CHAPTER 1: COMPUTER OPERATING SYSTEM &

APPLICATIONS

1.1 Introduction

Information technology (IT) is the nse of any computers, storage, networking and other physical

‘ Oeesses to create, process, store, secure and exchange all forms of
clectronic data. The term is commonl

networks, but it also encomyp

devices, infrastructure and P

y used as a synonym for computers and computer
asses other information distribution technologies such as television

Several industrics are associated with information technology, including
computer hardware, softwar

and telephones.

¢, electronics, semiconductors, internet, telecom equipment, and e-
COmmerce. '

1.2 Knowing Computer

A computer is an electronic device that manipulates information, or "data". It has the ability to
store, retrieve, and process data. You can use a computer to type documents, send email, and
browse the internet. You can also use it to handle spreadsheets, accounting, database
management, presentations, games, and more. In simple terms, a computer is an electronic

device that performs diverse operations with the help of instructions to process the information
in order to achieve the desired results.

Due to its memory, high speed and perfection, its application can be extended to almost infinite
levels. Millions of complex calculations can be done in mere fraction of time. Difficult decisions
can be made with accuracy for comparatively little cost. Computers are widely seen as
instruments for future progress and as tools to achieve substantiality by way of improved access
to information by means of video conferencing and e-mail.

When reading the above definitions you may find some common behaviors of computers such
as;
e It is a man-made machine
e It accepts instructions of a human given in a sequential manner

e As per the given instructions, it performs some calculations and does changes for the
information fed by human

e JReleases or produces an output that is useful to the user

Since the computer is a man-made digital electronic device, it has a physical structure with
several parts like the MONItor, Processor, mouse, and key board which are tangible. These are
called Hardware. The sets of instructions which are also called computer programs installed in



, and how t
TFlhagan software tell the hardware what to do (8] d()

the computer are called Software.

_— A o uter.
to accomplish some tasks expected by the user to get done by the comp

1.2.1 Characteristics of a Computer
S inits special characteristics such as speed, reliability, ACCuracy,

The computer's dominance lie
veratility, diligence, storage capacity, ete,

Speed:
A computer can perform tasks very
from 4 Mips (Millions of instruc

information signal  travels at incre
information flow along thege circuits, they travel at close to the speed of light, This allo

billions of operations to be carried out in a single second.

fast. Today's computers, according to their class, can perform
tions per second) to 100 MIPS. Inside the computer the

dible electronic speed. When data, instructions, and
ws

Accuracy;
The accuracy of 4 computer is consistently high and the degree of accuracy of a particular
this quality of the computers make them

computer depends upon its design. In fact,
esearch, Space Research, Weather Predictions

indispensable in varioys fields such as Scientific R,
and many other areas where precision of a high order is required. Errors can occur in a

Ccomputer, but these are mainly due to human
achieved by Programming them in the most efficient manner. When it comes to very complex

mathematical or scientific problem the computer’s accuracy has no substitute.

Reliability:
The computers give very accurate results with predetermined values, They correct and modify

the parameters automatically, giving suitable signals. They give formatted results with high
degree of precisions. The high reliability of the components enables the computer to produce

consistent results,

Versatility:
The computers have the capacity to perform completely different type of work, For example,

they are capable of performing wide ranging tasks such a5 construction of a payroll, inventory
management in a factory, hotel billing, hospital management, banking applications and any
imaginable task in every walk of life. The computers are flexible enough to adapt to any type of

work and outputs according to what is fed and instructed.

Diligence:

Unlike human beings,
hence a computer can
million calculations have to be performed,

calculations with exactly the same accuracy and

a computer is free from boredom, tiredness, lack of concentration, etc.
work for hours without making any errors or complaints, Even if ten
4 computer will perform the ten millionth
speed as the first one. But when a human being



is asked to do the same job this consistency cannot be achieved. Thus for those who want
consistent and continuous standard output, computer’s ‘diligence’ is of great help.

Storage Capacity:
The computer has an in-built memory where it can store a large amount of data. This is called
Primary Storage. This Primary Storage has a limited capacity but it is very important as the
processing unit of the computer can act directly only on instructions and data on the primary
storage. But, you can also store data in secondary storage devices such as floppy disks, compact
disc and magnetic tape, which can be kept outside your computer and can be carried to other
computers. These are called Secondary Storage. Before the computer can process the data stored
in Secondary storage devices, the data must be moved from secondary storage device to primary
storage.

1.2.2 Limitations of a Computer

Despite of various features, computer does have the following limitations.

No Decision-making power:

A Computer lacks the quality of decision making. Programs can be designed for a computer to
arrive at decisions. But such decisions will be procedural, without taking into consideration the
prevailing situation.

No Intelligence:

Computer is a dumb machine and it cannot do any work without instruction from the user. It
performs the instructions at wonderful speed and with accuracy. It is you to decide what you
want to do and in what sequence. So a computer cannot take its own decision as a normal
Human being can.

No Feeling:

Computers do not have emotions. They have no feelings and no instincts because they are
machines. Although human beings have succeeded in building a memory for the computer, a
computer does not possess the equivalent of a human brain. Based on our feelings, taste,
knowledge and experience, we often make certain judgments in our day-to-day life, but
computers cannot make such judgments on their own. Their judgment is based on the
instructions given to them in the form of programs by someone.



1.4.3 Components of Hardware

Central Processing unit
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Basic Computer Architecture and the organization

A. Input Unit: This unit accepts instructions and data
B. Output Unit: This unit communicates the results to the user
C. Storage Unit (Main memory): This unit stores temporary and final results.

D. Central Processing Unit (CPU): This unit performs processing of instructions and data inside
the computer.

Input Unit:

A computer executes instructions and processes data into information and stores the information
for future use. Input devices are used to enter instructions and data into the computer.

¢ Data:

Data is a collection of unorganized facts that can include words, numbers, pictures, sounds,
and videos. A computer manipulates and processes data into information, which is useful.

* Program:

A program is a series of instructions that tells 4 computer how to perform the tasks
necessary to process data into information. Programs are kept on storage media such asa

floppy disk (not used now), hard disk, CD-ROM, or DVD-ROM. Programs respond to
commands issued by the user,

e Command:

A Command is an instruction given to a computer program. Commands can be issued by

typing keywords or pressing special keys on the keyboard. A keyword is a specific word,
phrase, or code that a program understands as an instruction. Today, most programs have
a graphical user interface (GUI) that uses icons, buttons, and other graphical objects t©
1ssue commands. However, GUI is the most user friendly way to issue commands.



User Responsc:
A User Response is an instruction which is given by you to the computer by replying to
a question posed by a computer program. For example, ‘Do you want to save the changes

you made? Based on the response given by the user, the program performs certain actions.
In this example, if the answer was “Yes', then the program saves all changes you made to

the file on the storage device.

Keyboard:

The keyboard is the main input device for most computers. It is a text based input device
that allows the user to input alphanumeric characters and some other special characters.
The keyboard consists a set of keys mounted on a board. Each key or button acts as an
electronic switch corresponding to a symbol.
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¢ Mouse:

A mouse is another standard PC input device that is used to point to and click objects on
the screen. Most mice have two buttons that can be pressed to execute commands. Some
mice have a wheel that allows users to scroll and zoom without using the mouse buttons.
The latest mice on the market use light, instead of ball, to detect movement. These devices
are called optical mice, and there are many different types available. Some have cables that
must be plugged into your computer and others are wireless.
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Right Mouse
button: Click to
bring up other

menus

Left Mouse button:

Click ta move the
Wheel: used to pointer to any
scroll up/down pasition on the

tie pages screen

Some other input devices include touch pads, joystick, light pens, microphones and
webcams.
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Foﬂowing figures show Some input devices.



Hand-held bar code reader Sample barcode

Qutput Unit:

Qutput is data that has been processed into a useful form called information. The results of the
data processed by the computer are available in electronic signals. The output unit converts these
signals into a form which could be easily understood by us. Computers generate several types of
output, depending on the hardware and software being used and the requirements of the user.
You may choose to display or view this output on a monitor, print it on a paper using a printer,
or listen to it through speakers or a headset.

e Text:

Text consists of characters that are used to create words, sentences and paragraphs. A
character can be a letter, number, punctuation mark, or any other symbol that requires
one bite of computer storage space.

¢ Graphics: .
Graphics are digital representations of non-text information such as drawings, charts,

pictures and photographs. Graphics also can be animated, giving them the illusion of
motion. Animations are created by displaying a series of still images in rapid sequence.

¢ Audio:

Audio is Music, speech, or any other sound. You might have learnt at school that sound
waves, such as the human voice or music are analog. To store such sounds, a computer
converts the sounds from a continuous analog signal into a digital format.

* Videco:

Video consists of images that are played back at speeds that give the appearance of full
motion. Video often is captured with a video input device such as video camera or VCR..

Most video signals are analog; however, most of the modern video devices record the
video images digitally,
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¢ Prnter:
prepare permanen:

Printer is the most commonly used output device. It is used to
There are several types of printers

documents in human — readable form i.e. hard copy.
that are designed for different types of applications. Printers are of two types-impact and

non-impact. Impact printers use the familiar typewriter approach of hammering a typefice
against paper and inked ribbon. Non- impact printers do not hit or impact a ribbon to
print. They use thermal, electrostatic, chemical and inkjet technologies.

Dot Matrix Thermal

Ink Jet Printer
Printer Printer

Laser Printers
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There are two types of storage devices;
a. Primary storage device

b. Secondary storage device
A. Primary Storage Device

e Random Access Memory (RAM):

Primary storage is usually referred to as Random Access Memory [RAM] because it is
possible to randomly select and use any location of this memory to directly store and
retrieve data and instructions. It can also be referred to as read/write memory because
intormation can be ‘read’ from a RAM chip also be ‘written’ into it.

* Recad Only Memory (ROM):

A Read Only Memory (ROM) is one in which information is permanently stored. The
information from the memory can only be read and it is not possible to write fresh
information into it. This is the reason why it is called ROM. When the power supply is
switched off, the information stored inside ROM is not lost as it is in the case of a RAM
chip. ROMs are mainly used by computer manufacturers for storing the micro programs
so that they cannot be modified by the users.

B. Secondary Storage Device

¢ Floppy Disk:

A floppy disk is a data storage medium that is corriposed of a disk of thin flexible floppy
magnetic storage medium encased in a rectangular plastic shell. Data recorded on a floppy

disk is read and stored in a computer’s memory by a device called a floppy disk drive
(FDD).

Floppy Disk

A hard disk drive is the device used to store large amounts of digital information in
computers and related equipment. Hard disk drives are used to store operating systems,

software and working data. These are suitable for any application which requires very fast
access to data for both reading and writing to.

Optical backing storage — CD & DVD
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for system backups and regular archiving of files and records.

Memory sticks/Pen drives

USB flash drives are typically removable and rewritable, much smaller than a floppy disk.
Storage capacities typically range from 64 MB to 512 GB. USB flash drives offer potential
advantages over other portable storage devices, particularly the floppy disk. They have 2

2

Flash memory cards

A n‘wmory card or flash memory card is g solid-state electronic flash memory data storag
device used with digital cameras, handheld anq Mobile computers, telephones mu;ic
players, video game consoles, and other electronics. Nowadays, most l;ew PpCs hav:r built-
in slots for 4 variety of memory cards; Memory Stick, Com‘pac,t Flash, SD. etc



1.3 Basics of Operating Systems

A computer knows and understands only the machine language, i.e. Os and 1s. But human beings
able only with the human languages (humans can work with machine language, but
Hence a communication pathway is required between human and computer.
athway. A computer without operating system is

are comfort
it is tedious).
Operating system acts as the communication p
like a tlashlight without battery.

~\

",

Microprocessor

User Software Computer Hardware

Operating System - An interface between user and hardware

1.3.1 Definition
A program that acts as an intermediary between a user of a computer and the computer
hardware. Operating System goals;

e Execute user programs and make solving user problems easier

e Make the computer system convenient to use
e Use the computer hardware in an efficient manner

11



1.3.2 Functions of Operating Systems

g systems arc:

S . ; ; . sptin
Fhe most important functional components of the op¢ ratl
®  Process Manager
*  Memory Manager

*  Resource Manaper

File f\-Llll.‘l’,{vr
Device Manager
systern and are strongly related, Apan
e type. of network managemg,,

These components are actually modules of the operating
from these basic functions, maost operating systems have sorm

recunty management, and other advanced functions.

Process Manager
¢ operating system. It carrie oy

most important component of th ;
and destroying processes.

