less risky then 

KSE. But growth of KMI is increase because of 

Shariah law.



Table 4: Performance of Beta 

KMI over the KSE

S. Indian Sector CSR        DPS

N. Companies   Per Share

1 Maruti Suzuki Auto Industry 1.98 12.76

2 Cipla Pharmaceutical 0.375 1.99

3 Gail Gail Industry 1.105 19.65

4 Bharti  Airtel Telecommunication 0.268 1

5 HUL FMCG 0.354 16.41

Property Beta value

KMI with KSE 0.170364

Source: Authors’ estimates.

The table 4 described the results of the beta with 

respective to KSE. The beta value of KMI over 

the KSE is 0.17 that means that 17% movement 

in KMI is dependent on market movements and 

rest 83% depends on the other factors.

Table 5: Correlation Matrix of 

Benchmark Indices 

Indices BSE Shariah KSE KMI

BSE 1    

Shariah 0.044523 1  

KSE -0.031 0.044781 1

KMI 0.006258 -0.02896 0.039091 1

Source: Authors’ estimates.

The table 5 described the results in comparing the 

returns relationship of the all indices with 

correlation matrix, the correlation between the 

returns of the BSE & KSE and Shariah & KMI are 

Negative correlated to each other But Shariah & 
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Property Beta value

Shariah  with BSE 0.059157

Source: Authors’ estimates.

The table 3 described the results of the beta with 

respective to BSE. The beta value of Shariah over 

the BSE  is 0.05  that means that 5% movement in 

Shariah is dependent on market movements and 

rest 95% depends on the other factors.

KSE and KMI & BSE are positive correlated to 

each other. This indicates that there is a linear 

relationship between returns of the Islamic 

Indices and Benchmark Indices. This relationship 

is very similar to the result of Ahama and Ibrahim 

(2002) in Malaysia and P. Natarajan and M. 

Dharani (2012) in India. 

Table 6: Expenditure by Indian Companies on 

CSR of the Shariah and BSE, 2013

Source: Authors' estimates.

The table 6 described the results of the selected 

Indian Companies which are common in Shariah 

Index and BSE Sensex out of all companies. Table 

shows the net profit after tax and corporate social 

responsibility 2% of NPAT.

Table 7: CSR and Dividend of Indian 

Companies of the Shariah and BSE, 2013

Source: Authors' estimates.

The table 7 described the results of the selected 

Indian Companies which are compared by CSR 

S. Indian Sector NPAT

N. Companies Exp. 2%           

 (Rs. in Crore)

1 Maruti Suzuki Auto Industry 16,852 337

2 Cipla Pharmaceutical 1,507.11 30.14

3 Gail Gail Industry 4,022.20 80.44

4 Bharti Airtel Telecomm-

unication 50,968 1019.26

5 HUL FMCG 3,828.48 76.56

CSR 



per share and Dividend per share. Here Maruti 

Suzuki having DPS greater then the CSR per 

share that means company is going to in an 

eminent way.  In the same way Cipla, Gail, Bharti 

Airtel, HUL all companies having DPS are greater 

then CSR per share. All companies are going to 

ethically and proper way.

Table 8: Expenditure by Pakistani 

Companies on CSR of the KMI 

and KSE, 2013

Source: Authors' estimates.

The table 6 described the results of the selected 

Pakistani Companies which are common in KMI 

Index and KSE out of all companies. Table shows 

the net profit after tax and corporate social 

responsibility 2% of NPAT.

Table 9: CSR and Dividend of Pakistani 

Companies of the KMI and KSE, 2013

Source: Authors' estimates.

The table 9 described the results of the selected 

Pakistani Companies which are compared by 

CSR per share and Dividend per share. Here Pak 

Suzuki having DPS greater then the CSR per 

share that means company is going to in an 

eminent way.  In the same way Glaxosmithkline, 

Oil and Gas, Pak Telecommunication, Engro 

foods all companies having DPS are greater then 

CSR per share. All companies are going to 

ethically and proper way.

Graphical Table: 1 Comparative Returns of Shariah and BSE during the 
sttime period of 1  Jan. 2012 to Dec. 2013.
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S. Pakistani 

N. Companies    Exp.2%

  (Rs. in Crore) 

Sector NPAT   CSR

1 Pak Suzuki Auto Industry 15,27,850 30,557

2 Glaxosmi- Pharmac-

thkline eutical 9,33,562 18,671.24

3 Oil and Gas 

Company Gail Industry 7,56,70,785 15,13,415.1

4 Pak Teleco- Telecomm-

mmunication unication 92,85,204 1019.26

5 Engro Foods FMCG 15,76,915 31538.3

 

 

 

 

 

S. Pakistani Sector CSR            DPS

N. Companies Per Share

1 Pak Suzuki Auto Industry 0.371 2.486

2 Glaxosmi- Pharmac- 0.07 3.758

thkline eutical 

3 Oil and Gas 

Company Gail Industry 0.302 4.0007

4 Pak Teleco- Telecomm-

mmunication unication 0.036 0.888

5 Engro Foods FMCG 3.71 4.343



Graphical Table: 2 Comparative Returns of KMI and KSE during the 
st

time period of 1  Jan. 2012 to Dec. 2013.

CONCLUSION :

The present study empirically analysed 

the CSR and Dividend of the Shariah Index & 

KMI and benchmark indices (BSE & KSE) during 
st the period from 1 Jan 2012 to 25 Dec 2013. The 

closing prices of the Shariah Index & KMI and 

closing value of the benchmark indices (BSE & 

KSE) were collected from the BSE, KSE, scstrade 

and Yahoo finance websites. The study employed 

the CAGR, BETA, Market Volatility model and 

correlation to examine the study objectives. It 

found that there is healthy relationship between 

KMI, Shariah and KSE, BSE during the study 

period. Even speculation and gambling activities 

were prohibited in Shariah Index & KMI. In this 

study researcher observed there CAGR of KMI & 

Shariah are high in comparison of BSE & KSE 

But Volatility of KMI & BSE higher is 

comparison to KSE & Shariah that means in India 

growth of BSe is Higher and in Pakistan KMI 

Index is Growing faster as compare to benchmark 

indices (KSE). CSR is less of all companies in 

include Indian and Pakistani in comparison to the 

DPS of all companies in which include Indian and 

Pakistani. That means in India BSE is more in 

Comparison to Shariah Index. And In Pakistan 

KMI is more popular in comparison to KSE. The 

study infers that the equity based Shariah Index & 

KMI are the social responsible investment avenue 

to the investors especially to small and individual 

ethical investors. 
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INTRODUCTION :

It been nearly seven decades of 

independence India even today is predominantly 

a rural economy. It is brutal fact that fruits of 

development have not reached to its villages. 

Backwardness  and pover ty  are  main  

characteristics of rural areas. The pattern of life in 

rural areas even today is miserable and basic 

amenities like water, health services and 

sanitation are highly inadequate. Rural 

development is primarily concerned with 

addressing the needs of the rural poor in the matter 

of sustainable economic activities. With the shift 

in development paradigm from ‘growth only’ to 

‘growth with sustainable human development’, 

the canvas of development discourse has widened 

considerably over the years, and it is now 

increasingly realized that efforts of development 

administration to alleviate poverty through 

economic growth and redistribution of income 

and wealth would be meaningless unless it is 

accompanied by expansion of basic capabilities 

of human beings in all the region of country.  Thus 

rural development implies both the economic 

betterment of people as well as greater social 

transformation through human capability 

expansion.  In order to provide the rural people 

with better prospects for economic development, 

increased participation of people in the rural 

development programmes is envisioned.  Rural 

people can contribute to their development when 

their capabilities are expanded which will allow 

them to actively participate in the development 

process.  The socio-economic transformation in 

the rural areas is possible with the development of 

human resources which in turn leads to sustained 

rural development

Socio economic development of rural 

areas is of crucial significance in the form of 

integrated growth and social justice.  Independent 

India through its organized process of economic 

planning has given high priority towards 

eradication of poverty, reduction of inequality, 

elimination of privileges and balanced regional 

growth.  Although there has been sharp decline in 

the poverty in term of head count, still 280 million 

people of the country live below the poverty line. 

(S.K. Das 2008)  The problem is more acute in the 

rural sector.  Intensity of poverty in India is very 

high in rural areas. For women it is more worsen 

due to factors such as illiteracy, lack of access to 

SHGs Corridor for Rural Development

Dr. (Mrs.) Joana William Tuscano

Department of Economics

St. Joseph College of Arts & Commerce

Satpala Rajodi Rd., Virar (W), Mumbai 

joana10wills@gmail.com           
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landed properties and other resources, absence of 

skill  entrepreneurship qualities, male 

dominance, dependency syndrome etc. (Lalitha 

Mahadevan 2009)   Women are very important 

segment in development at local to global levels.  