It can be considered as the

several issues such as creating, suspending, executing, terminating

With multiprogramming, several active processes are stored and kept in memory at the same
time. If there is only one CPU in the system, then only one process can be in execution at,

given time; the other processes are waiting for CPU service. The decision regarding which
Process to execute next is taken by the scheduler. The dispatcher allocates the CPU to a process
and deallocates the CPU from another process. This switching of the CPU from one process to

another process is called context switching and is considered overhead time.

Memory Manager
The memory manager controls the allocation and deallocation of memory. It imposes certain

policies and mechanisms for memory management. This component also includes policies and
mechanisms for memory protection. Relevant memory management schemes are paging,

segmentation, and virtual memory.

Resource Manager
The resource manager facilitates the allocation and deallocation of resources to the requesting

processes. Functions of this component include the maintenance of resource tables with
information such as the number of resources of each type that are available and the number of

resources of each type that have been allocated to specific processes.

File Manager
The file manager allows users and processes to create and delete files and directories. In most

modern operating systems, files are associated with mass storage devices such as magnetic tape

and disks, Data can be read and/or written to a file using functions such as open file, read data

from file, write data to file, and close file,

12



Device Manager

For the various devices in the computer syxtu‘m. the device Mmanager provides an appropriate
level of abstraction to handle system devices, For NI.NY device type, a device driver pProgram is
included in the OS. The device manager operates in combination with the resource Mmanager

and file manager,
1.3.3 Categories of Operating Systems

The operating systems can be classified into one of the following categories, based on how user

programs are processed:

Barch Systems
A set of jobs 1s submitted in sequence for processing. These systems have a relatively long average
turmnaround pernod (interval from job arrival time to completion time) for jobs,

Interactive Systemns

This support interactive computing for users connected to the computer system  via
communication lines. The most common type of operating system that support interactive
computing is time-sharing. The below figure illustrates the general structure of a time-sharing
system. A time-sharing system is an example of a multiuser system, which means that multiple
users are accessing the system at the same time.

Figure. General structure of a time-sharing system

Real-time Systems

This support application programs with very tight timing constraints.

Hybrid Systems

This support batcly and interactive computing,

The most genera] classification of operating systems is regarding the application environment
and includes the following categories:

General purpoge

Used lllainly to dCVClOp programs and execute these on most types of platfonns.



Apphication-dependent i l-time op
‘ : I e 1s a real- Craty
They are designed for a special purpose. An example of this t}TP‘tY i
s ' sc'trici .
system that controls a power plant for the generation of electt
) . inele-user s stem
o+ or multiuser. [n sing y Sy the s

In multiuser systems, SCVery gy
us

Systems can also be classified as being single use
user has access to all resources of the system all the timc. &
request access to the resources of the system simultancously.
1.3.4 Windows Features
it

o . = 3 ith -
Most PCs run on an operating system called Windows. Here we deal with the Wing,

- . . U srating systemi is
professional version of the Windows operating system. I'he operating syst what “IIOWS
o - st how to use a
information in the computer. To understand Cﬂmputcr. i

as the user to access the

IS Important to know several features of the Windows system.

Desktop
plications. [t Consists

The desktop is the
the icons on top ofit, as well
remporanly store information or to move around documents and windows.

area you sce when the computer is not running ap
as the Start button and other features. The desktop can be sed ¢,

Icon
Icons are little pictures that represent different programs or saved items. Double-clicking op t,

1con accesses the information icons represent.

Window
Each application opened will appear in its own window, or its own little section of the screen.

Windows can be moved and resized so that you can operate many different applications at the

same tumne.

Dialogue Box
When you ask the computer to do certain commands, such as to save your work, the computer
will need more information from you, and this will appear in a dialogue box. These boxes

contain options and commands for the computer to execute.

Start Menu
In the lower left-hand corner of the Windows screen is the Start button. When you click o
all the Start menu, This menu gives you access

the button a menu will appear, which we will ¢
to all the different parts and functions of the computer,
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Ta! bottom of the screen is a horizontal bar called the task bar (below Figure). This bar
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At the ’ ity the Start button, shorteuts to various programs, minimized programs,

contains (from leftto 1ig

her section of shorteuts that includes sound volume, printers and the time.
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Figure. Task Bar

Tab Mcnu
Tab menus, which are often present in dialogue boxes, are menus that represent many different

“pages” of information. Too access each “page,” click on the tab at the top of the dialogue box.

1.3.5 Start Up, Shut Down

Staart Up
First of all, you will need to turn the computer on. Do this by pushing the power button on the

front of the computer unit. The computer takes a few minutes to start up, so be patient.

Shutdown
To shut down, click with your mouse on the button in the lower left-hand corner of the screen

labelled Start. On the menu that pops up, you have multiple options for exiting your windows
computer. Options are Shut Down, Switch User, Log Off, Lock, Restart, Sleep and Hibernate.
Choose the Shutdown button in the lower right hand corner to turn the computer off. To
switch to another user, press the arrow next to the Shutdown button and click Switch user. To
Log off of the computer, click the arrow next to the Shutdown button and click Log Off. 1f
you would rather just lock the computer, blocking anyone else from using the computer without

your password, choose Lock.

Figure. Shutdown Menu
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Stand By “ »
! oy “sleep” or “stand by Mode
When a computer s left alone for a while, it goes into “sleep rocesses because ¢, :
its inner ¢
energy. In stand by mode, the computer slows down itsrm pj;h 011585, BBy Y are
: : . . ol Wi Mputey
being used. The computer also blacks out the monitor. Ify . Usuall andmc
u try to start it up. Usually, the

monitor is dark, check (o see ifit is in stand by before yo it is on, but in stang
s G is
ar the power button that signifies that i s ¥ Moy

use or hit a key on the kcyh(mrd-] In 3:‘3’:“}18“10 Secongs the
% alize that the cq _
If you do not re Mpute, i

has a green light on or pe .

To “wake it up,” move the mo

computer will wake up and be fully functional. uter will wak
i a

stand by and youy Uy to turn it on with the power button, the comp W and,

dialogue box wil] appear, but it will not damage the computer.

1.3.6 Opening and Closing an Application

To Open an Application you have two options:

L. Open the Start Meny and click on the name of the application. )
2. Find the icon for the application and either double click it or right click and chogg,

Open.

Figure. Open Applications

To Close an Application:
1. Most applications can be closed by going under File menu and selecting Quit or Exit.

If no file menu is available, click on the “X” button in the upper right-hand corner of

the application’s window,

Figure. Close Applications



1.3.7 Manipulating windows

windows on your screen can be changed so that more windows are visible.

The s1zcs of the

it of common features that can be implemented on all windows.

Following 15 |

Maximizc
This function allows you to concentrate on one application by making its window cover the

cntire sCreen.

Minimize
This functon allows you to keep an application running, but remove it from the desktop area

<o that other applications can be accessed. The minimized program becomes a bar at the bottom

of the screen, and can be accessed by clicking on the bar.

Resize
If an application window is not maximized, it can be resized so that more or less of the content

can be seen. If you move your mouse pointer to one of the edges of the window, it will become
a two-way arrow. At this point, hold down the left mouse button and drag the perimeter of the
window in or out. When you release the mouse button, the window will resize to your

specifications.

Close
This function closes and exits the application you are running. However, if you are running an

application such as Microsoft Word, the window of each document will have a close button,
and clicking this button will only close that particular document, and not the entire program. It
15 important to always save your work before using the close feature, as any unsaved changes

will be lost.

.| Change Editing
1¥1 Styles ~ o

Figure. Manipulating Windows



1.3.8 Saving

Saving material onto a disk stores that materi. N
X ine ing paper
do on the computer should be saved, including pag oeedure is generally the same
may be working in different applications, the saving p
I. Insert a disk into the correct disk drive.

5 . : i and choc

2. Go under the File menu in the application, an it b ok
-1 »arrow bl Sdve

3. When the Save As dialoguc box appears, click the a In ng_

i so that it can be accessed again. Any e
. and other assignments. Althg,,

Yf)u

- i ¥
e “Save As.

This will cause a menu of save options to appcear. : '

- To save on your removable disk, choose either the Zip Drive. f

Type in a filename that will identify your document at the bottom of the box.
Click the Save button located in the lower right-hand corner ofthe.box.

7. To resave work as you continue, you only need to click on the save icon or £0 under File

> Save.
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Figure. Save Dialog Box

Ing your saved works, label them with detailed names

b0 for easier identification when you go to find them again
in saved works because

of errors. Make sure you save important works on two disks so that if one disk fails, you

1.3.9 Printing

MOSC y - r ; . P :
labs .hav'e one (')r t\'vo pr:mtera that are shared by many computers in the lab. As with saving
tmost applications print in a similyy fashion, Follow these steps to print your work

1. Save your work Com i g
’ : puters sometineg freeze i fyost
when you ask ¢l and all of}y
work may be lost. ’ s Tk
2. Go under the File menuy to Print,

18



When the dialogue box appears, check to make sure that the printer listed is the printer
in the lab you are in. If it is not. click on the arrow to the right of the printer name and

choose the correct pninter.

4. Choosc how many copies you would like prninted.

5. Decide if you only want a portion of the work to be printed and choose the P —

pages to prnt.
6. Click OK.

Figure. Print Dialog Box

1.3.10 Deleting Files

If vou choose to delete an item from your disk or from the computer’s hard drive, you will need
to access the Recycle Bin. It is important to remember that you may only delete items from the
hard drive that vou have created. To delete an item from a disk or the hard drive, use the

following steps.

1. If it is on a removable disk, first insert the disk into the correct drive. Next double-click
on the My Computer icon on the Desktop. Choose the drive that the item is located on
by double clicking the appropriate drive icon. Open the file that the item is located in.

2. Lefi-click on the item that you wish to delete and hold the button down.

3. Drag the item out of the window it is in and place it over the Recycle Bin located on the
Deskrop.

4. When the Recycle Bin is highlighted, release the button. The item should disappear from
the drive.

5. When the dialogue box appears asking you if you are sure you want to delete this item,
click Yes.

19
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Figure. Delete Files
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Figure, Empty Po@nmnm Bin

1.3.11 Start Menu

In the bottom left-hand corner of the Windows S€reen is a butop With the windows jcor
button displays a meny that gives You access to Mmany of the Computer’s mqunov.Ozn...mr

menu is opened, gl you have to do i Em::mrﬁ What yoy Want and mope options will a
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New Office Docum
Jorteut for opening a new document in Microsoft Office. You can choose

as a sl

This featurc acts ‘
document formats.

from a variety of

en Office Document
orteut for accessing a saved document or file,

Op

This featurc acts as a sh

Windows Catalog
This item opens Internet Explorer to a site in which you can purchase products built for

Windows systems.

Windows Update
This item opens Internet Explorer to a site in which you can download updates for your

Windows operating system.

Programs
This prompt will open another menu filled with more options. These options are all programs

that the computer can run. To see what the Programs menu has to offer, refer to the Programs

page.

Documents
This item allows you to temporarily store saved works.

Settings

This menu contains access to the Control Panel as well as your Network Connections; Printers
and Faxes; and Taskbar and Start Menu. Through these options you can customize the
appearance and functions of your computer.

Search

T : -
bis menu allows you to find anything on the computer or the internet.

Help and Support
Thi ;
his feature will open the Windows Help and Support Menu.

RI'..I'J]

This itey
m all | ‘
OWSs you to run programs located on a disk, CD, or on the internet.

Log Ofr

This a]]
OWs you to log ' ‘ : |
g off the computer. (It is not important for use in your ov ‘
Computer lab). P (Itis, P y vn home or in a
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Computer as it as and develope are that enables al the app]i(:at.
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stem. An Operating Sy .. Computer system. 3pphcatigm
§ 111 4

documents, playing games, bmWSing =

A , =
program for executing a task or

application programs arc designed
Operanng sy -
programs to run and execute various tas S i

: i 3 3 ¢ Cres
carries out various tasks in a Computer li

many morec.

Application Software Overview o5 erilance the Pl’OdUCtivin‘; :

- ) : ams designed
Application software’s are the end-user progr :
ts, spreadshee
various ficlds of work. The applications are used for creating documents, sp ts, databages,

and publications, doing online research, sending email, designing grap hics, run.mng business;,

and also playing games. Application software’s are designed to perform a .SpCCIﬁC task and ¢z

be as simple as a-calculator application or as complex as a word processing application. The

applications are designed with built-in functions and properties so to easily carry out all the
operations. One of the most popular and widely used applications is Microsoft word processor
where you can do calculations, copy, paste, delete, and add colors and pictures, change the
appearance by using its built-in properties. Not only Word processor applications but there are
several other productivity programs like Graphical software, Photo studio, Antivirus and many
more that are packed as an Application software,

d 1 ne
system ?6eds Application software’s, so without applications th Speitisgg s.ystem,‘ . Ope?;;}
Page. Since the system software’s also integrates some b 'le ?Omputer i hen
installed on a computer ‘ Ult-in application programs W
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importantly Web-y ‘p Udu?tmf]' Video editing applicati ' t s and 0%
rowser which s also applicat; tHons, Security software's an
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are,
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applications Programs ip ok Manage 41
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oftware that is installed with the Operating system. The Operating system and utility
S s - " 3

Jms are written in such a way to function independently because they are not user oriented.
rOLT - : 2 :
l l < Tuns in the background and executes all the operations in 2 Computer. But there
way .

utility

are
It a ' . ot =

cwetem software’s that are used by the end-users like a Device manager which is found on
cOIMIC )

Control panel.

Operating systems like Winduws.l Mac, Linux, and UNIX are the best examples that manage all
the programs in a Computer. Since there are other systems software’s that help the OS to
perform all the tasks like BIOS (Basic Input/output system) that manages data flow between OS
and other attached devices such as keyboard, mouse, hard drives etc, Boot program loads the
Operating system to RAM, an Assembler takes basic instructions and converts them to machine
language to perform operations and a Device manager controls all the devices attached to
Co‘mputcr. The utility software’s like disk derangement, system restore, compilers and
debuggers are also installed on the Operating system software.

Application Software is a program or a group of program designed for the end-user to perform
a specific task in a Computer. The user directly interacts with the application programs for
performing a task in a system. Some of the applications software’s are browsers, e-mail clients,
word processors, spreadsheet, database programs and many more that has various built-in
functions to be used. Furthermore the Applications Software’s are also broadly categorized for
better productivity. Some of them are:

* Application suites are packed with multiple programs with user interfaces, features and
functions to interact with the users. Some of them are Microsoft Office, Adobe Crearivity
suite, Security suite, Gaming apps and many more.

Enterprise Software labels the organization requirements and also manages data flow in
a huge environment. It may be an automated billing system, e-mail marketing, business
intelligence and Content management.

Enterprise Infrastructure Software provides the capabilities required to support
enterprise software systems, It is mainly used for businesses, society or Organization for
network security, surveillance system, transportation, sewage, communication, electricity
and water that need high investment for the systems.

Educational Sofiware includes all the contents of different subjects that can be used by a
student or any individuals. There are several websites providing educational software
about varjoys topics and vast database makes it an easy to use application.

Multimedia Sofiware is used for development of media in our day to day life. There are
various audio, video and image editing tools, printing media that can be used to maximize
the growth of 4 business,

Content Aceess Software is used to access the contents in a website for publishing digital

contents and entertainment,
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1.5 Word Processing I
) of documents. It help v O create 5

) . . + creatior i
Word Processor is an essential tool for the cr nat the text JCOTEECK ey gl Pl'evim,

: , . . d fori
professional quality documents . You can type an document to others.
= ; . - -} - |
your work before taking the print out or distribute

101 Launching Word

: . of vour screen.
Step 1: Click the Start button in the bottom left hand corner ething system).
Step 2: Choose Programs or all programs (depends on your op

Step 3: Click the Microsoft office folder.
Step 4: Click Microsoft Office Word 2007.

£ Microsoft Cffice Toois
» IR Microsoft Offics Excei 2007
» <, Microsoft Office Cutiock 2007
» 8 Micosoft Office PowerBors 2007
[ e o o e p——

Create and edir
lettars, Paners, rd
CFfice Word,

© Set Program Access and Defaults

lessional

e ——
E Turra OFF Computer, ,

il U R

Windows XP prp

Figure, Launching MS Word 2007

1.5.2 Word Processing Basics
Menu Bar

t L3 3 L ertnces, I"I ili g ?’

View) 1o view 4 i
a list of com ;
At el ki mands, The menu bar hag b :

I, still remain, scattered among the ¢. a5 been d:sbanded Most of its functions

= : tabs o -
you quickly find (e commands hy, you n n the Ry on. The Ribbon i designed to help

logical groups, which are collected together yng
der tabg,
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| seroll bars to view more of your document.

geroll Bar
and horizontal 8¢

Drag these vertical
ot find all the options listed here. Several buttons

ion of Word. Word includes many built-in
the standard tool bar and the

T ool Bar
s are customized by word, so you nuty

not appear immediately in your vers
, show and hide as needed. By default,

‘l‘noll\n
or Nk 1y

!'I'H\
ars that you cal

[nn“\
fonmatting tool bar are side by side below the menu bar,
2
i ;4! CARE Rr.sume pIam docx M’ .ﬂ‘?ﬁoﬁm;!"i;’;'" s
Page Layout h Refgffr@tes Mallings '
1 110 ‘ I, 1 :E.' ;_- o ._.-Jl.zﬁ ,Eplu
x| |EEl= = =l _*= ' 3
||A A" IQ 7 u«.%--lD
i "~ Paragraph
4 / 1. Office Button
2 .Quick Access Toolbar
3. Menu Bar
4. Ribbon
WWW%MWW%@ T A

Zoom Slider

Figure. Screenshot of MS Word application

1.5.3 The Quick access Toolbar

it S

| Quick Piint
[V]] pint preview

¢ Spelling & Grammar

[?] undo

v |! Redo

: F“] Draw Table ) _

Kore Cﬂllll‘llﬂdl
;hnu nqlnw the Rlbbon

mmmlu the Rlbh on

Quick Access Toolbar

Figure.
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Print Preview f@’
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the icon is clicked, a window will appear and it will allow you to insert the URL (web
address) of the web page you want to link to. You can type in the URL yourself or insert a pre-

ine bookmark. On inserting the link, the link in your Word document can be clicked and
; age will open up in a web browser.

When

exist
the web p

1.5.4 Opening a document

To open the document to view, edit, or print, you must first open up that file in Word. You
can open a file by clicking on the "Open" folder icon (with a picture of a folder) located in the
standard toolbar. Alternatively, you can use the menu bar and navigate to Office Button>>
Open... (Shortcut: Cal+0),

S T A i g
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{2 word Otions }[3X tatt werd

Figure. Opening a document

1.5.5 Saving a document

When you are working with any sort of media in any software, you should be sure to save your
work often. In Word, there are numerous options for saving documents in a variety of file types.
To save a new, unsaved document, you can click on the Save icon, shaped like a disk located

on the standard toolbar. Or, you can go to the menu bar and select Office Button >>Save...
(shortcut: Curl+S)
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Figure. Saving document with different format

1.5.6 Formatting the text

Set the Baékgm“nd
Using the Background feat
gr cature, you can apply a different color or a text he back e
xture to the backgro
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or FILL EFFECTS for the background of the docy,
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Figure. Choosing the page color

Setting Borders

Indcnt

R Cert o

l‘i mqm, o

i:_'p_lgt:‘ﬂmden i
Theme Colors
I BN B I m I

Standard Colory
m-m o

ﬂo Color

i Mote Colors,,.
| Fill Effects,.,

e —w-.xrwmmﬂm

You can add a border to any Paragraph or each page in a document.
. Open a document in Ofhice Word 2007. If you want to add a border to a paragraph or
text, select it. Typically, borders are added as a final change after writing a document.

2. On the Page Layout tab in the Page Background group, click Page Borders
3. In the Borders and Shading dialog box, do one of the following:

e To add a paragraph or text border, click the Borders tab.

e To add a page border, click the Page Border tab.

@]

O

Under Setting, click the type of border you want.

In the center section, modify the line style, border color, and width. You can even
click Art to add a design to a page border.

Check Preview to see how the border will look. Click the buttons to add or remove
borders along the sides, top, and bottom.

Click Apply to, and select the parts of the document that you want the border to
enclose, such as Text, Paragraph, or Section. Then, click OK.

;-’.’..udf e 1|1J[ %la adipj

Praview -

Click on diagram below or use
buttons to apply borders

Figure. Setting text borders
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Figure. Setting margins

the font size and the font

Fonts
e.font color and font style.

You ca
e. You can highlight a particular sectio

To change the font properties for a particu
mouse. Then click on FORMAT and sele
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Roman, Verdana etc.) and Font Color.

n change the look and feel of your document by changing
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(Bold, Italic and Underlined), Font (Times New
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Figure. Setting font type, style and size

30



f

l

Arsust
.

Figure. Header and Footer

pacing before or after each paragraph to

nerally single-spaced. If you want
RAPH. The

“Single”,

Linc Spacing _
ce the spacing petween the lines or the s
. readable. All documents are g¢

You can chan
Jar text casily
RMAT and select PARAG

make the particu
to change the spacing on the
you select the line spacing as

-hich appears has

dialogbox W
«1.5 lines~ or “Double” from

Documents, click on FO
2 section on Spacing where
the drop-down menu.

Header

To include a header cli
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options to insert the page number, date, time etc.

ck on Insert and select HEADER AND FOOTER. This highlights the
type in the name of your project. To insert page numbers,
ars along with the header. This toolbox has

Footer
Now to edit the footer, again use the Toolbox and click on the icon, which switches between

the Header and Footer. Once the footer area is highlighted, you can enter y

relevant information in the footer.

our name and other

Th
¢ content of the header and footer appear on all the pages of your document and are

COoOnmImon £ c
i f‘}; all the pages in the document. If you want a different header and footer for your
a 7e S¢ " - v
& Shf;i,m . c}‘:t the page Setup icon from the Design Tab. Select the Layout tab on the window
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e figure on the next page and check the option “Different First Page”.
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i different Header and Footer for the first page and you can easily omit including

mber on the first page of your document.

31



Fon sord

12 ——— N ) A Ay
— T 1 'y ! - ’ y W FraEat - i a.:r’ WOIBAN Eeny . & h. s
T gl o) s - - - b Canv
2 Btk i wn § T e PR S T ¥ hiimad ek ety T e
S A e LU S :,‘*eI &‘H’Tmm chn
L PRSI -” s 4o L AL L
K " Visg G ol 4 iy o R e
R LSS i A gy s Hanaer e tow 8y i,
{t" , awﬁ“i bl *ﬂ.mn i i ‘m: gt VS '::‘m Prgee LJ' Pudtir e Belviay (L) -E‘ { n
. il ' L1 RN o - b . el
e T s ‘ JI mf\:l\:’::-‘ g piprersrt Ot g 13) tnaent s 2 'l‘:: o "':::::::
E - [ S - 3 a Bt 20t H { b TR I
B2 9 1R N gy 'f:‘" wra weison 1| W AN I ‘—-..&_‘
outa " ! . i P -

i T "}-:.. Tovie. ’::' Laa :‘ vouhtes §n¥E et S b -
o : Ry, T /—w’/_”,r

Footer tools

Figure. eader &

2 ] 3 v rence/cite so :
Footnotes and Endnote Até comment oOn, or refe Urces in ,
i 4

v abor
Foomotes and endnotes are used to clal

document,

Footnotes S
Foomotes are comments, which appear at the bottom of the page. To T?St.:t f;(;c}t?otes, ﬁmph&
your cursor at the reference point (position from which you want to re _er o the 'ootnotf:). Now
click on REFERENCES Tab. This produces the FOOTNOTE option. A window pops
where you can select the option Insert Footnote button. This inserts a reference number at the
reference point and moves the cursor to the bottom of the page where you can actually .

the comment.

Table of
Contents =

(SR e e cantenys il |

Figure, [nserting Footnote and Endnote

Endnotes

En‘dnott:s are anserted at the end of )e entire document They are typically used to o
references in academic papers, L e

Toinsert Endnotes, first place your curs
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Figure. Spelling and Grammar

Word Count

To count the nun
COUNT. This opens a small window displaying the number of words in your document.

iber of words in your Document, Click on Review tab and select WORD

Statistics:
- Pages 111
Words 19,57

Characters {no spaces) 91,79
Characters (with spaces)  111,0
Paragraphs 1,310
Lines ! 2,928

[ Includs textboxes, footnates and endnotes

Figure. Counting Words

Previewing and Printing

It is always best to preview your document before printing so that you are sure about the layout
and know how your printed document will look. To preview your document, click on Office
Button in the menu and selece PRINT PREVIEW. To print your document, click on Office

Button in the menu and select PRINT.
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Figure. Printing the pages
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of every character deleted as well as every character inserted. It also

The tracker keeps track ill be able 'k changes usi i
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sy re present on the Standard Toolbar.
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Figure. Editing the document using Track changes

You can also make use of the icons in the standard toolbar to accept or reject changes and stop
tracking.

Format Painter

If you do not know what formatting has been used on a particular part of the text, which you
wish to replicate in some other part of the document, you can use the Format Painter on the
Standard toolbar to apply some basic graphic formatting, such as borders, fills, and text
formatting. First, select the part of the text with the desired formatting. Then click on the
Paintbrush icon in the Standard toolbar at the top of the application (This saves the formatting
of the source text), Next, with the cursor, select the text for which you want to change
formatting. (This will apply the saved format to the destination text).