Their role in work productivity, employment 

generation and income oriented activities are 

hindered by many socio-economic constraints. 

(Dr. Babita Agrawal, etl.,2007) According to S. 

Kaliyamoorthy etl., (2007) the working 

condition and wages in rural area particularly 

among weaker section of the society are not upto 

mark. They are under constant pressure of debt 

and insecurity.  Their livelihood conditions are 

miserable. Thus the paper aims to study 

development of women community of rural area.

OBJECTIVES OF STUDY :

lTo study the role of Self-help Groups in 

developing of rural women.

lTo study problems and challenges faced 
by women of SHGs.

lTo suggest measures for sustainable 

development of rural community.

REVIEW OF LITERATURE :

SHGs are mostly informal groups where 

members pool savings as a thrift deposit and 

relent in the group on rotational basis.  The SHGs 

have been able to provide primitive banking 

services to its members that are cost effective, 

flexible and without defaults based on local 

requirements. The SHG movement is changing 

the lives of women all around the world.  Income 

generation activities through SHGs have helped 

many women to become financially independent 

as these activities often become the major source 

of income to the family.  This naturally increases 

the status of women in their families, particularly 

increasing their participation in the decision 

making process.  All this creates the environment 

for women to come into the mainstream of 

development.  Income generating activities thus 

are important in this process of leading women 

towards financial security and eventually, 

mainstreaming them.

NGOs are enabling organisations set up 

out of concern for particular set of issues in our 

communities or society.  The bulk of the work 

carried out by these organisations has aimed to 

improve, enable and pressurise the system of 

service delivery created by the government, in 

order to ensure that relevant and rightful benefits 

accrue to those for whom they are meant.  These 

organisations are able to understand social issues 

such as women status, child labour, aids, human 

right violations etc. in deeper sense through 

continued study and analysis. NGOs have a 

bottom-up perspective, efficient service delivery, 

flexibility and strategic methodologies that 

empower the poor and excluded.  Their outreach 

is decidedly significant. Thus the role and 

potential of NGOs is visualised in filling the gap 

between those beneficiaries and victims.  Their 

programmes such as creation of awareness, 

resistance to violence, building up of confidence 

among women has brought significant change in 

women. It is seen that there is diversity and 
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pluralism in fundamental human rights in every 

section of society.  Hence role of NGOs has 

become significant in educating the deprived 

section of society about their fundamental rights 

and creating awareness about the prevailing laws. 

NGOs through Self Help Groups (SHGs) 

are emerging as major mechanisms of 

development and empowerment of women in 

third world countries. The SHGs have undertaken 

entrepreneriual activities at smaller level with 

minimum capital requirements.  It has 

successfully demonstrated how to mobilize and 

manage thrift appraise credit needs and enforce 

financial self discipline.  The SHGs have the 

pontential to ignite socio-economic revolution in 

rural India. (H.D. Dwarakanath 2006) In India 

since the Ninth five year plan, most of the 

development programmes were channelled 

through SHGs. (Lalrinliana, Joseph and 

Easwaran Kanagaraj, 2006)  SHG Bank Linkage 

Programme(SHGBLP) focus on providing formal 

loan to those poor engaged in small business like 

vending, farming artisan, craftsmen and hawking. 

(Sudhansu Kumar Das, Sanjay Kanti Das, 2011) 

The growth of micro enterprises is concomitant to 

the emergence of SHGs in any region.  The basic 

aim of both micro enterprises and SHGs is 

empowering the unprivileged groups of the 

society.  Income generating projects are a 

mainstay of most SHGs.  The extension of micro 

credit or small loans through SHGs helps growth 

of micro enterprises.(Mizanur Rahman and 

Jyotish Bordoloi, 2011). 

K.C. Badatya (2009) states that certain 

positive performance of the SHGs in terms of 

process of graduation of groups and their shift to 

micro enterprises.  Further it is appropriate to 

introduce micro enterprises based on known 

skills, knowledge and resources as women may 

not be able to take the self employment load of 

completely new enterprises if it thrust upon her 

from outside. R. Ganga (2007) In order to 

improve their economic status and to reduce the 

level of dependence on the whims of male heads 

in the family and local money lenders, SHGs has 

g iven  more  pr ior i ty  towards  women 

empowerment through providing finance.  

S.B. Misra’s (2006) Microfinance, has 

made an effort to identify enterprise-specific 

options to be taken up by activated women self-

help groups (SHGs).  He confirms that individual 

potency, self confidence, mobility, arithmetical 

skill, widening of interest, inter-caste 

communication, leadership quality, collective 

action and market networking getting built up 

through micro finance centered empowerment.

S.Ramachandran, S. Sasikumar and 

E.Kanagaraj (2008) states that economic 

participation in terms of saving, repayment of 

loan and payment of interest was high but social 

participation i.e. attendance of meeting was low.  

Unfortunately, the mobilisation and organisation 

women through SHG could not eradicate the 

disempowering effect of patriarchy but they could 

show the sign of improving the power of women.  

The study probed into the economic 

empowerment of women in term of their 

ownership and control over household income 
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savings, debts and assets.  Though the SHGs have 

not contributed much to improve the women’s 

share in income and assets which are mostly men 

controlled they could increase the share of women 

 in household savings and debts.

Martin Patrick, S. Muraleedharan (2007) 

explains Kumdumshree is an approach which 

motivates deprived people to empower 

themselves for self-reliance.  Micro enterprises in 

these areas are coming into existence out of either 

market driven or non-market driven forces. It 

works through self help group(SHGs) and 

neighbouring help group(NHG),which aims at the 

formation of social capital that would lead to 

i n c o m e  g e n e r a t i o n .  A c c o r d i n g  S . R .  

Choodambigai (2007) there was an improvement 

in the income and expenditure pattern of 

respondents due to their association with SHGs.  

Personal and family income had played a 

significant role in influencing the saving of the 

members of SHGs.

According Panka Toppo, S.J. and Amar 

KJR Nayak (2008) involvement with the SHGs 

gave members a great opportunity to expand their 

activities outside their homes, thus increasing 

their mobility sphere of participation and 

improvement of their standard of living etc.  Their 

status in the family as well as in the society 

increased and now they are leading life with 

dignity. M. chelladurai and S. Thirumaran (2007) 

the rural economy in recent years has been 

showing clear positive sign for the micro 

enterprise opportunities especially for women.  

To make the SHGs movement in India really 

meaningful and successful the government at 

different level have to intervene in a large scale 

not as financier or provider of other inputs but as 

facilitator and promoter.  Since the markets are 

highly dynamic and for the growth and 

sustainability of micro enterprises the 

entrepreneurs must be able to understand the 

behaviour of markets and respond appropriately 

to the challenges of competition.  Micro 

enterprises promotion among women requires 

comprehension of market dynamics also in 

addition to innovations and creativity.

Hence various studies states that SHGs 

plays an significant role in empowering 

developing poor women in the country.

RESEARCH METHODOLOGY :

The present research is based on primary 

information collected from 50 SHGs formed and 

runned by Jeevanaadhar Social Centre at Arnala 

village of Vasai taluka.  The selection of Arnala 

village is purposive. Personal interview of NGO 

and SHGs were taken. Also various books 

journals periodicals and websites were used for 

review of literature.

IMPORTANCE OF STUDY: 

Women are a vital part of the Indian 

economy, constituting one half of country’s 

population, one third of the national labour force 

and major contributors to the survival of the 

family.  It is an established fact that the poorer the 

family is, the greater is its dependence on 
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women’s income.  Data reveals that women in 

India continue to be relatively disadvantaged in 

the matter of health, nutrition, literacy and 

productivity.  In the official proclamation they are 

at par with men but in real life the truth prevails 

otherwise.  Our society, particularly the rural 

society, is still male dominated and women are not 

treated as equal partner, both inside and outside 

the four walls of the house.  Being a better half of 

the society it is necessary to include them in 

mainstream of development process.  Thus the 

study focus on development of rural women 

through SHGs 

ROLE OF SHGS IN SHAPING 

RURAL COMMUNITY :

The present paper aims to study the role of 

SHGs in empowering women of Arnala village in 

Vasai taluka of Thane district. The focus is on 

development parameters that include and allow 

for the gender factor, at all levels of social and 

economic initiative, in order to bring women into 

the mainstream of development.  