3' - Format Filntet_;.

Figure. Using Format Painter
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Figure. Inserting Table Figure. Changing the Table Size

1.6 Using Spreadsheet

1.6.1 Elements of Electronics Spreadsheet

Excel i : .
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Figure. Launching MS Excel 2007

Opening Excel

Microsoft Excel will automatically open with a blank spreadsheet spanning many columns and
rows. You will notice a number of toolbars with many more options included.

k
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Figure. Opening an existing sheet
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Table. Commands and Deseriptions

L ii——————— \ reate a nt\\\ l\] H'lk \i\rl lll\h( ot

.".\.1“ L
it “i“‘" a ]\u \u\ll-h saved s spre ul';hc et
U‘L" et T AT .
L L | Save your ¢ nrrent s!nvul sheet
e P & e i i
e \Mic nm.\tt hl\ ¢ mhh o lntmln.lltnn Rig lltﬁ M m.wcnwnt (1IAM)

| ‘-nm“u‘tl
.l within the new version of Word, which can help protect
i

censitive documents from lwing copied or forwarded, Click this
for more intformation and options

e ———

e Prints the current document

Previcw the potential print of the current document

| Print Preview

Microsoft has enabled Information Rights Management (1IRM)

Rﬁg\l!\'h

| within the new vewsion of Excel, which can help protect
. sensitive documents from being copied or forwarded. Click this
| for more information and options

| Copy Copies the current selection to the clipboard, which can then

be pasted elsewhere in the document

E Paste Takes the current clipboard contents and inserts them

| Undo Undoes the last action in the document, reverting “back™ a step
i in gme

f Insert Hyperlink Inserts a hyperlink to an Internet location
' Auro Sum A drop-down menu of available mathematical operations to
i perform

Sort Ascending Sorts the current selection in ascending order

Chart Wizard Opens the “Chart Wizard,” which will walk you through t

he
creation of a Chart / diagram using the currently selected
information
Microsoft Excel Help | Brings up the Excel Help window, which will allow you to
type in a key-word for more information, or click anything on
screen to directly bring up further information on that subject

More Options There are a variety of extra options you can call or add to the
toolbar, such as Spell Check, Sort Descending, Cut, Redo, etc.
By clicking the triangle, you can access these options; at the
same time, you can drag this toolbar outwards more to make
more available space for these options directly on the toolbar

Formatting Toolbar
The Formatting tool b

as B ar contains buttons used to format the appearance of the workbook, such
s Bold and Italjes.

Figure. Formatting Toolbar
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Navigating the Spreadsheet
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Figure. Moving over the spreadsheet

A Simple Spreadsheet

This is what a basic spreadsheet may look like, keeping track of the grades for five students. As
vou will notice, numbers automatically align to the right, while text automatically aligns to the
left. Room has been allowed at the top and the left for column and row headings, which have
been placed in bold.

N R

1 INAME  |[ENGLISH [TAMIL  |MATHS
2 {Sheela 80 90 87

3 [Sathya 89 89 90

4 Sva 78 90 8

Figure. A Mark Table

1.6.2 Manipulation of Cells

Merging Cells

If you want to type a heading across the top of a table of data, it can be quite difficult to line it
up in the centre. Luckily, Excel has a solution. You can merge the cells across which you want
the heading, centering it at the same time.

To merge cells:

® Select the cells to be merged.

* Click the merge and centre button from the formatting toolbar.

. student Report NS I—
T e

Figure. Merging 2 or more cells
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i

Formatting Numbers ‘ i
The Numbers tab gives you the ability to display data that Excel stores numerically in lots o

different ways, The Formatting toolbar #ives you buttons for applying only very few of the v
selection of number format that Fxcel contains. The options that you sce on the tab vay
depending on which category of format you select, Generally speaking, Excel will disply
sample based on the contents of the active cell and the defaule option within the category you
selected, You can then pick from a list of format codes until the sample is displayed the way you
want it,

¢ Select the cells you want o format,

.

Choose Home Tab fron, the menu byy and click Formae
1]

*option-format cefls,
¢ Click the Number tal,
* Click the category of ﬁ:rmutting Your

* Select the releyay Options that
numnbers to Jook,

* Click Ok ¢, close
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Figure. Changing the Number format

Custom Number formats
There are occasions when you want numeric data to display in a way that Excel does not have
2 format for. When this happens, you can create a custom format.

e Select the cells you want to format.

e Choose Format from the tool bar.

e Click the Number tab.

e Choose the Custom category (ﬁhe last option on the Category list).
¢ The dialog box will change to show you a list of Type format codes.

¢ Scroll down the Type list until you find a code similar to the one you want to format
your data with. '

Conditional Formatting
You can make Excel format cells in certain ways according to whether their data meets a
condition. For example, in a table of numbers, you might want to display numbers over 100 in
red, numbers below 50 in green and anything in-between in blue. You can use conditional
formats to achieve this.

Choose -> Home tab -> Styles -> Conditional Formatting.

To apply conditional formatting,

@ A i -C11s

Data Bars: A data bar helps you the value of a cell relative to other cells.

COIIOT scales: Color scales are visual guides that help you understand data distribution and
Variation, '
Icon Sets: Use an icon set to annotate and classify data into three to five categories
S¢parated by a threshold value.
° . ; i iteri

Rules: you can use 2 logical formula to specify the formatting criteria.
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Freez€ Pancs ; ;
want certain rows or columns to remain static on screen while you scroll down or

Then vou
When ¥ ksheet, you can use freeze pancs.

scross data on a wor
. : " A ol L =
Choose view tab sclect Freeze Pancs
o Select the cell below and to the right of the cells you want to frecze.
o Choose Window from the menu bar then click, Freeze panes,

o« You will sce solid lines appear below and to the right of the frozen rows and columns.

Unfreeze Panes
e Sclect frecze panes you will see the unfreeze options in the box.

lef’ X

Panes~

d - Unfreeze Panes
E% Unlock all rows and columns to scroli
= through the entire worksheet,

- Freeze Top Row
% Keep the top row visible while scrolling

é through the rest of the worksheet,

- Freeze First Column

E% Keep the first column visible while scrolling §
through the rest of the worksheet, ;

1 i ! i

Figure. Unfreeze panes

Moving and Coping
Sometimes, you may want to drag an item to a different worksheet within the workbook.

To move and copy to another worksheet,
® Select the cells to move or copy.
® Position the mouse over the selection border.
* Hold down the [ALT] key as you drag the cells ((ALT] [CTRL] if you are copying).

* Drag down over the sheet tab that you want to put the cells on and Excel will jump to
that sheet. Continue dragging until you are in the location on the selected sheet that you

want the cells in.

* Release the mouse then the keyboard.

Hide Rows and Columns
Yeéu can ehiosis Bot 't display certain rows and columns on your screen. Hiding them also
prevents them from printing,

To hide columns,
® Select the column you want to hide by clicking on the column letter, or if you want to

hide muliple columns, highlight them.
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1.6.3 Formula and Function

pormulac
In a spreadsheet application, at a very basic level, values are often added, subtr
divided. Excel recognizes formulac because an equal’s sign

acted, multiplied
precedes them (=).When
the operation to be carried out are

and
entering b
as follows:

asic formulae, the mathematical operators defining

Addition +
Subtraction -
Multiplication fad
Division /
Exponentiation A

Figure. Symbols for Mathematical Operations

You will find all of these mathematical operators ranged across the top and down the right hand
side of the numeric keypad.

Typing Formulae

You enter formulae by typing them in the cell where you want the formula’s result to appear.
When you confirm entry of a formula, Excel will display the result on the worksheet, but the
underlying calculation appears on the Formula bar.

To enter a formula,
* Move to the cell where you want to enter the formula.
¢ Type an equal’s sign (=).
* Type the formula (e.g. d2*e2).
* Press [ENTER] to confirm the entry.

NAME ~ |ENGLISH [TAMIL __ |MATHS _ [TOTAL
Sheela 80 o] 87[9R1+C1+Di
pathya B9 89 90

<1 R IR -

Figure. Typing the formula

Excel dutomatically recalculates formulae. If you change one of the cells referenced in your

formula, a5 soon as you press [ENTER] to confirm the changed value, your formula result will
update,
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=SUM (D2:1)10)

¢ selected function tells Excel what you want to do

The name of th and the arguments generally

Il Excel where the data is that you want to calculate,
tell EXC ;

To nsert a functon:

o Sclect the cell into which you insert your function

B

Autosum
One of the most useful functions is the SUM function. This function allows you to create totals
for groups of cells. Because generating total is so frequently done, Excel has included a button
on the standard toolbar that will put the SUM function in the selected cell to obtain a total
instantly.

Function Box

There are some functions that are accessed more than others and for that reason, Excel gives
vou a slighdy quicker method for entering them than the Paste function dialog. The Function
box. groups the most commonly used functions for quick and easy access.

To enter a function using the Function box,

¢ Type the equals sign (=) on the formula bar (or directly into your cell). Excel displays the
function box to the left of the Formula bar.

¢ Click the drop-down list arrow to the right of the function box to display a list of function
names,

Select the function you require by clicking its name from the list.
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Modify a Chart
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CHAPTER 3: RETAIL SECTOR

3.1 Introduction

India, being one of the most attractive emerging, markets, is experiencing a radical change in its
retail industry, Rapid development of retailing in India has led to expansion of organised retail
stores both in metros and in smaller cities. The Indian retail industry has emerged as one of the
most dynamic and fast-paced industries due to the entry of several new players. It accounts for
over 10 per cent of the country’s Gross Domestic Product (GDP) and around 8 per cent of the

employment. India is the world’s fifth-largest global destination in the retail space.

Many practitioners and exports believe that this industry is mostly concerned with making good
deals, putting high pressure on suppliers, and selling at competitive prices. However, over the
last few years, the world of retailing has changed dramatically. Retail operations of companies
like Carrefour, Tesco, Wal-Mart, METR O Group and many more, have greatly increased in
complexity and sophistication. Similar developments in retail industry in India are inevitable
with rising of major retail houses like Future Group, Reliance Retail, Shoppers’ Stop, and Maxx
Retail ete. Retailing leads other sectors in customer data capture, data warehousing and analyses.
Retailing, specifically online retailing, is still the main commercial application area of the

Internet and is at the front line of the globalization of business.

Indian Retail Industry has immense potential as India has the second largest population with
affluent middle class, rapid urbanisation and solid growth of internet.

3.1.1 Market Size

India’s retail market is expected to grow at a Compound Annual Growth Rate (CAGR) of 10
per cent to US$ 1.6 trillion by 2026 from US$ 641 billion in 2016. While the overall retail
market is expected to grow at 12 per cent per annum, modern trade would expand twice as fast
at 20 per cent per annum and traditional trade at 10 per cent. Indian retail market is divided into
“Organised Retail Market” which is valued at $60 billion which is only 9 per cent of the total
sector and “Unorganised Retail Market constitutes the rest 91 per cent of the sector.

India’s Business to Business (B2B) e-commerce market is expected to reach US$ 700 billion by
2020. Online retail is expected to be at par with the physical stores in the next five years.

India’s total potential of Business to Consumer (B2C) is estimated to be US$ 26 billion, of which
$3 billion can be achieved in the next three years from 16 product categories, according to a
study by Federation of Indian Chambers of Commerce and Industry (FICCI) and Indian

Institute of Foreign Trade (ITFT).

69




1

i

e r retail expang;
oo markets fo Sion,
ia has replaced China as the most promising ion rates, urbanizj : pDGTt
il ity booming consumption Tates, ng Popu. ed[{y
expanding economy, coupled with be B

Y
growing middle class,

' fastest growing e-commerce market, gy
India s expected to become the world's fastest growing * “Mven b

SAEBERBE 1k V1
: . nber of internet users, ... oh
; > - | rapid increase in the nu : V‘mﬂusa 'y
mvestiment i the sector and ray T dian e—commerce markets. Indian Sco Hﬁnﬁi
have high expectations about growth of Indian e-cc % Cree 1

e expected to reach US$ 120 billion by 2020 from US$ 30 billion m! FY201¢. Furth,, n;Jq
AT expected to reac D B Py . - ” ;

2 mn terms o ITOSS 1 y \
c-commerce market is expected to reach US$ 220 ln‘]h\ml‘ o ]-Cliblc t:jlcrchandlse "1]:1
(GMV) and 530 million shoppers by 2025, led by faster sp ' ¢lecom Nety,, .

i o ience Ok,
: A { ¢ varicty as well as convenience. L
faster adoption of online services and better varicty a

E 3654 cicie g
India’s direct selling industry is expected to reach a size .of Rs. ._3..’0?4 crore (US$ 3,54 bil,
by FY2019-20, as per a joint report by India Direct Selling Association (IDSA) ang PHp,

Indian exports of locally made retail and lifestyle products grew ata CAGR of 10 Per cent gy,
2013 to 2016. The size of modern retail in India is expected to double to R, 171,800 e

(USS$ 25.7 billion) from Rs 87,100 crore (US$ 13 billion) in three years driven by Omni-chyy,,
retail.

3.1.2 Investment Scenario

The Indian retail trading has received Foreign Direct Investment (FDI) equity inflows totalling

US$1.04 billion during April 2000 - June 2017, according to the Department of Indusi
Policies and Promotion (DIPP).

With the rising need for consumer goods in different sectors including consumer electronics

home appliances, many companies have invested in the Indian retail space in the past i
months.
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a1 consumer goods company in India has entered into a joint venture with
as Group in UAE for selling garments in Oman with both the companies
The joint venture will first launch four to five

e Future Group

Khimji Ramd
having invested US$ 11.7 million cach.

stores in Oman and gradually increase the
plans to double its storage capacity in India by adding 14 new warehouses

e Amazon India
by June 2017, aimed at maintaining rapid growth in sales and catering to the remote parts

count to 17 to 18,

of India.
Bang and Olufsen, Danish stereo and speaker system maker, has plans of setting up about

cight to ten standalone sate lite stores by the end of FY 2017-18 in cities like Kolkata,
Hyderabad, Ahmedabad, among others.
Walmart, global retail giant, plans to open 50 new cash-and-carry stores in India over the

next three to four vears and locate half of the stores in Uttar Pradesh and Uttarakhand

while creating over 40,000 jobs in the two states.

Global e-commerce giant, Amazon is planning to enter the Indian food retailing sector by

investineg US$ 515 million in the next five years, as per Mr Harsimrat Kaur Badal, Minister

of Food Processing Industries, Government of India.

US apparel retail major Gap Inc, has tied up with Arvind Group’s fashion portal

NNNow.com to sell its products online, which will help the retailer expand its presence

bevond metros and tier-I cities.

Hamleys, has stated that India is one of the most important markets for Hamleys globally.

and outlined plans of opening six more stores, taking its total store count in the country

to 32 by the end of March 2017.

Roche Bobois Group, outlined plans of opening new stores in cities like Hyderabad,
Chennai. Pune, Kolkata and Ahmedabad, in order to make India one of its top five
markets by 2022.

A joint venture between Dutch asset manager APG Asset Management and real estate
asset platform Virtuous Retail, has acquired a portfolio of three shopping malls for US$
300 million, and has committed an additional US$ 150 million as equity capital to expand

the portfolio.

Future Consumer Ltd has formed a joint venture (JV) with UK’s largest wholesaler,
Booker Group, with an investment of Rs 50 crore (US$ 7.5 million), to set up 60-70
cash-and-carry stores in India in the next 3-4 years.

Adidas India Private Limited, outlined plans of opening around 30-40 big flagship stores
across Delhi, Mumbai and Bengaluru, by 2020.

Mad Over Donuts (MoD)), outlined plans of expanding its operations in India by opening
nine new MOD stores in Hyderabad and Chennai by March 2017,

* Switzerland’s luxury rewil brand Bally, plans to re-enter the Indian market in a joint
venture with I ehance Brands Lid, by opening its first store in New Delhi in March 2017,
and thereafier aiming to expand to four stores in Delhi, Mumbai, Kolkata and Chennai

over the next 3 o 4 years,
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Future Group, a consumer goods company in India has entered into a joint venture with
Khimji Ramdas Group in UAE for selling garments in Oman with both the companies
having invested US$ 11.7 million cach. The joint venture will first launch four to five
stores in Oman and gradually mcrease the count to 17 to 18,

Amazon India plans to double its storage capacity in India by adding 14 new warehouses
by June 2017, aimed at maintaining rapid growth in sales and catering to the remote parts

of India.
Bang and Olutsen, Danish sterco and speaker system maker, has plans of setting up about
cight to ten standalone satellite stores by the end of FY 2017-18 in cities like Kolkata.
Hyderabad, Ahmedabad, among others.

Walmart, global retail giant, plans to open 50 new cash-and-carry stores in India over the
next three to four years and locate half of the stores in Uttar Pradesh and Uttarakhand
while creating over 40,000 jobs in the two states.

Global e-commerce giant, Amazon is planning to enter the Indian food retailing sector by
mvesting US$ 515 million in the next five years, as per Mr Harsimrat Kaur Badal, Minister
of Food Processing Industries, Government of India.

US apparel retail major Gap Inc, has tied up with Arvind Group’s fashion portal
NNNow.com to sell its products online, which will help the retailer expand its presence
bevond metros and der-I cities.

Hamleys, has stated that India is one of the most important markets for Hamleys globally,
and outlined plans of opening six more stores, taking its total store count in the country
to 32 by the end of March 2017.

Roche Bobois Group, outlined plans of opening new stores in cities like Hyderabad,
Chennai. Pune, Kolkata and Ahmedabad, in order to make India one of its top five
markets by 2022.

A joint venture between Dutch asset manager APG Asset Management and real estate
asset platform Virtuous Retail, has acquired a portfolio of three shopping malls for US$
300 nullion, and has committed an additional US$ 150 million as equity capital to expand
the portfolio.

Future Consumer Ltd has formed a joint venture (JV) with UK'’s largest wholesaler,
Booker Group, with an investment of Rs 50 crore (US$ 7.5 million), to set up 60-70
cash-and-carry stores in India in the next 3-4 years.

Adidas India Private Limited, outlined plans of opening around 30-40 big flagship stores
across DDelhi, Mumbai and Bengaluru, by 2020.

Mad Over Donuts (MoD), outlined plans of expanding its operations in India by opening
mne new MOD stores in Hyderabad and Chennai by March 2017,

Switzerland’s Juxury reil brand Bally, plans to re-enter the Indian market in a joint
venture with Rehance Brands Lud, by opening its first store in New Delhi in March 2017,

and thercafter ramnnng (o t:xp,m(l to four stores in Delhi, Mumbai, Kolkata and Chennai
over the next 3 to 4 years.
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3.1.4 Government Initiatives

The Government of India has taken various initiatives to improve the retail industry in India

e The Government of India may change the Foreign Direct Investment (FDI) rules in food

processing, in a bid to permit c-commerce companies and foreign retailers to sell Made in

India consumer products.

e Government of India has allowed 100 per cent Foreign Direct Investment (FDI) in online
retal of goods and services through the automatic route, thereby providing clarity on the
existing businesses of e-commerce companies operating in India.

3.2 Types of Stores

It 1s in retailing that very drastic variations have happened during the last two decades, Some
insututions  have disappeared whereas newer ones have been added. This process of
deletion/addition still lasts in fresher forms. There are large-scale retailing shops together with
very small units, both working simultaneously. They have from hawkers and peddlers, who have

no permanent place, to well-organized, settled retail shops like chain stores, departmental stores,
etc.

Department Stores
A department store is a set-up which proposals wide range of goods to the end-users under one
roof. In a department store, the customers can get almost all the products they aspire to shop at

one place only. Department stores provide a wide range of options to the consumers and thus
fulfill all their shopping needs.

Discount Stores

Discount stores also offer a huge variety of products to the end-users but at a discounted rate.
The discount stores usually offer a limited range and the quality in certain cases might be a little
inferior as compared to the department stores.

Wal-Mart presently operates more than 1300 discount stores in United States. In India Visual
Mega Mart comes under discount store.

Supermarket

A retail store which usually sells food goods and houschold items, properly placed and organized
in specific departments is called a supermarket. A supermarket is an advanced form of the small
grocery stores and caters to the household needs of the consumer. The various tood products
(meat, vegetables, dairy products, juices etc.) are all properly displayed at their respec:ti_vc
departments to catch the attention of the customers and for them to pick any merchandise
dependent on their choice and need.

Warchouse Stores |

A retail format which sells imited stock in bulk at a reduced rate is called as warchouse store.
Warchouse supplies do not hothier much about the interiors of the store and the products are
not properly displayed. -
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3.3 Types of Merchandising
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types.

Retail Merchandising
Retail Merchandising refers to the various activities which contribute to the sale of products t

the consumers for their end use. Every retail store has its own line of merchandise to offer to
the customers. The display of the merchandise plays an important role in attracting the customen
mnto the store and prompting them to purchase as well. Merchandising helps in the attractive
display of the products at the store in order to increase their sale and generate revenues for the
retail store, Merchandising helps in the sensible presentation of the products available for sale o
entice the customers and make them a brand loyalist.

The display of merchandise at the store Plays an important roe in attracting the customers it
the store. The display of the products at the retail store goes 3 long way in influencing the buyi®s
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e Cross Merchandising helps the customers to know about the various options which would
complement their product.

e Cross Merchandising makes shopping a pleasurable experience as it saves customer’s
precious time.

The customer at the first instance can't really decide what all he needs apart from the products
he has already purchased. Through cross merchandising, the retailer smartly tries his level best
to convince the customers to buy additional products apart from his existing list.

Cross merchandising will typically labour best if you have marketing signage that makes it very
clear to your shoppers what the intent of the three items are. As an example, imagine a
beaunfully displayed end cap containing the above mentioned organic cereal, soy milk, and
bananas. Add in a nice sign or banner which might read “Start Your Day with the Right
Breakfast". Just that simple sentence can have a major impact on the movement of these items.
Even though it may seem obvious that this promotion is all about breakfast foods, by actually
putting the word "breakfast" visually in front of your customers, you have made the intent of
the display clear and understandable, and therefore easier to shop.

Visual Merchandising

The art of growing the sale of products by efficiently and sensibly showing them at the retail
outlet is called as visual merchandising. Visual merchandising refers to the artistic display of the
merchandise to attract the potential buyers, prompt them to buy and eventually increase the
sales of the store. In simpler words, visual merchandising is the art of displaying the merchandise
to influence the consumer’s buying behaviour.

The store must offer an encouraging ambience to the customers for them to enjoy their
shopping. The position of the products in the store has an important role in motivating the
consumers to buy them. Sensible display of the merchandise goes a long way in influencing the
buving decision of the individual.

The end-user will never notice somewhat which is not well organized: instead stacked or
thrown in heaps.

Proper Space, lighting, placing of dummies, colour of the walls, type of furniture, music,
fragrance of the store all help in increasing the sale of the products.

Why Visual Merchandising?
* Visual Merchandising helps the consumers to easily find out what they are looking for.
¢ It helps the customers to know about the latest trends in fashion.

The customer without any help can actually decide what he intends to buy.

It increases the sales of the store and results in increased level of customer satisfaction.
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to work. Showing potential here could get one to the top quickly. The majority of the roles
engross excellent organisation and dealing with customers, so first-rate communication and
people skills are of paramount importance. Store Operations is the frontline and the face of any

retail business.

It is where sales are made and lost and those working in these departments create the
understanding that shoppers remember — both good and bad. As the cutting edge of retail, Store
Operations is the breaking ground for all graduate recruitment programmes, the place where
tramee managers leam the tricks of the trade and what is most very important to all retailers; the
art of sclling and giving the customers an exciting and fulfilling shopping experience.

3.4.1 Store Appearance

The store must offer an optimistic ambience to the customers for them to enjoy their shopping
and leave with a smile.
e The store should not give a chaotic look.

e The products should be properly arranged on the shelves according to their sizes and
patterns. Make sure products do not fall off the shelves. :

e There should be no foul odor in the store as it irritates the customers.

e The floor, ceiling, carpet, walls and even the mannequins should not have unwanted spots.

e Never dump unnecessary packing boxes, hangers or clothes in the dressing room. Keep it
clean.

e Making sure the customers are well attended.

e Not allowing the customers to carry eatables inside the store.

3.4.2 Store Security
The maintenance of a store is not that easy when goods and products worth millions are

maintained in a store. The Security for a store and its maintenance is of paramount importance.

e The commodities should not be displayed at the entry or exit of the store.

e Not allowing the customers to carry more than three dresses at one time to the trial room.

Installation of CCTV's and cameras to keep a close observation on the customers.

e FEach and every merchandise should have a security tag.

e Asking the store helpers to submit carry bags at the security.

¢ Making sure the sales representative handle the products carefully.

Clotlies should not be having unwanted stains or dust marks as they lose appeal and fail to
impress the customers,

e Installing a generator for imwi:r backup and to avoid unnecessary black outs.

o Keeping expensive products in closed cabinets,

* Instructing the c}h_ii:;l_rt_;;.! m; t'iiol _mucll breakable products.

e The customers should have a sense of feeling safe inside the store.
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3.4.4 Inventory and Stock Management

¢ The retailer must ensure to management of inventory to avoid being “out of stock’
[ ] - T & : - iy e .