BACKGROUND OF AREA :

Arnala village is located at the coastal of 

Arabian Sea in west of Vasai taluka.  It consists of 

2,264 household with 13,170 population of which 

6,727 are male and 6,443 are female. It is a major 

fishing territory of Vasai. This place is also known 

for the beach and the island fort. The beach at 

Arnala is well separated from the fishing village 

and is a bliss populated with suru trees. The beach 

provides as an ideal picnic spot. There are many 

resorts catering to picnickers. Arnala is well 

known for its historic relevance. It was used by the 

Portuguese as there watch tower over the Vasai 

province.  The main occupation of people in this 

village is fishing.  Both men and women are 

actively participated in this occupation.  Men go 

in sea to catch fish while women sell this catch in 

market.  The socio-economic status of this village 

is very vulnerable as education level in this village 

is very low.  People of this village are poor and 

innocent.  Hence they are easily cheated by the 

traders and others.

Background of Jeevanaadhar Social Centre:

Jeevanaadhar Social Centre was 

established in1992 with the mission “To Withness 

and Proclaim compassionate love of God to all 

especially the women, the marginalised and the 

vulnerable people in the society empowering 

them to create a new world order’. The members, 

of Jeevanaadhar Social Centre are dedicated to 

serve the poorest of the poor, marginalized and 

oppressed people with a purpose to give them 

dignity, equality, justice and love through 

people’s full participation.  It aims at the integral 

development of people by enabling them to 

commit themselves towards becoming self-

reliant by education which will lead them to 

personal and collective action.  In all the efforts to 

educate and develop the poorest of the poor, they 

aim to collaborate and network with like minded 

individuals, government and non-governmental 

organizations (NGOs). Jeevanaadhar Social 
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Centre is a registered NGO whose purpose is the 

promotion of life through various educational, 

social, political, psychological, economical i.e. 

all-round development of the rural poor. They 

have been working for 12 hamlet in and around 

Arnala Gram Panchayats.  At present 50 SHGs are 

formed and runned by them.  Among these SHGs 

nine SHGs belong to Below Poverty Line (BPL) 

groups while 41 SHGs are of Above Poverty Line 

(APL) but marginalised group.  The total numbers 

of women involved in SHGs are 549 members.

 The Centre is situated in Arnala, in Vasai 

Taluka of Maharashtra State.  It is not only in the 

interior but also in the coastal area, 80 km away 

from Mumbai.  Vasai has different communities 

belonging to different religion and cultures such 

as Hindus, Muslims, Christians, Adivasis and 

Dalit.  These people belong to koli or fisher folk 

community who are a small group and are hidden 

from the main-stream of development.  In this 

area some women are engaged in fish selling 

business, while women especially belonging to 

BPL SHGs are daily wage labourers working in 

resorts and farms who have neither land nor 

house.  They are exploited by the owners.  They 

are caught in the vicious circle of poverty and 

illiteracy.  Around 90% of them are illiterate.  

They can’t read, write or even sign.  These forces 

conspire them in their present state under-

development for they contribute cheap, docile, 

dependable labour.  Village do not have the basic 

necessities of life such as drinking water, 

electricity, healthcare centres, drainage system, 

road access etc.  The unhygienic conditions of 

living make them prone to different kinds of 

illnesses.  The life span of these people is very 

short.  

There are large numbers of youth who are 

illiterate and work on fisher-boats as labour.  

Women of this community are  the most docile 

and vulnerable, due to the low status which makes 

them live with domestic violence, illiteracy, 

ignorance, superstitious beliefs, no decision 

making power, no saving, no freedom to move out 

of their houses.  The early marriages, and thereby 

the early responsibilities affect their health badly.  

The girls are treated like goods that are only useful 

for doing the house hold work and later to be 

married.  Thus their education is neglected.  

Poverty, hunger, malnutrition and disease seemed 

to be their painful fate.  There seemed to be the 

condition of sheer hopelessness. Thus formation 

of SHGs among these women has brought 

changes in their livelihood, attitude and 

empowerment. 

ACTIVITIES of SHGs :

Jeevanaadhar Social Centre believes in 

Education, which is the way to progress and 

Empowering the people with life promoting 

values.  To reach this goal they have undertaken 

following activities.

1. Formation of SHGs:  

Groups of women belonging to equal social 

and economic background are formed. To start 

one group, it needs a lot of time and numerous 

meetings, but the results are obvious they learn 

financial interaction, they increase their self view-
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point, get the freedom from money lenders and 

gradually start income generation programmes 

and also start regular saving.  Once the Saving 

Account is opened, the work continues with 

various meetings and training programmes every 

month. 

2. Capacity building programmes for women:  

Group building sessions on different topics 

are held to strengthen the groups to take up issues 

together.  They organise seminars to make them 

aware of girl child, child care and understand the 

importance of the education, legal awareness, 

importance of health care, nutritious food and so 

on.  The sessions are also organised so that they 

may understand themselves to be better persons.  

Gradually the change is visible.  They learn to talk 

with others, to get out of home for the meetings to 

go to bank etc.  Their decision making power has 

really increased.

3. Supplementary Classes for Children: 

Supplementary classes are necessary to 

support the education of the poor, for the 

motivation of the children, and their parents.   

These classes are run in their own villages, in the 

rooms provided by the villagers themselves.  The 

teachers are chosen from the village itself who 

have studied minimum, thus there is need for 

intensive training.  They arrange monthly training 

sessions for the teachers.

4. Awareness Programmes on the Rights 

and Environmental Issues:  

They organise awareness programmes on 

environmental issues such as degradation of fish 

farming, water pollution, tree plantation 

including medicinal plants, ill-effects of the 

excessive use of plastic and so on.

5. Educational Activities : 

One of the most important problems of 

these women and children is their character.  They 

are timid, frightful with a low self-image, as a 

result of the marginalization lived for so many 

years.  With these programmes, they stress on 

healthy relations.  They learn to face challenges 

life with courage.  Importance of education and its 

awareness is provided to the women.

6. Issue based Activities:  

They work hard to help the people to get 

the ration card, BPL card, to insert their names in 

the electoral roll, to make aware of schemes for 

widows etc.

7. Other Activities:  

Home visits, survey of villages, study 

tours, camps, meeting and discussion with leaders 

of the villages, bank managers, and government 

officials are arranged in order to empower the 

marginalised.  

FINDINGS: 

Becoming a part of SHG has brought a  

sea change among the rural women of Arnala 

village.  Following observations are done in the 

selected area.
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l Poor women through medium of SHGs have 

built a habit of regular saving.  Women those 

belonging to APL groups save Rs. 100 per 

month whereas those from BPL save Rs. 50 

per month.

l SHG have developed banking habit among its 

members. They have open their saving 

account in bank. Women also maintain proper 

accounts of SHG. 

l Women conduct regular meetings of the 

SHGs members. The group has provided a 

platform for women to share their problems. 

They come together and tackle problems 

among themselves.

l Capac i ty  bu i ld ing  and  l eade r sh ip  

development programmes have brought self 

confidence among these illiterate rural 

women.  They are successful in developing 

healthy relation and coordination between 

SHGs, NGOs and banks

l Generation of small savings among women 

has also helpful in providing the facility of 

inter loaning among themselves. This has 

helped women in emergence to face their 

financial problems.

l Through training and education SHGs has 

helped women to use of local knowledge and 

resources in productive activities. 

l SHGs among BPL group have acquired 

government subsidies and bank loan upto Rs. 2 

lakhs. Nearly 100% recovery of loans is done.

l Rural women through SHGs have gained self 

confidence.  They have started speaking 

collectively on the social and economic 

issues.

l Attitudinal change in women is the major 

achievement of SHGs.  Women have 

understood importance of education and have 

taken a positive step towards it.  Now they 

have started educating their children 

especially the girl child.

l Through SHGs 300 women have taken 

insurance policy.

l Process of women empowerment has initiated 

with growth of SHGs in this area.  Political 

participation of women has increased.  The 

o u t s t a n d i n g  e x a m p l e  o f  p o l i t i c a l  

empowerment is Gram panchyat of Arnala is 

headed by lady sarpanch.

CONSTRAINTS :

While working SHGs faces various challenges 

and difficulties that are as follows. 

l SHG members often lack of support from 

male members of the families.

l  It was also observed that banks officials are 

not supportive in certain case for eg. they are 

not positive while providing loan to APL 

groups

l There are rigidities found in attitude of society 

towards poor women which is the biggest 

constraint in their development.

l Women often lack trust for one another 

creates obstacles in smooth performance of 

SHG activities.

l Since rural people are illiterate and ignorant it 

is difficulty in creating awareness among 

people. 
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l

villages and women often have limited 

resources. 

l Hence there is requirements of training and 

sensitization of issues on large scale.

CONCLUSION :

Development of rural population through 

eradication of i l l i teracy, poverty and 

improvement of public health would motivate the 

people to work for themselves for attaining a 

higher quality of life and sustained rural 

development. Self-help groups in Arnala village 

are powerful approach to women empowerment 

that has led community development in Arnala 

village of Vasai taluka. This strategy has fetched a 

noticeable result. The capacity building 

programme of SHGs has led to many positive 

socio-economic changes not only among its 

members, but also among other members in the 

rural community.  Even though the number of 

women involvement in politics is low, the trend is 

definitely moving up. Their presence today is 

affecting the perception of women and their role 

in the political arena. They are being recognized 

as an important group with serious concerns. The 

impact of SHGs on social harmony has also been 

mixed. While it has been observed that in groups 

with mixed membership had group leaders that 

came from a variety of the social groups. SHGs 

have succeeded in resolving disputes between 

members and the community at large. SHGs in 

this area has conceived as a sustainable peoples 

institutional that provides the poor rural women 

Also NGOs working for development of these with the space and support necessary for them to 

take effective step towards achieving greater 

control over their lives. 
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INTRODUCTION:

WhatsApp is the most convenient way of 

quickly sending messages on your mobile phone 

to any contact or friend on your contacts list. The 

only requirement is that the other people must 

have the app installed on their own device. 

Currently WhatsApp is compatible with just 

about all mobile operating systems on the market: 

Android, iOS, Symbian and Windows phone. So 

this basically means you'll be able to use 

WhatsApp to communicate with any friend, 

regardless of what model of device they have.

WhatsApp user can send text messages, 

voice message, links and images to any others 

user. Automatic image compression makes 

transferring files very easy although there is 

obviously some quality loss.
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Gulbarga: A Study
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ABSTRACT :

The purpose of this study was to examine on WhatsApp use among users of Karnataka Central 

University, Gulbarga students and how it affects sharing information and communication with Karnataka 

Central University students.

Keyword: WhatsApp, Students of Karnataka Central University Gulbarga, sharing information 

and self- concept

ORIGIN OF WHATSAPP:

WhatsApp Messenger is an instant 

messaging app for smart phones that operates 

under a subscription business model. In January 

2015, WharsApp was the most globally popular 

messaging app with more than 700 million active 

users, with India alone having a user base of more 

than 70 million.WhatsApp Inc., based in 

Mountain view, California, was acquired by 

Facebook on February 19, 2014. WhatsApp Inc., 

was founded in 2009 by Brian Acton and Jan 

Koum, both former employees of Yahool.

OBJECTIVES OF WHATSAPP:

1. To know awareness of whatsApp students 

of Karnataka central university Gulbarga 

2. To know the purpose of using whatsApp  

3. To know the time spend by the students on 

the whatsApp and
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4. To find out the most frequency of using 

whatsApp

USE OF WHATSAPP FOR LIBRARY 

USERS : 

Using WhatsApp, we can create groups of 

people. This group can be very well used for 

sharing information to all at a time. Same way, 

this can be used for a library, to updates about new 

arrivals, as reminder to return the books borrowed 

etc. using WhatsApp, text, audio, and video can 

be shared easily. This could be very much useful 

for a library. Suppose the library users are grouped 

together with the librarian. Whenever any new 

journal or book is coming to the library, librarian 

can share the cover page of that book/journal to 

the other group members. Any other related 

information about the book like review comments 

in the news papers, expert opinion, other user's 

opinion can also be shared with the group. If any 

audio/video clipping available related to the book 

by the experts that can also be shared.

Whenever the library user has any doubts about 

the existing books, or to enquire about any book, 

he/she can send an enquiry message to the 

librarian and he/she can respond back with the 

necessary details. If there are limited numbers of 

books for any topic and any of the users wants that 

book urgently, the librarian can ask that person to 

return back immediately and this will help the 

required person.   

  

METHODOLOGY :

The present study, questionnaire 

method was used to collect necessary data from 

students of Karnataka Central University, 

Gulbarga. The collected data is analyzed

systematically. A total of 150 questionnaires were 

administered and 125 filled questionnaires were 

obtained from the students.  

DATA ANALYSIS :

Table-1 

Gender wise distributed of respondents

Table-1 shows that majority 64.8% whatsApp 

students  are male whereas 35.2% are female.

Table-2
Frequency of using whatsapp

Table-2 shows that majority 41.6% respondents 
using to their whatsApp many times a day 
followed by 32.8% use 2-4 times a day, 16% use 
daily, 0.9% use occasionally. 

Table-3

Time spent on whatsApp

Gender No of students Percentage

Male 81 64.8%

Famale 44 35.2%

Total 125 100%

Frequency of No of respondents Percentage

using whatsapp

Many times a day 52 41.6%

2-4 times a day 41 32.8%

Daily 20 16%

Occasionally 12 0.9%
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Time spent on No of Percentage

 whatsApp respondents

Less than one hour 41 32.8%

1 Hour 52 41.6%

2 Hours 22 17.6%

2-3 Hours 10 0.8%

Total 125 100%



Table-3 shows that majority 41.6% respondents 

spend one hour on whatsApp followed by 

32.8%spend less than one hour per day,  

17.6%spend 2 hours and 10 spend 2-3 hours.

Table-4

Purpose of whatsApp users

Table-4 shows that when respondents asked about 

the purpose of using whatsApp then majority 

81.6% remarked purpose as Exchange and share 

photos, files, voice audios, music, videos 

including comments and wall followed by 78.4% 

who check how there are doing (photos).

Table-5

Number of friends on whatsApp

Table-4 shows that majority 62.5% of the 

respondents have 50-100 friend followed by 

09.6% below 20 friends

Table-6

Experience in using WhatsApp

Table-6 that majority 35.2% of the respondents 

have 1 year experience on whatsApp  followed by  

30.4%of the respondents have 1-9 months 

experience on whatsApp,  27.2%of the 

respondents have 1-2 years experience on 

whatsApp  and 07.2% of the respondents have 

more than 2 years experience on whatsApp. 

Table-7 

Whether whatsApp is better than others 

e-media to transfer the information

Table-6 that majority 76.8% of respondents 

whatsApp is better others e-media to transfer the 

information and 23.2% of respondents whatsApp 

is not better others e-media to transfer the 

information

Purpose of using  No of Percentage

whatsApp respondents

To interact with friends 41 32.8%

Uploading 52 41.6%

Photos 98 78.4%

Updating profile information 48 38.4%

Exchange and share photos, 

files, voice audios, music, 

videos including 

comments and wall 102 81.6%

Meet group people 78 62.4%

Promoting own knowledge 58 46.4%

Number of 

friends on whatsApp

Above 100 21 16.8%

51-100 50 62.5%

21-50 44 35.2%

Below 20 10 09.6%

Total 125 100%

No of respondents Percentage

Experience in using No of respondents

WhatsApp

More than 2 years 09 07.2%

1-2 years 34 27.2%

1 year 44 35.2%

1-9 months 38 30.4%

Total 125 100%

Percentage

Whether whatsApp is 

better than others respondents

 e-media to transfer 

the information

Yes 96 76.8%

No 29 23.2%

Total 125 100%

No of Percentage
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Table-8

Where do you use more whatsApp

Table-6 that majority 32.8% of the respondents 

use whatsApp in library, followed by  31.2% of 

the respondents use whatsApp in ground, 20% use 

whatsApp in class/ leisure  period and 16% use 

whatsApp in laboratory. 

Findings of the study:

vMajority of the respondents 64.8% 

whatsApp students are male whereas 

35.2% are female.

v41.6% respondents using to their 

whatsApp many times a day

v41.6% respondents spend one hour on

whatsApp

vMajority of respondents 81.6% remarked 

purpose as Exchange and share photos, 

files, voice audios, music, videos 

including comments and wall

v62.5% of the respondents have 50-100 

friend followed by 09.6% below 20 

friends.

v35.2% of the respondents have 1 year 

experience on whatsApp  

v76.8% of respondents whatsApp is better 

others e-media to transfer the information

v32.8% of the respondents use whatsApp in 

library.