Every retail chain should have its own storehouse to stock the merchandise.
¢ Taking adequate steps to prevent loss ofinvcmory and stock

¢ Store Operations is the lj :
b P s 1s the llfcl blood of a retaj] business and this is where our custome”

where it all happens! Keeping this ip mind

. 3 . PR Sl D A i
A store manager’s job is managing resources I

. . uc

promotions to deliver optimal custome 1
customers and employees, [t require

as people, merchandise, fnanc
r service s ; -tint ¥
service levels. This job is about interact

S Ssomeone and ¥

Lo 4:mm;m[ly chunging Circu“]smm:c who can plan, ()rg:lnisc, dclcgate

5 and dem;
i) R nands,
Store management is aboyt being |,

operations from the floor whe
tradug standards also means '
store has closed, And Bf bonise

alwg y , . 1 directing®
re its all | HWAYs, constantly leading and direc™ i
utting ; g cach store *
| tng in Ilt)llm | ‘U!d J['{f:[ 3
¢ this happe '

ands on

g, Ensuring that
efore the customers arrve

3.4.5 Store Organization

W
IS lmsillfs" ¥
indep®”

The or ganizational structye of i ra
tasks involved ‘with operating 4 .

il store will v

i a s g
il busine *Y by the size and type of th

5 will be
¢ the same. However, small or

78




retail stores may combine many sectors together under one division, while larger stores create
various divisions for cach particular function along with many layers of management.

For example, the small specialty shop may have all of its employees under one category called
Store Operations. A large department store may have a complete staff consisting of a manager,
assistant manager and sales associates for its Sporting, Goods department, Home and CGrarden, Bed
and Bath, and each additional department.

In order to define the store's organization, start by specifying all tasks that need to be performed.
Then divide those responsibilities among various individuals or channels. Group and classify
cach task nto a job with a title and description. The final step is to develop an organizational
chart
. .

3.4.6 Importance of Store Organization

Store Layout

Why is good layout so important? Is it not sufficient to offer a well-adjusted product range at a
good price in the right place? Surveys have shown that one of the most important criteria for
customer satisfaction is the ease with which the customer finds his way in the store. Besides, the
customer expects to be led along the main departments of the store. Therefore a good layout is
a matter of customer satisfaction.

Of course, there are also commercial factors that argue in favour of the importance of a good
layout. A good layout provides you with the opportunity of influencing store turnover. The
appropriate shelf layout, the arrangement of the product range or a well-thought out spor for
special offers all have a direct effect on turnover. So a good layout may very well create a boom
in a store's turnover! .

Finally, of course, the layout also has an organisational component. Each store has its own best
solution for logistics problems. This applies especially to stores with a fast turnover of goods,
stores that sell products that are difficult to market or products that take up a large amount of
space etc. Defining specific conditions is an absolute necessity for the sale of goods that require
4 certamn (sales) ambiance. And, finally, it is important to keep both customers and sales
employees satsfied.

Purposes of the Store Layout _
A good store layout serves 1y p_ufpnsrs, such as for instance customer flow, the prevention
of shophfting and logistics, The main purposes are discussed in greater detail below.
e Customer flow
One of the maiy "j’“'-'f’ﬂs;:_s._gf'_

through the store, To achiey:

the layout is undoubtedly to create smooth custonmer flow

this, it is important to create the right balance between fast

the one hand and provision of space on the other.
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¢ Prevention
The layout also has a preventive task. The more poorly c)rg;mif.'t:d a store, ‘hfﬂm
opportunities shoplifiers have to take advantage of the unclear situation! When devc!gm
the Tayout, precautions can be taken that make it more difficult for shoplifters o g

goods,

Examples of this are: not to install the shelves as a poorly organised maze, adjusting &
height of the shelves or placing theft-sensitive goods within sight of sales employees, Th
are just a few examples, At any rate, both preventive precautions and a deterrent pott
can reduce the risk of a negative cash balance.
® Logistics

You will also want to keep logistics under control. Studies show that the so-called &
50 yards' are the highest cost iterm of the logistics chain. This is where the tumnover '
highest and so are the proportionally increasing staffing costs.
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to respond rapidly to seasonal changes. A good layout allows for this. Flexibility is key where

the need for space, margin in the market and presentation are concerned.

3.5 Retail Advertising

Advertising s how a company encourages individuals to purchase their products, services or

ideas. An advertisement (or "ad" for short) is everything that pulls good attention towards these

things. 1eis usually designed by an advertising assistance for an identified sponsor, and performed

through a variety of media. Ads appear on television, as well as radio, NEWspapers, muagazines

and as hillboards m streets and cities.,

Purpose of advertising
The basic goal of advertising is to create awareness in the attentions of people, about the

availability of products and services and impact them to buy the same. The ultimate aim is to

enhance the sales of the organization. Some of the Purposes of advertising are;

Conmunicates information: One of the most important purposes of advertising is to
convey or communicate the information to others. In the modern day world, where
science and technology contributes to new innovations and inventions, every now and
then new goods and invention of the existing goods and services are entering into the
market. If their use or knowledge is restricted to a limited amount of people, social
advancements cannot take place. Consumers are, therefore, provided the facts about new
products and services which enter the market, through advertising. Besides, the request
for existing products and services has to, be maintained as well as enhanced with the help
of advertising. The ultimate purpose is to improve sales cither by creating or increasing
demand for goods and services.

Makes ground for personal selling: Since the main purpose of promotion is to create and
withstand demand for products or services and expand the market, the prospective buyers
automatically become interested to buy such products and services. In this way, advertising
supports the efforts of the sales force of an organization and creates ground for the salesmen

to approach the prospective buyers.

Educates people: Advertising serves another significant purpose of educating people about
products and services. As consumers are not conscious of the use of several products and
services, advertisements provide passable knowledge to the people at large about the usage
and utility of several products and services.

Builds  goodwill:  Advertising helps the purpose of promoting friendliness for the
organization. Many advertisements aim at impressing the consumers that the firm is
patriotic, progressive, imaginative and very much worried with quality. This creates
goodwill in the minds of the general public about the firm. This goes a long way in
creating a fivourable impression about the organization on the prospective buyers.
Creates imape for the product or service: Another significant purpose of promotion is to
create an image both for the product as well as for the organization. This is done by
ermphasizing the characreristic features of the products or services through advertisements.
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Chapter 3; Retail Sector

feed. Advertisers advertised their offerings and value

propositions with little regard for the
diverse needs, tastes, and values of consumers,

Ofien, this "one size fits all" approach was costly and unhelpful due to the lack of twols for

measuring results in terms of sales. But as methods for collecting and analyzing consumer data

through single-source technology such as store scanners improved, marketers were progressively
able to correlate promotional activities with consumer purchasing patterns, Companies also
bepan to downsize their operations and expand marketing tasks within their organizations,
Advertising agencies were also expected to understand and provide all marketing functions, not
just advertusmg, for their clients,

Today, corporate marketing budgets are allocated toward trade promotions, consumer
promotons, branding, public relations, and advertising. The allocation of communication
budgets away from mass media and traditional advertising has raised the importance of IMC
importance for effective marketing. Now, marketing is viewed more as a two-way conversation
between marketers and consumers.

3.6.2 Benefits of IMC

® Develops faith: When it comes to advertising, customers are generally on the doubting
side of the fence (in the vein of ‘it’s too good to be true’). By integrating your messages
and keeping them consistent you will build faith with your intended audience and they
will be more possible to give you the benefit of the doubt and click on the very enticing
link that you have provided them with.

® Takes away the misunderstanding: It is very casy to get in your own way, and if you
are sending out marketing emails covering a bit of something here and bit of something
clse there, it is very casy for customers to miss the point you are trying to make.

¢ It is more cffective: When you integrate your campaign it will be more effective. By
communicating constantly via a variety of channels, you are reinforcing your
communication which, in turn, makes your message more powerful. The uniformity of
your message will raise make awareness and trust, and will lead to the customer thinking
of you first when they are ready to buy or make a reference to a friend or colleague.

¢ Increased efficiency: Integrating your campaign will help you to modernize your process.
Once you have definite on the single pronged approach that will be implemented across
your vanious channels, you will find that you have a much less complicated campaign to
run. Instead of needing to create various resources for different spins of the campaign, you
can wtilze the same imagery and messages throughout and cut down on planning,
mieetings and resource,

* You will save money: Photography, graphics and content are costly to a business. By
Integrating your campaign you will eliminate the need tor repedtion, as when you
mtegrate, you share across channels and this will save you both money and valuable dme.

* You will increase morale: An integrated campaign can do a lot of good in terms of
building trust in your brand and increasing revenue, but it can also help your business
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e Thie first step towards managing integrated marketing communic

ation is to identify the
target audience, You need to understand, who are the customers would actually benefit
from your products, Understand their needs and expectations.
e The sccond step s to know what you intend to communicate, No brand promotion tools

would help unless and until you are really sure of what you want to share with your

potential and exasting custonmers,
o Carcfully design your message. Check the content of the essage, mess

WIge structure,
format, spellings and so on,

e The nextstep s toadentify the various channels of communication. You need to be really

careful while selecting the channel of communication so that the right message goes to

the right customer at the right place and right time.

e Allocate right resources for brand promotion. Decide how much can you spend on vanious
marketing and promotional activities. A marketer needs to wisely assign budgets for
vanous promotional activities such as advertising, PR activities, banners and so on.

L

The most crucial step is to measure the results of integrated marketing communication.
Find out whether the combination of all marketing tools has actually helped you reach a
wider audience and promote your brands more effectively.

3.7 Sales Promotion

Sales promotion aims to provide a short-term boost to sales. While a frank price cut is one
opuon, sales raise looks for alternatives that are more cost-effective - costing less to implement
but providing a bigger increase in sales. Another category of sales promotion focuses on outlets
where your product is sold. Visual merchandising shows aim to make your product more visible,
encouraging consumers to make an impulse purchase or to choose your brand rather than a
compentor. As well as point-of-sale displays, merchandising options include encouraging
retailers to devote more shelf space to your goods or offering specially packaged products.

Sales promotions are often mixed up with advertising. For instance, a television advertisement
mentioning a contest awarding winners with a free trip to a Caribbean island may give the
contest the appearance of advertising. While the distribution of the marketer’s message through
television media is certainly labeled as advertising, what is contained in the message, namely the
contest, 1s considered a sales promotion,

Sales are the lifeblood of a business-without sales there would be no trade in the first place;
therefore it gs very vital that if a business wants to succeed, it should have a sales promotion
strategy ain mind. The primary objective of a sales promotion is to improve a company’s sales by
forecasting and modifying your target customer’s purchasing behavior and patterns. Sales
promotion s very important as it not only helps to boost sales but it also helps a business to draw
new clienits while at the same time retaining older ones,

A business can promote itself through and eflective sales promotion because it says something
about work and helps: the busigess to ilentify themselves, They can be a low-cost way of
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Imaginatively and carefully planned sales promotions can deliver long-term benefis oy
organization. Often not surprisingly, they look like last minute panic measures and thy
signal failure, not success, One well-planned, far-reaching

promotion is better thay heaps §
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rall strategy. As the term implies — the ulme
goal is sales or transactions. However, promotions

can be planned to increase sales over by
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0 it is not always about immediate results.

The issue of sales promotion has been receiving incrcnsing attention from both advertising !
marketing professionals and academicians. This incre;

ase of attention can be explained by i
major interrelated factors; first, the nature of gyle
opposed to advertising) impact on sales, which
been proven by time to be the effective

S Promotions — j¢ brings certain measurable 1

attracts many marketing managers; it abo ¥
collection of techniques to increase sales.

3.7.1 Objectives
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to stock new products or deal with new services. Free samples, trade discounts, cash

discounts are basically sales promotion measures,

To attract new customers: Sales promotion measures also play a significant role in

attracting new customers for an orgamzation. Usually, new customers are those persons

¢hisit .trv‘\\‘m! away from other firms, Samples, gifts, prizes, ete. are used to encourage
consumers to try a new brand or shift their patronage to new dealers,

e To induce existing customers to buy more: Sales promotion devices are most often used
to induce the existing customers of a firm to buy more. Product development, offering
three products at the cost of two, discount coupons, arc some of the sales promotion
devices used by firms to motivate the existing buyers to buy more of a specific product.

e Helps the firm to remain competitive: Most of the companies undertake sales promotion
activities - order to remain in the competitive market. Therefore, in the modern
compettive world no firm can escape the responsibility of undertaking sales promotion
acuvities,

® To increase sales in off=scasons: Many products like air-coolers, fans, refrigerators, air-
conditioners, cold drinks, room heaters, etc. have seasonal demand. Manufacturers and
dealers dealing with such type of goods make every effort to maintain a stable demand
throughout the year. In other words, firms try to encourage the purchase of such goods
in off-seasons also. That is the main reason behind discounts and off-season price
reductions of such items in the market during slack seasons.