8. CONCLUSION: 

The research was focus on the use of 

WhatsApp by Karnataka central university 

Gulbarga students. The uniqueness of this 

whatsApp is to share information among group 

users ranging from highly personal to knowledge 

academic interests of the participants. It is 

observed that Karnataka central university 

Gulbarga students are connected to each other by 

WhatsApp to share experience and views in 

creating awarence. It becomes one of the biggest 

platforms in the world for sharing information to 

all at a time.
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Where do you use No of

more whatsApp respondents

In class/ leisure  period 25 20%

Laboratory 20 16%

Library 41 32.8%

Ground 39 31.2%

Total 125 100%

Percentage 
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INTRODUCTION :

The primary objective of the libraries, 

information and documentation centres are to 

organize and provide access to information. This 

objective will never change, although the format 

and the methods that are used can change 

dramatically, providing new opportunities and 

challenges. The information age has appeared 

with many challenges and risks for the 

information generator and the information 

disseminator. The prime concern is the better 

ABSTRACT :

The conventional functions of a library to collect, process, disseminate, store and utilize 
document/information to provide service for the society has been changed in the knowledge economy era, 
where it will become a treasure-house of human knowledge, participate in knowledge innovation and 

rd
become an important link in the knowledge innovation chain. In the 3  millennium, the library will 
inevitably face the new subject of change management, and quality management where the role the library 
and information professional is make it service-oriented rather than collection building oriented. Defines 
the term quality and change. Describes typology of change in different types of libraries. Identifies seven 
broad areas of changes in library and information centres. 

Keywords: Change Management (CM), Quality Management (QM), Knowledge Management (KM),  
Information and Communication Technology (ICT).

information management and it’s communication 

around the globe without hindrance of time and 

space. 

There is a close relation between ‘data’, 

‘information’, ‘knowledge’ and ‘wisdom’ in the 

libraries and information centres (LICs), it may be 

shown in the following diagram: 
Connectedness 

                                                         Wisdom 

                                      Knowledge

                    Information

   Data                                                                          Understanding
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When one understands these foundational 
principles they then understand why the 
knowledge is and what it is. Wherever the 
information, knowledge and wisdom is concerned 
the LICs comes as generator of all these for the 
betterment of individual and eventually for 
society. 

needs are being met, the quality of collections and 

services. The L&I professionals act as an interface 

between the users and vast amount of 

published/unpublished information sources. 

Information technology has left its special impact 

on this profession. As a result of literature 

explosion, technological changes and need of the 

society, the concept of profession has been 

changed. The word ‘Library Science’ has been 

replaced by ‘Library and Information Science’, 

‘Documentation’, etc. and bibliographical control 

of huge literature has posed a very big problem. 

In the knowledge economy era, the 

management refers to effectively identify, 

acquire, develop, resolve, use, store and share 

knowledge, and to raise the emergency and 

innovation capability by utilizing the wisdom of 

the team. Since knowledge has become the 

driving force for social development, the attention 

of the society to information and knowledge is 

rising and people’s demands for information and 

knowledge are increasing step by step. This has 

provided a good environment for library 

development. Managing knowledge has become 

an important subject facing LICs in the near 

future. 

LIBRARY-DEFINITION :

Before discussing the role of LICs, it is 

better to understand ‘what is a library?’ and ‘what 

are its social functions?’ The word ‘library’ has 

been derived from the Latin word “Liber” means a 

‘book’. But the word used in French “Fibrurie” 

does not have the same meaning but it is being 

The term 'knowledge' in itself is a process 
of learning to know and to have an 
edge over others.

·   An intense or 
     striking quality 
     (a quality or factor 
     that gives superiority 
     over close rivals
·   A slight advantage 
    over somebody/

     something

·    To be informed
·    To gain knowledge, skill or ability
·    To be skillful

EDGE

 

KNOW

L
E
A
R
N

L

·   Be aware of
·   Be familiar with 
·   Be acquainted with

 

The challenges before the LICs are 

manifold. The main challenge will emerge from 

the expected change in the very nature of future 

LICs. The term ‘technology’ in case of LICs refers 

to computer technology, communications 

technology, and information technology. A 

professional who is aware of these three can face 

the challenges of the new millennium.

We have the traditional measures that 

quantify a library’s raw materials or potential to 

meet user needs (inputs), the work done with 

these raw materials (outputs) and fledgling efforts 

to assess the impact that collections and services 

have on users (outcomes). The purpose of all 

inputs and outputs is to achieve outcomes, but 

neither inputs nor outputs indicate how well user 
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used to represent a Bookshop or by extension, a 

publisher. 

The word used in many other countries to 

signify a collection of books, publicity or 

privately, is derived from a Latinised Greek word 

“Biblioteca” hence biblitheque in French, 

biblioteca in Italian and Spanish, bibliotek in 

german, biblioteks in Russian and Toshosentsu in 

Japanese. The word in English refers to a 

collection of books gathered for the purpose of 

reading, study, research or reference. The library 

is a social institutions, charged with education, 

informational, political, economic, industrial and 

antiquarian functions. The early meaning is now 

obsolete.

LIBRARY SCENARIO IN INDIA :

Indian library and information sector can 

be divided into five major areas: National Library 

sector; Academic library sector; Special and 

Scientific library sector, Government library 

sector and the Public library sector. Due to various 

factors the scientific and special library sector is 

much more developed and modernized than the 

other four sectors. 

The challenges which Indian libraries and 

librarians will encounter in the 3rd millennium are 

manifold but the most important challenge will be 

the change in the very nature of libraries and their 

profession, i.e., the libraries must change from 

collection oriented institutions to service oriented 

organizations and librarians have to change from 

custodians of books and documents to 

information managers and disseminators. In this 

changing scenario IT will play the most important 

role. While taking advantage of the different 

components of information technology the 

libraries of each sector will have to ensure the 

following: 

1. Take stock of the actual need of the library 

and its users; 

2. Bring about change in the functions of the 

library to make it service oriented  rather 

than collection oriented; 

3. Resource sharing and networking of

 libraries; 

4. Consider both preservation and access as 

vital components of library service; 

5. Marketing of information and library 

services; 

6. Development of library professionals to 

cope with the new environment; 

7. Utilization of management techniques for 

dealing with the new objectives. 

NATIONAL LIBRARY SECTOR :

National Library sector in India can be 

divided into two types of libraries. These are:

(1) First one comprises the National Library, 

Kolkata and the recipient Public libraries 

under the Delivery of Books Act, i.e., 

Delhi Public Library, Connemara Public 

Library, Chennai and the State Central 

Library, Mumbai. These are the 

depositories of the printed cultural 

heritage of India under the Delivery of 

Books Act. The depository libraries are a 

very important part of the National 
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Library sector because India is a very vast 

and multi-lingual country with rich  

linguistic heritage. The 3rd millennium 

will have to see the cooperation between 

all these four libraries with the National 

Library at the apex. This can only be 

implemented if all these libraries are 

modernized at the same scale and have 

compatible systems to ensure resource 

sharing and networking. As these are 

financed by the Department of Culture 

(DoC) of the Government of India (GoI), 

the standards for modernization laid down 

by the DoC will be applicable to all these 

libraries. 

(2) The other part comprises the National 

level subject specific libraries such as 

National Science Library, National 

Medical Library, etc. In both these parts 

the National Library stands out as the 

largest single library which acts as the 

depository as well as the repository of all 

published material of India. The main 

challenge in the 3rd millennium in the 

national library sector would be to bring 

about close coordination between all these 

national level subject libraries and the 

National Library of India. 

ACADEMIC LIBRARY SECTOR :

This sector comprises school and college 

and the university libraries. While evolving a 

vision for university libraries for the millennium, 

the main focus should be on the role of the existing 

university library in addressing the national 

issues. Since most university libraries in India 

work in isolation some information need to be 

collected and collated before preparing such a 

perspective plan. 

PUBLIC LIBRARY SECTOR :

The Public library system in India has 

developed over the years for more than a century, 

initially under the patronage of the aristocracy. 

However, the new independent India which 

developed a democratic society recognized the 

need for public libraries which will work for the 

common good and will build a strong foundation 

for a democratic set up. According to the 

Constitution of India, Public library development 

is a State responsibility. Therefore, all states are 

vested with the mandate to set up libraries within 

the state at different levels. But due to the 

diversity in the level of state-wise development, 

the Department of Culture (DoC), Government of 

India has set up Raja Rammohun Roy Library 

Foundation (RRRLF) to act as a nodal agency for 

development of public libraries in India. 

GOVERNMENT LIBRARIES :

Government libraries in India were 

developed mainly during the British period to 

cater to the needs of the decision-makers and the 

bureaucrats. These libraries have always been 

institutionalized within the departments of the 

government. All these departmental and 

ministerial libraries have collected government 
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documents mainly of their respective 

department/ministry and have restricted their 

acquisition to the need of the departmental staff 

alone. 

SPECIAL AND SCIENTIFIC    

LIBRARIES :

The special libraries and the libraries 

under Science and Technology group are in a 

much better developmental stage compared to the 

other four sectors. A good number of these 

libraries use current IT products and systems like 

computers, email, CD-ROMs and on-line storing 

and retrieval. LICs of research institutions such as 

those under Council of Scientific and Industrial 

Research (CSIR), Defence Research and 

Development Organisation (DRDO), Indian 

Council of Agricultural Research (ICAR), Indian 

Council of Medical Research (ICMR), 

Department of Atomic Energy (DAE), Indian 

Space and Research Organisation (ISRO), 

Department of Science & Technology (DST) and 

Institutes of higher learning like the Indian 

Institutes of Technology (IITs), Indian Institute of 

Science (IIS), Indian National Science Academy 

(INSA), Indian Institutes of Management (IIMs), 

are modernized and have been given the 

necessary resources for development. 

MEANING AND DEFINITION 

OF CHANGE :

According to Jaya Prakash and K. 

Ramanaiah (2001), ‘change means a deviation 

from the existing or usual practice. When a 

variation takes place in the existing practice due to 

internal or external reasons it is known as 

change.”

In the words of Dinesh Kumar Gupta and 

S. L. Jain (1996), “change is a continuous and 

inevitable phenomenon and can be defined as 

alteration in the relationships or environment in 

one or a group of people. In other words, it is a 

process of moving from known to unknown. All 

organizations whether public or private, service 

or manufacturing, profit or non-profit making, 

smaller or larger will experience change at one 

time or another.”

TOPOLOGY OF CHANGE :

According to David Nadler and Micheal 

Thushman (2002), there are four types of 

change, which take place in any 

organization including the library:

(a) Anticipatory changes are made with an 

intention to take advantage of situations, 

which are expected to arise. Such changes 

are systematically planned because the 

library professionals monitor the situation 

regularly and whenever they expect 

change, they attempt to make a change in 

library organizations as to get its benefits.

(b) Reaction changes are those changes, 

which are forced on the library, by 

unexpected external pressures. In other 

words, it there is a change in external 

environment, to cope with changing 

environment reactive changes are made in 

library. Such changes are made generally 
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for maintaining stability in the library.

(c) Incremental changes are those changes 

that are made with an intention to 

maintain functioning of library on its 

chosen path. Since the library as an 

organization has many sub-systems, these 

are to be adjusted from time to time as to 

secure smooth functioning of the whole 

library. 

(d) Strategic changes are more basic in 

nature. These changes will have greater 

influence on the overall functioning of an 

organization. They alter overall shape and 

directions of the organization, viz, change 

in technology (Gowda and Suma, 2004).

C H A N G E  M A N A G E M E N T I N  

LIBRARY AND INFORMATION 

CENTRES (LICS) :

It is necessary for the LICs to evolve 

continuously for its successful growth and 

development. If the changes are not managed 

properly, and the needs of the users are not met, 

they will be in a weak position to effectively 

deliver the library and information services 

(Boughey, 2000). It is only through planned 

change and its efficient management, the LICs 

can cope with changing environment and may 

discover more effective and efficient use of its 

resources.

AREAS   OF   CHANGE 

IN  LIBRARIES :

H. J. Leavitt (1965) has identified four 

areas of an organization, which are subject 

to change. According to him these 

elements are interrelated, so that to affect 

one is affect them all. These are:

(i) Task: refers to the product or service that 

is produced, and the processes that are 

undertaken,

(ii) Technology: is the equipment that is used 

to deliver the services,

(iii) People: library users and staff,

(iv) Structure: the structure of the library. 

Therefore, the future of L&I profession 

lies in descending from its ivory tower of catering 

to only a select few and the literate minority and to 

create a system which will penetrate into the 

actual information need of the majority of Indian 

people. So, there has to be a major paradigm shift 

to deal with the information needs of the vast 

majority of the population who at present do not 

have means to access information. Specially, the 

public library system in the country needs to be 

rejuvenated and re-modeled to cope with the 

present situation and the future trends. 

Changing Role and Challenges of the L&I 

Professionals - The biggest challenge for L&I 
rdprofession in the 3  Millennium is to bring about 

attitudinal change among both library staff and 

users. Bearman (1984) identified seven areas of 

change in respect of library and information 

professionals. He also used the term ‘information 
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manager’ instead of ‘information professionals’, 

as it connotes a broader meaning, describing 

professionals involved in all segments of the 

information transfer chain- from generation to 
rduse. In the respect of the 3  millennium, these are:

Role as Part of the Information 

Transfer- the first of the broad changes in that the      

information professional’s job is seen as an 

integral part of the larger information transfer 

chain, and this part increasingly interacts with 

other segments of that chain. 

As the segments in the information transfer chain 

interact, the professionals working for those 

segments are called upon to perform new and 

different jobs.

Need of Harness Technology and 

Management Tool- the second major change 

area is the challenge of leaning to use new tools to 

improve job performance. Of course, among 

these tools are the various new technologies, 

which eliminate much of the detailed drudgery of 

processing and repetitive tasks, freeing time for 

more challenging work, such as reference and 

information analysis. 

The challenge is to learn to use them 

effectively and efficiently. Shift to Individual-

Oriented Information Services- the library and 

information products and services are designed 

and repackaged for individuals, either at home or 

in business and industry use. 

This era introduces exciting new 

challenges for information professionals to 

identify individual use’s needs, develop new 

products. 

The Need for New Directions of 

Education- the fourth change, the need for new 

directions in education is self-evident. In such a 

rapidly changing field, educating future 

colleagues, sharpening skills and keeping up with 

new developments are essential. 

It is also needed for library users, who are 

called upon to adapt to the many changes and new 

services available. 

T h e  C h a n g i n g  I m a g e  o f  t h e  

Information Professionals- this change is that 

information professionals are being taken more 

seriously. In part because of the awareness of the 

importance of information in today’s world, 

publicized through the media, the information 

profession is being seen as a profession similar to 

law and medicine. 

Increased International Awareness- 

finally, information professionals are becoming 

increasingly aware of international information 

issues and the implications of them for their work. 

Ethical Commitment- sixth, there is a 

change in the ethical commitment of information 

professionals to society. This happen in many 

professionals as each field evolves, but some of 

the issues being raised, such as censorship, are 

speeding this process (Bearman, 1984). 

Information professionals need to continue to 

confront the issue of ethics in such areas as 

confidentially of data and censorship. Because 

they work with information, which is a very 

powerful resource and tool, information 

professionals must safeguard personal and 

organizational data contained in files and 
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confidential data about the mature of requests and 

searches.

Information professionals have a very 

powerful and responsible role in society and they 

must ensure that they continue to fill that role in an 

ethical manner.

REQUIRED SKILLS :

Professional developments and initiatives 

both at international and national level have 

necess i ta ted  l ib ra ry  and  in format ion  

professionals to prepare themselves and meet the 

challenges of changing information scenario, in 

the emergence of growth and popularity of 

knowledge society, digital libraries, library 

networks and consortia, content development in 

electronic environment, web based learning and 

knowledge centers. 

There is no management activity more 

misunderstood, abused and ignored than the act of 

implementing Change. Some have even 

suggested that the phrase ‘Change Management’ 

is an oxymoron. The articles listed below have a 

single purpose, to transform the act of Managing 

Change from something we dread, to something 

we approach with skill, insight, wisdom and an 

increased chance of success.

Skills requirement in the future for betterment of 

professional services are:

1. Adaptability: L&I professionals must be 

able to cope with constant change,

2. Creativity: resolving many challenges 

will require ingenuity and lateral thinking,

3. Willingness to take risks: characteristics 

normally associated with library 

managers,

4. Self-starter: much of the responsibility 

for self-improvement will fall to the 

individual,

Change management skill: essential in today’s 

environment,

Interpersonal and communication skills: 

library professionals are the ‘human face’ of 

technology for many people and as they progress 

to be managers they need good people skill to help 

both colleagues and users adjust to the changes 

facing them,

Sense of humor: last but not least, this is an 

essential component of L&I professionals.