¢ To add to the stock of the dealers: Dealers like wholesalers and retailers usually deal with
a variety of goods. Their selling activity becomes easier when the manufacturer
supplements their efforts by sales promotion measures. When a product or service is well
supported by sales promotion, dealers are automatically induced to have more of such

items.

3.7.2 Limitations

Sales promotion is a powerful and effective method to produce immediate short period positive
results; it is not a remedy for a bad product or bad advertising. In fact, a promotion is speed up
the killing of a bad product. Some of them are listed below:

* Increased price sensitivity: Frequently promoted brands in the product category, especially
on the basis of value, make consumers and traders more price sensitive not only for the
promoted brands but for other brands as well in the similar product category. Consumers
wait for the promotion deals to be announced and then purchase the product. This is
true even for brands where brand loyalty exists, Customers wait and time their purchases
to coincide with promotional offers on their preferred brands.

* Quality image may become tarnished: If the promotions in a product category have been
rare, or the product occurs to be of high involvement category, the campaigns could have
d negatve effect about s quality image. Consumers may start doubting that perhaps the
product has not been selling well, the quality of the product is true compared to the price
or the product is likely to be disconunucd because it has become ontdated.
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focused advertising about the superiority of the product and its image.

This will result in lasting brand identities reflecting consumer values. Then there will be s
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“hapter 3: Retail

e Buy Onc, Get One Free: Consumers love a good deal, and they love freebies even more.
Offering a free product if the consumer purchases one is a tine-honored sales promotion
that works for several reasons. If your margins are high enough, you might be able to

cover your costs for both products at your selling price for one. This type of promotion

allows you to double the amount of time the consumer uses your product, potentially
leading to a better experience and an aflinity for your product. This strategy also can help
vou decrease your dependence on costly, free-sample giveaways.

Point-of-Purchase Display: To stimulate impulse buys or to remind regular clients not

to leave the store without an exact product, marketers have used in-store displays for

generations. These are signs, racks or other physical promotional picces that stand out

from their surroundings while touting a particular product or offer.

e Loss Leaders and Discounts: As with free samples or buy-one-get-one-free promotions,
loss leaders make goods or services available below the seller’s cost. Some large retail chains
use loss leaders to lure consumers into their stores, hoping that they will buy other
products while they are in the store, Supermarkets are well known for marking down a
staple, such as milk or bread, to entice consumers into the store, marking up the prices of
other staples such as eggs or orange juice to even out the promotion financially. Some
cateries offer entrée or sandwiches as loss leaders because they make enough profits on
additional sales of soups, salads, fries, drinks and desserts to turn a profit. Loss leaders often
have a dual goal of generating a profit and getting consumers into a store to stimulate
future sales. Discounts are markdowns on products or services that help reduce slow-
moving product or temporarily spike sales.

3.8 Enterprise Resource Planning (ERP)

It is defined as the ability to deliver an integrated suite of business applications. ERP tools share
2 common process and data model, covering broad and deep operational end-to-end processes,
such as those found in finance, HR, distribution, manufacturing, service and the supply chain.

ERP applications automate and support a range of administrative and operational business
processes across multiple industries, including line of business, customer-facing, administrative
and the asset management aspects of an enterprise. However, ERP deployments tend to come
at a significant price, and the business benefits are difficult to justify and understand.

Look for business benefits in four areas;
e IT cost savings,
® Busmess process efficiency,
* As a business process platform for process standardization and

® As a catalyst for business innovation.

Most enterprises focus on the first two arcas, because they are the easiest to quantify; however,
the latter two areas often have the most significant impact on the enterprise.




e software, all your business processes Com, :
With the righ enterpnse resource planning ¢ ing to enhance your team’s overal] Prody, gt'%
for casy collaboration and rapid decision-making Ir]'{.r
Leverage mtegrated systems for: assets, cash flow, and accoun
* Financial management: Gain control over your ass :' . ' urchasine %
® Supply chain and operations management: Streamline your P <3ing, lllanufactua_a
mventory, and sales order processing, S
* Customer relationship management: Improve customer scrvice, an Increase Cm““ﬂl,_-_.l
upsell opportunities. :
Project management: Get what you need to deliver work on time and on hudgm -
better billing and project monitoring.
Human resources management: Get help attracting and retaimng good cmployeg, W
tools to help hire, manage, and pay your team.

® Business intelligence: Make smart decisions with easy-to-use reporting, analysg
business intelligence tools.

3.9 Supply Chain Management

Supply chain management (SCM) s a process Y companies to ensure that their s
chain is efficient and cost-cfective. A supply chain is the collection of steps that a company &
ponents into the fina] Product. The following are five basic compon®
of SCM.

1) Plan

2) Develop (Source)

3) Make

4) Deliver

5) Return
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e Devclop (Source): Dt‘"*“*"}" Is f'“" i ‘i“ supply chain management J¢ involves
building a strong relationship \T”.”.] uupplwlrs of the raw materials needed in making the
product the company delivers. This phase 'TWUIWS not only identifying reliable suppliers
but also planning methods for shipping, delivery, and payment,

Companics must choose supphiers 1:1‘<Iv|iw-r the goods and services they need to create
their product. Therefore, supply chatn managers lllll‘i[.(ll.‘VCI(l[l A set of pricing, delivery
and payment processes with suppliers and create metrics for MOonitoring ancl IMproving
the relationships. And then, SCM managers can put together processes for managing their
goods and services imventory, including receiving and verifying shipments, transferring
;},\-m to the manufacturing facilities and authorizing supplicr payments,

e Make: At the third stage, make, the product is manufactured, tested, packaged, and
scheduled for delivery. This is the manufacturing step. Supply chain managers schedule
the activities necessary for production, testing, packaging and preparation for delivery.
This 1s the most metric-intensive portion of the supply chain - one where companies are
able to measure quality levels, production ou tput and worker productivity.

¢ Deliver: Then, at the logistics phase, customer orders are received and delivery of the
goods is planned. This fourth stage of supply chain management stage is aptly named
deliver.
This is the part that many SCM insiders refer to as logistics, where companies coordinate
the receipt of orders from customers, develop a network of warehouses, pick carriers to
get products to customers and set up an invoicing system to receive payments.

* Return: The final stage of supply chain management is called return. As the name suggests,
during this stage, customers may return defective products. The company will also address
customer questions in this stage. This can be a problematic part of the supply chain for
many companies. Supply chain planners have to create a responsive and flexible network
for receiving defective and excess products back from their customers and supporting
customers who have problems with delivered products.

To ensure that the supply chain is’operating as efficient as possible and generating the highest
level of customer satisfaction at the lowest cost, companies have adopted Supply Chain
Management processes and associated technology. Supply Chain Management has three levels
of activities that different parts of the company will focus on: strategic; tactical; and operational.

Strattgif;
At thie

I level, Company management will be looking to high level strategic decisions concerning
the w

hole Organization, such as the size and location of manufacturing sites, partmerships with

supnlie 5
PPUCrs, products o be manufactured and sales markets.

"s!r.!ti:;,g';

. =4 L5 : - = . : ] L # . - *, 5 ¥ a o ¥ r
_ _dr bvities inglude I';mldmp; rgi]i|(1()|]5![|l)5 with suppliers and customers, and integrating
lllf()i“l!ld{lt)l] Lt

*hnology (I'Y) within the supply chain,
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qutomate the logisties aspects of SCM are less dependent upon gathering

hat simply ' :
round the company, so they tend to be independent of the ERP decision.
i

companics will need to have these applications communicate with ERP in

,‘\ppli(‘.‘ltinm (
information from
But chances are,

ome fashton.

It's important o pay attention o the software's ability to integrate with the Internet and with
t's .

P apphications bed
ERD ap) |  deman e ‘ |
if'a company wants to build a private website for communicating with their customers

ause the Internet will dnve demand for integrated information. For
example, ‘ ite . ‘ .

{ suppliers, the company will want to pull informaton from ERP and supply chain
am v ) O |
pphcations opether to present updated information about orders, payments, manufacturing
a i § 1oy
watus and dehivery.

3.9.2 Key Features of Supply Chain Management

Supply chain softwares are robust, feature-rich technology softwares that enhance operations

from end-to-end.

Today's popular supply chain software can help companies achieve and maintain a competitive
edge by empowering them to streamline and enhance their most important supply chain
operations from start to finish. With supply chain software in place, organizations can maximize
cost-efficiency, increase productivity, and give their bottom line a big boost.

This functionality is designed to fully automate and support supply chain processes from end-
to-end, and includes:

Inventory Management

I3 . e Py, . . & .
With a supply chain package, companies can significantly improve the way they track and
manage their supplies of raw materials and components needed for production, finished goods
to satisfy open sales orders, and spare parts required for field service and support. This eliminates

excess and waste, frees up valuable real estate for other important purposes, and minimizes
related storage costs,

Order Management

Sup “hain s ¢ i i | ‘ h
pply chain software can dramatically accelerate the execution of the entire order-to-delwery

cycle by helpiy

B companies to more productively generate and track sales orders. Supply chain
450 enables the

dynamic scheduling of supplier deliveries to more eftectively meet demand, and

INore rapid erears ‘s " ?
pid creation of pricing and product configurations.

a2 .
Proc urement

All CUVIGes and L
and streambined
Packige.

asks associated with sourcing, purchasing, and payables can be fully automated
ACTOSs A company's entire supplier network with a supply chain software

As-a result’ Businoesies o : 4 A
esult. businesses can build stronger relationships with vendors, better access and
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3.10 Job Roles

rview of some of the top retail jobs, including what the job entails, the
i werv 3 )
[lt‘“—" an ¢

qu.\liﬁ(-“

't hire the median carmnings,
ions needed to get hired, and the @

rEE
::::::n and purchasing agents buy the products sold in retail s-mrcs. 'Ifhcy are responsible
for evaluatung vendors, negotiating prices, ordering, and :lrr;mgm’g delivery schedules, One
of the perks is getting to attend trade shows to check out T.vhz?t s new. At large retailers,
buyers work out of corporate headquarters. Smaller organizations may have an in-house
buver.

Cashicer

This isn't the best paying retail job, but it’s one where there are no formal educational
requircments for new hires, You can apply online at most major retailers, and on the job
training is provided. Opportunities are available at department stores, grocery stores, gas
stations, and other retail establishments. Positions are plentiful, with 2.8 million people
employed as cashiers in 2015. Many positions are part-time, though some employers offer
benefits.

Customer Service Representative

There are many different customer service roles in retail. The Jjob could be working at the
customer service desk handling returns and payments, providing product information and
pricing to customers, or responding to inquiries about availability and delivery.
Demonstrator/Product Promoter

Demonstrators and product promoters share inform
which are being promoted. Depending on where
food or beverage samples, suggesting make

on products in the store, or otherwise ge
pitching.

ation on new products, and products
you work, you could be giving away
up options to customers, sharing information
tting customers to notice the product you're

Department Man ager

A department manager is responsible for one section of 1 ret.

ail store. For example, grocery
stores have managers for produce, frozen food, meat and seatood, and dairy. This job
could be a promotion from a stock or associate job, or the employer could recruit
candidates with experience in that department,

District Manager

District Managers handle a group of stores, usually within a geographic territory. They
SUpervise operations and manage the stores within their region.
e Coordinator

Retil IT Coordinators provide
may include b
Uoubleshoo

operations and user support for retailers. Responsibilities
ardware, software

» mobile, messaging, and server support. I'T Coordinators
and re

solve issues, and upgrade and maintain store systems,

s Manngcr/'l‘mining Manager

Human Resonrce

Hunyp Resouyee
relations. [

> Managers are responsible for re

cruiting, hiring, training, and employee
“Pending on the retailer, this role

could be cither a store or corporate position.
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CHAPTER 4: BFSI SECTOR

4.1 Banking Sector

As per the Reserve Bank of India (RBI), India’s banking sector is sufficiently capitalised and

- well-regulated. The financial and economic conditions in the country are far superior to any
other country in the world. Credit, market and liquidity risk studies suggest that Indian banks
are generally resilient and have withstood the global downturn well.

Indian banking industry has recently witnessed the roll out of innovative banking models like
payments and small finance banks. RBI's new measures may go a long way in helping the

restructuring of the domestic banking industry.

In August 2017, Global rating agency Moody's announced that its outlook for the Indian
banking system was stable.