CONCLUSION :

L& I professionals with diverse talents 

and training, and who is flexible, will be able to 

meet the challenges of future library scene. An 

ideal L& I professionals is one who is competitive 

and assertive, who is cooperative and willing to 

compromise, one who is intellectually 

committed, who is equipped with technical and 

managerial competencies, who is enthusiastic to 

the needs of new technology at the same time not 

being emotionally attached to any one system.

Change is a social process and a healthy sign of 

progressive development but it needs support, co-

operation and enthusiasm of the organization 

members to make any attempt successfully. The 

members with the sense of esprit de corps should 
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respond to the changing environment positively. 

The change in L&I sector is broadly classified as- 

(a) Content of change, and (b) Process of change. 

The four identified areas, which constitute the 

content of change, are technology, marketing, 

quality and costs. In order to bring about changes 

in these, L&I sectors need to change three other 

aspects. These three aspects determine the 

process of change (Raza, 1999). In toto the eight 

organizational aspects which constitute the leers 

of change as identified by Nilakant and 

Ramnarayan (1988) are: (1) Leadership, (2) 

Strategy, (3) Structure, (4) Human management, 

(5) Technology, (6) Marketing, (7) Quality and (8) 

Costs. 

Leadership is the driving force behind the 

change but the successful organizational change 

requires synchronous attention to both the content 

and context of change through value-based 

leadership. According to Adam Smith, virtue 

comprises three elements: (i) propriety, (ii) 

prudence, and, (iii) benevolence. Propriety 

referred to the appropriate control and direction of 

affections, prudence implied the judicious pursuit 

and benevolence constituted those affections that 

encourage the happiness of others.
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ABSTRACT  : 

As customer experience has become a crucial differentiator in today's marketing world, it makes 

sense to understand this construct more closely, both in offline as well as in online retailing context. This 

paper, through literature review, endeavors to explore the multidimensional construct from various 

perspectives, namely its evolution over the years in marketing context.  

Keywords:  Experience, customer experience, online customer experience, experience economy

INTRODUCTION : 

Over the years, the paradigm shift in 

marketing has taken place from commodities, to 

goods, to services and presently to experiences. 

As a result of this ‘progression of economic 

value’, the construct of experience in marketing 

domain in general and in consumer behavior 

research in specific has assumed great 

significance. Since, in an ‘experience economy’, 

no firm wants its goods to be commoditized (Pine, 

1999), customer experience is considered a 

crucial means for success for a firm to cater to an 

aware, technologically empowered and 

experience-oriented customer in an intensely 

competitive market. As a solution to these 

challenges, marketers require a sustainable 

competitive advantage that is intangible and is 

difficult to replicate. The concept of customer 

experience answers this issue. 

In this context, marketers have been paying 

serious strategic attention and allocating 

marketing resources to create a positive customer 

experience during organization-customer 

interactions to acquire and retain the customer. 

Due to business’ focus on customer experience, 

academic researchers have also shown interest to 

study customer experience in different business 

domains.

CUSTOMER EXPERIENCE :

The concept of consumption experience 

f i rs t  f inds  ment ion in  the  works  of  

microeconomics researchers where it was pointed 

out “economic activity aims not for output, but for 
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experience via consumption” (Lebergott, 1993). 

In studies of consumer behavior, the early 

emphasis was on “the information processing 

model” which considers the consumer as a logical 

thinker exercising rational choice while making 

product-acquisition decisions (Bettman, 1979).  

However, researchers started to question the 

dominance of this view contending that it might 

overlook crucial aspect of consumption.

Building on these insights, Holbrook and 

Hirschman were the first to propose that apart 

from conventional information-processing and 

decision-oriented aspect of consumer purchase 

decision making, consumption process had 

“experiential” side as well. They described 

consumption “as involving a steady flow of 

fantasies, feelings, and fun” with apparently 

irrational buying needs with numerous intangible 

and emotional costs and benefits (Holbrook & 

Hirschman, 1982). The model proposed by them 

has three components: (a) antecedents, namely 

environmental inputs (products, stimulus 

properties, communication content) and 

consumer inputs (resources, task definition, type 

of involvement, search activity, individual 

differences); (b) intervening response system – 

information and experimental follows the linear 

sequence of cognition – affect –behaviour and (c ) 

output consequences, namely function, fun, 

enjoyment and pleasure.

Taking the research forward, Babin et al. 

proposed that there exists distinct hedonic and 

utilitarian shopping values and shopping involves 

experiential as well as instrumental outcomes. 

This dual aspect model of shopping value helped 

to explain many consumption behaviors (such as 

impulse purchasing, compulsive shopping, 

browsing), earlier unexplained by information-

processing model (Babin, 1994). 

“Experience” as a concept came to the 

forefront of management discipline with work of 

Pine and Gilmore. They conceptualized, retail 

experience in an experience economy involves 

customer participation and environmental 

relationship. Pine and Gilmore observed that 

“Company intentionally uses services as stage, 

and goods as props, to engage individual 

customers in a way that crates a memorable 

event”. They termed four realms of experience in 

retail context are: entertainment (watching 

television, attending a concert), educational 

(attending a class, taking a ski lesson), escapist 

(acting in a play, playing in an orchestra) and 

esthetic (a visitor in an art gallery immersed in a 

painting). 

The major difference with this approach 

viz-a-viz earlier ones was its focus not on 

something external to the customer but the 

consumer-specific internal mental process which 

operated on emotional, physical, intellectual and 

even spiritual level. Based on studies on Disney 

World, Las Vegas casino, Ritz Carlton theme 

restaurants, British Airways they further surmised 

that the construct of experience could be applied 

not only to B2C (shopping mall) but also to B2B 

(a trade show) contexts and the major dimensions 

of experience are customer active participation in 

the experience creation process and connection. 
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In a later research in this field, Schmitt 

came up with the term Experiential Marketing and 

differentiated traditional and experiential 

marketing.  He also proposed a detailed 

framework with two central elements: ‘Strategic 

Experience Modules’/SMEs (different types of 

experiences) and ‘Experience Producers’/ExPros 

(different types of marketing communications 

that deliver these experiences) (Schmitt, 1999). 

According to Schmitt, marketer created 

experiences can be classified into five types of 

SMEs in the context of advertising: SENSE 

(sensory experiences – sight, sound, touch, taste, 

smell), FFEL (affective experiences – mildly 

positive to strong emotions of joy and pride), 

THINK (creative cognitive experiences to engage 

customer), ACT (targeting physical experiences, 

alternative ways of doing things, changing 

behaviors and lifestyle) and RELATE (social-

identity experiences related to references groups 

or culture) (Schmitt, 1999).

Berry (2002) also stressed the need to 

understand the customer’s journey from pre-

experience expectations to post-experiences 

evaluation and create value for consumers in the 

form of total customer experience by arranging a 

series of interrelated “clues” in the buying 

environment to cater to customer’s emotional 

needs and expectations – can be achieved through 

‘experience audit’ – experience can be good, bad 

or indifferent – customer experience management 

principles and tools can be used to reinforce 

customer loyalty (Berry, Carbone, & Haeckel, 

2002).  

Prahlad (2004) went one step further and 

challenged the earlier views. He pointed out that 

in earlier models of customer experience the 

consumer was treated as ‘passive’, as the firm 

controls the experience. He came up with the 

concept of co-creation and defined as “joint 

creation of value by the company and the 

customer” based on dialogue, access, risk-

benefits and transparency.   He further observed 

that since co-creation experience cannot be 

commoditized it will be more effective to create a 

satisfied and loyal customer base (Prahalad, 

2004). 

Building on previous studies, Verhoef et 

al. conceptualized customer experience as holistic 

in nature and introduce the term total experience 

which include the search, purchase, consumption 

and post-purchase phases of the experience 

involving various retail channels and requires 

customer’s cognitive, affective, emotional, social 

and physical responses to the retailer (Verhoef, 

2009). They further proposed that antecedents to 

the experience are of two types: factors within 

retailer’s control (e.g. retail atmosphere, service 

interface, product assortment, and price) and 

factors outside retailer’s control (e.g. shopping 

purpose, influence of others). Fornerino et al. 

proposed five facets of consumer experience: 

sensorial-perceptual, affective, physical-

behavioral, social and cognitive (Fornerino, 

2008). 

In the light of the above discussion, three 

accepted definition of this construct are: “The 

customer experience originates from a set of 
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interactions between a customer and a product, a 

company, or part of its organization, which 

provoke a reaction. This experience is strictly 

personal and implies the customer’s involvement 

at different level” (Gentile C. N., 2007). Another 

definition of customer experience is that 

“Customer Experience is the internal and 

subjective response customers have to any direct 

or indirect contact with a company. Direct contact 

generally occurs in the course of purchase, use, 

and service and is usually initiated by the 

customer. Indirect contact most often involves 

unplanned encounters with representatives of a 

company’s products, service or brands and takes 

the form of word-of-mouth recommendations or 

criticisms, advertising, news reports, reviews and 

so forth.” (Meyer, 2007). According to Srivastava 

and Kaul, customer experience is a personal 

occurrence with important emotional significance 

and is built on the interaction with stimuli in the 

form of products and services consumed 

(Srivastava & Kaul, 2014). 

Research on consumer experience 

received a tremendous boost with the diffusion of 

the Internet as a technology and its mass 

acceptance. Traditional marketers gradually 

started shifting focus to this medium as a more 

cost-effective, alternative channel for selling 

products and services. Additionally, it also gave 

the firm an opportunity to connect with customer 

in a more individualized manner through social 

media compared to traditional mode of 

advertising. Consequently, consumer behavior 

researchers began to study the Internet – 

consumer interaction in a computer mediated 

environment in different contexts and how it 

could enhance online customer experience. 

ONLINE CUSTOMER EXPERIENCE :

Present literature review suggests 

compared to the vast body of work done in the 

f ield of offl ine customer experience,  

comparatively lesser marketing literature is 

available when one needs to study customer 

experience in the online context. Also the 

question arises, should experience be viewed 

through the traditional lens of offline retailing or 

through a new lens which needs to be developed 

for online scenario? It appears that this issue 

needs to be relooked. 

In 1996, Hoffman and Novak explored the 

issue of consumer navigation behavior in a 

computer-mediated environment (CME) and 

proposed a conceptual framework using the 

notion of ‘flow’. They defined ‘flow experience’ 

in a CME as the state occurring during navigation, 

which is “a seamless sequence” of interactions 

with the computer, so “intrinsically enjoyable” 

that it results in “a loss of self-consciousness” 

(Hoffman D. L., 1996). They conceptualized flow 

on the Web as a cognitive state experience during 

surfing and is manifested by (i) high levels of skill 

and control, (ii) high levels of challenge and 

arousal, (iii) focused attention, (iv) enhancement 

by interactivity and telepresence. Through a 

structural model of flow they tried to capture the 

components of a compelling web experience 

(Hoffman, Novak, & Yung, 2000).  
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In a later study, Bridges proposed that in 

shopping context, utilitarian flow elements that 

facilitate shopper’s functional goals actually 

increased purchasing. However, they found 

hedonic or more escapist elements of flow found 

to be unrelated to online buying (Bridges, 2008). 

Rose et al. took the online experience research a 

step forward when they developed and 

empirically tested a model of the relationship 

between antecedent and outcome variables of 

online customer experience. (Rose, Clark, 

Samouel, & Hair, 2012). 

CONCLUSION :

Today, it is apparent that creation of a 

superior customer experience is a top priority for 

retailers – both offline and online, to survive and 

thrive. In that context, this paper chronicles the 

evolution of this customer experience over the 

years and points out the research potential of this 

concept in coming years.  However, from 

literature review, it is evident that though 

consumer experience is a well-studied topic in the 

brick-and-mortar format, research in online 

context is lacking. Future research can be done to 

address this research gap especially in Indian 

context.
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INTRODUCTION : 

The fundamentals of marketing are the 

same, butresponse, challenges and the market 

place is influenced and changing at the speed of 

technology;What matters most now is how one 

activates the fundamentals. Smart marketers 

know that they need to absorb all the changes and 

challenges and beat the trends with timely 

anticipation of future patterns or  be prepared to 

be  consumed or failed  by their competitors.

With more and more people surfing online for 

FMCG products, the Internet would influence 

over a third of total sales in the sector by 2020, 

while online sales will constitute $5 billion, says a 

study by Google and Bain & Company.

The influence of the Internet will impact 

$35 billion worth of FMCG sales in the country by 

2020, as more and more users go online to 

research for FMCG products. Total FMCG sales 

are expected to be around $100 billion by 

then.(Source: Google-Bain Survey,2015)

$5 billion or 5 per cent of total FMCG sales will be 

online by 2020, which is 50 times the growth from 

current level of just 0.3 per cent now.

Projecting growth of online user 

population, the report revealed that India  would 

have over 650 million Internet users by 2020, 

more than double of 300 million users in 

2014.Besides, 100 million women would be 

shopping online by 2020, it said.

The rural markets would also contribute to 

the digital growth and vernacular content would 

play an important role to drive the sales.

A couple of changes are definitely going 

to happen. Customers will see a lot more Hindi 

and vernacular content going up. People feel 

comfortable in their mother tongue and about 500 

million people speak Hindi. It's logical that the 

next move will be from English to Hindi and other 

vernacular stuff will actually happen.

The study revealed that 35 per cent men 

and 22 per cent women search online before 

making their purchases.

"The Internet influence differed by 

category of products with maximum influence on 

purchase decisions noticed in male grooming (39 

per cent), skin care (26 per cent), infant care (24 

per cent)and hair care (24 per cent) products," it 

said, adding that online searches for beauty 

products are growing at over 100 per cent.

Continuing on the same note the world is 

more connected because of technology these 

days, but marketing is becoming more 

regionalized, and more localized, even more 

i n d i v i d u a l i z e d ,  a s  c o n s u m e r s  r e s i s t  

homogenization. Personalization is not an 

exception but trend.

Companies will decentralize their 
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structure and increase regional and local 

i n f luence .  A good  example  i s  HUL 

'sKanKhajuraTesan(KKT).an on-demand, 

entertainment channel on the mobile platform. 

KKT is a 'mobile radio', that provides free 

entertainment to people who live in  Bihar, Uttar 

Pradesh (UP) and Jharkhand, India's Hindi- and 

Bhojpuri-speaking belt. The content is 

interspersed with ads for HUL's brands.

KKT claims to have over 12 million users 

(source: Ozonetel Systems, HUL's cloud 

telephony platform for KKT). And the rate of 

growth has been rapid. In a presentation created 

for the Cannes Lions jury, KKT claimed eight 

million subscribers in six months. New users are 

being added at a staggering rate of 45,000-50,000 

people a day, which is roughly over 1,800 new 

users every hour and 8-10 lakh unique consumers 

every three weeks. The campaign won four Lions 

(three Gold, one Bronze).

Further consumers are trying to create 

their own experiece while shopping online. 

Marketers and retailers have to catch on to this 

bandwagon and participate in creating this 

experience. 

Offline stores are fighting back with more 

value addition to their customers shopping 

experience. online retail industry saw overall 

sales of $5.3 billion, or about Rs 33,000 crore, last 

year, or about 0.5 per cent of the overall retail 

trade. Now, offline stores are looking to fight back 

with their own strengths.

India's largest department store Shoppers 

Stop has piloted a special queue-busting service 

this end-of-season sale season at select stores, 

wherein shoppers can fill their shopping bags and 

drop them off with their address details at a 

dedicated zoneThey can pay for it when the 

retailer delivers the products at their doorstep.

"During sale, a lot of people get tired and 

drop the bag," said GovindShrikhande, managing 

director at Shoppers Stop. "In a normal situation, 

drop off bags account for just 1% but during sale, 

it can go up to 4 per cent-6 per cent. While the 

queues are longer, there are more items in the bags 

too. So, if we are able to recover even half those 

bags, it's a great addition to our sales," he said.

Source:ET Retailer.com) Shoppers Stop also 

plans to offer Wi-Fi in its outlets to help customers 

navigate the stores, find brands and offers and 

shop online from the store itself, as part of its 

efforts to woo customers to its shops at a time 

when more and more Indians are taking to online 

shopping.

In a recent Pricewaterhouse-Cooper 

survey, 43 per cent of respondents said that they 

preferred shopping in-store in order to get 

immediate delivery, while a whopping 69 per cent 

said they are willing to pay for same-day delivery 

and 49 per cent are willing to pay for delivery 

between a specific agreed upon time frame. In 

short, consumers don't want to queue up even if 

they aren't in a hurry. Paisa is  doing pilot 

projects with two retailers and providing multiple 

payment methods similar to online stores. Now 

that online retailers are looking at different modes 

of payments, offline retailers will have to start 

giving various online payment option.
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