4.1.1 Market Size

The Indian banking system consists of 27 public sector banks, 26 private sector banks, 46 foreign
banks, 56 regional rural banks, 1,574 urban cooperative banks and 93,913 rural cooperative
banks, in addition to cooperative credit institutions. Public-sector banks control more than 70

per cent of the banking system assets, thereby leaving a comparatively smaller share for its private
peers. Banks are also encouraging their customers to manage their finances using mobile phones.

ICRA estimates that credit growth in India’s banking sector would be at 7-8 per cent in FY
2017-18.

4.1.2 Investments

Key investments and developments in India’s banking industry include:

e International Finance Corp, (IFC), a member of the World Bank Group, has invested Rs
130 crore (US$ 20 million) in, Avas Financiers Ltd, which will provide housing loans to
low-income consumers in rural and semi-urban areas of India.

» The Reserve Bank of India (RBI) has proposed to allow banks to invest in real estate
investment trusts (REITSs) and infrastructure investment trusts (InvITs) which is expected
to benefit both real estate and banking sector in diversifying investor base and investment
avenues respectively.

o The Canada Pension Plan Investment Board (CPPIB) and the Caisse de Depot Quebec

(CDPQ) have acquired a 1.5 per cent stake in Kotak Mahindra Bank from Executive vice-

chairman and Managing director, Kotak Mahindra Bank, for a total consideration of Rs

2,254 crore (US$ 350.0 million).




® Fullerton India Credit Co Ltd, a non-banking finance company (NBFC), has raised Rs
500 crore (US$ 75 million) through masala bonds, to support its onward lending and other

tinancing activities.

® The Insurance Regulatory and Development Authority of India (IRDA) has allowed
insurers to mnvest up to 10 per cent in additional tier 1 (AT1) bonds, that are issued by
banks to augment their tier 1 capital, in order to expand the pool of eligible investors for

the banks.

e Qatar’s Doha Bank plans to apply to the Qatar Central Bank and Reserve Bank of India
for permission to establish a local subsidiary in India, with the vision to create a retail
branch network in India.

© Fairfax Financial Holdings, a Canada-based financial services firm, has received an
approval from the RBI to acquire a majority 51 per cent stake in Kerala-based Catholic
Syrian Bank for Rs 1,000 crore (US$ 150 million), which will be the first takeover of an
Indian bank by a non-banking financial entity, after RBI tweaked ownership norms.

® IndiaPost has received the final license from RBI to start its payment bank operations,
thus becoming the third entity in India after Bharti Airtel and Paytm to receive payment
bank license from RBI.

¢ Microfinance firm Ujjivan Financial Services Ltd has announced starting of banking
services across its branches under the name of Ujjivan Small Finance Bank Ltd, thus
becoming the largest among five small banks which are scheduled to start their operations
or have already started.

4.1.3 What is banking? ‘

A bank is a financial institution which deals with deposits and advances and other related services,
It receives money from those who want to save in the form of deposits and it lends money to
those who need it. Oxford Dictionary definies a bank as "an establishment for custody of money,
which it pays out on customer's order."”

Characteristics / Features of a Bank
1. Dealing in Money

Bank is a financial institution which deals with other people's money i.e. money given by
depositors.

2. Individual / Firm / Company

A bank may be a person, firm or a company. A banking company means a company which
is in the business of banking.

3. Acceptance of Deposit

A bank accepts money from the people in the form of deposits which are usually repayable
on demand or after the expiry of a fixed period. It gives safety to the deposits of its
customers. It also acts as a custodian of funds of its customers.

4. Giving Advances

A bank lends out money in the form of loans to those who require it for different purposes.
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5. Payment and Withdrawal

A bank provides casy payment and withdrawal facility to its customers in the form of
cheques and drafts; it also brings bank money in circulation. This money is in the form of
cheques, drafts, etc.

6. Agency and Ultility Services
A bank provides various banking facilities to its customers. They include general utlity
services and agency services.

7. Profit and Service Orientation
A bank is a profit seeking institution having service oriented approach.

8. Ever increasing functions

Banking is an evolutionary concept. There is continuous expansion and diversification as
regards the functions, services and activities of a bank.

9. Connecting Link
A bank acts as a connecting link between borrowers and lenders of money. Banks collect

money from those who have surplus money and give the same to those who are in need
of money. '

10. Banking Business _
A bank's main activity should be to do business of banking which should not be
subsidiary to any other business.

11. Name Identity

A bank should always add the word "bank" to its name to enable people to know that it
1s a bank and that it is dealing in money.

4.1.4 Types of Banks

There are various types of banks which operate in our country to meet the financial
requirements of different categories of people engaged in agriculture, business, profession, etc.
On the basis of functions, the banking institutions in India may be divided into the following
types: '

- Types of Banks
h:d A 4 ¥
Development Specialised
Central Bgnk Banks Banks
k4 ¥
Commercial Banks Co-operative Banks

» Public Sector Banks ® Primary Credit Societies

» Private Sector Banks = Central Co-operative Banks

» Foreign Banks » State Co-operative Banks

A. Central Bank

A bank which is entrusted with the functions of guiding and regulating the banking system of a
country is known as its Central bank. Such a bank does not deal with the general public. Tt acts
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essentially as Government’s banker, maintain deposit accounts of all other banks and advances

money to other banks, when needed. The Central Bank provides guidance to other banks
whenever they face any problem. It is therefore known as the banker’s bank. The Reserve Bank
of India is the central bank of our country.

The Central Bank maintains record of Government revenue and expenditure under various
heads. It also advises the Government on monetary and credit policies and decides on the interest
rates for bank deposits and bank loans. In addition, foreign exchange rates are also determined

by the central bank.

Another important function of the Central Bank is the issuance of currency notes, regulating
their circulation in the country by different methods. No other bank than the Central Bank can
isstie Currency.

B. Commercial Banks

Commercial Banks are banking institutions that accept deposits and grant short-term loans and
advances to their customers. In addition to giving short-term loans, commercial banks also give
medium-term and long-term loan to business enterprises. Now-a-days some of the commercial
banks are also providing housing loan on a long-term basis to individuals.

Types of Commercial Banks
e Public Sector Bapks _
These are banks where majority stake is held by the Government of India or Reserve

Bapk of India. Examples of public sector banks are: State Bank of India, Corporation
Bank, Bank of Baroda and Dena Bank, etc.

e Private Sectors Banks
In case of private sector banks majority of share capital of the bank is held by private
individuals. These banks are registered as companies with limited liability. For example:
The Jammu and Kashmir Bank Ltd., Bank of Rajasthan Ltd., Development Credit Bank
Ltd, Lord Krishna Bank Ltd., Bharat Overseas Bank Ltd., Global Trust Bank, Vysya Bank,
etc. ' '

e Foreign Banks
These banks are registered and have their headquarters in a foreign country but operate
their branches in our country. Some of the foreign banks operating in our country are
Hong Kong and Shanghai Banking Corporation (HSBC), Citibank, American Express
Bank, Standard & Chartered Bank, Grindlay’s Bank, etc. The number of foreign banks
operating in our country has increased since the financial sector reforms of 1991.

C. Development Banks

Business often requires medium and long-term capital for purchase of machinery and
equipment, for using latest technology, or for expansion and modernization. Such financial
assistance is provided by Development Banks. They also undertake other development measures
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like subscribing to the shares and debentures issued by companies, in case of under subscription
of the issue by the public. Industrial Finance Corporation of India (IFCI) and State Financial
Corporations (SFCs) are examples of development banks in India.

D. Co-operative Banks

People who come together to jointly serve their common interest often form a co-operative
society under the Co-operative Societies Act. When a co-operative society engages itself in
banking business it is called a Co-operative Bank. The society has to obtain a licence from the
Reserve Bank of India before starting banking business. Any co-operative bank as a society is to
function under the overall supervision of the Registrar, Co-operative Societies of the State. As
regards banking business, the society must follow the guidelines set and issued by the Reserve
Bank of India.

Types of Co-operative Banks

e Primary Credit Societics
These are formed at the village or town level with borrower and non-borrower members
residing in one locality. The operations of each society are restricted to a small area so that
the members know each other and are able to watch over the activities of all members to
prevent frauds.

e Central Co-operative Banks
These banks operate at the district level having some of the primary credit societies
belonging to the same district as their members. These banks provide loans to their
members (i.e., primary credit societies) and function as a link between the primary credit
societies and state co-operative banks.

e State Co-operative Banks

These are the apex (highest level) co-operative banks in all the states of the country. They
mobilise funds and help in its proper channelisation among various sectors. The money
reaches the individual borrowers from the state co-operative banks through the central
co-operative banks and the primary credit societies.

E. Specialised Banks

There are some banks, which cater to the requirements and provide overall support for setting
up business in specific areas of activity, EXIM Bank, SIDBI and NABARD are examples of
such banks. They engage themselves in some specific area or activity and thus, -are called
specialised banks. '

e Export Import Bank of India (EXIM Bank)

If anyone wants to set up a business for exporting products abroad or importing products
from foreign countries for sale in our country, EXIM bank can provide the required
support and assistance. The bank grants loans to exporters and importers and also provides
mformation about the international market. It gives guidance about the opportunities for
export or import, the risks involved in it and the competition to be faced, etc. '
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e Small Industries Development Bank of India (SIDBI)
If anyone wants to establish a small-scale business unit or industry, loan on easy terms can
be available through SIDBI. It also finances modernisation of small-scale industrial units,
use of new technology and market activities. The aim and focus of SIDBI is to promote,
finance and develop small-scale industries.

e . National Bank for Agricultural and Rural Development (NABARD)

It is a central or apex institution for financing agricultural and rural sectors. If a person is
engaged in agriculture or other activities like handloom weaving, fishing, etc. NABARD
can provide credit, both short-term and long-term, through regional rural banks. It
provides financial assistance, especially, to co-operative credit, in the field of agriculture,
small-scale industries, cottage and village industries handicrafts and allied economic
activities in rural areas.

4.1.5 Functions of Bank

According to section 6 of the Banking Regulation Act, 1949, the primary functions of a bank
are: acceptance of deposits and lending of funds. For centuries, banks have borrowed and lent
money to business, trade, and people, charging interest on loans and paying interest on deposits.
These two functions are the core activities of banking. Besides these two functions, a commercial
bank performs a variety of other functions which can be categorized in two. broad categories
namely (a) Agency or Representative functions (b) General Utility functions.

A. Agency or Representative Functions

e Collection and Payment of Various Items: Banks carry out the standing instructions of
customers for making payments; including subscriptions, insurance premium, rent,
electricity and telephone bills, etc.

e Undertake govermment business like payment of pension, collection of direct tax {e.g.
income tax) and indirect tax like excise duty.

e Letter of Reference: Banks buy and sell foreign exchange and thus promote international
trade. This function is normally discharged by Foreign Exchange Banks.

e Purchase and Sale of Securities: Underwrite and deal in stock, funds, shares, debentures,
etc.

e Government’s Agent: Act as agents for any government or local authority or any other
person or persons; also carry on agency business of any description including the clearing
and forwarding of goods, giving of reccipts and discharges, and otherwise acting as an
attorney on behalf of customers, but excluding the business of a managing Agent or
Secretary and treasurer of a company.

e Purchase and Sale of Foreign Exchange: Banks buy and sell foreign exchange and thus
promote international trade. This function is normally discharged by Foreign Exchange
Banks.

e Trustee and Executor: Banks also act as trustees and executors of the property of their
customers on their advice.
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® Rermittance of Money: Banks also remit money from one place to the other through bank

drafts or mail or telegraphic transfers.

B. General Utility Functions

® Locker facility: Banks provide locker facilities to their customers. People can keep their
gold or silver jewellery or other important documents in these lockers. Their annual rent

1§ very normnal.

e Business Information and Statistics: Being familiar with the economic situation of the
country, the banks give advice to their customers on financial matters on the basis of
business information and seatistical data collected by them.

e Help in Transportation of Goods: Big businessmen or industrialists after consigning goods
to their retailers send the Railway Receipt to the bank. The retailers get this receipt from
the bank on payment of the value of the consignment to it. Having obtained the Railway .
Receipt from the bank they get delivery of the consignment from the Railway Goods
Office. In this way banks help in the transportation of goods from the production centers
to the consumption centers.

® Acting as a Referee: If desired by the customer, the bank can be a referee i.e. who could
be referred by the third parties for secking information regarding the financial position of

the customer.

® [ssuing Letters of Credit: Bankers in a way by issuing letters of credit certify the credit
worthiness of the customers. Letters of credit are very popular in foreign trade.

e Acting as Underwriter: Banks also underwrite the securities issued by the government and
corporate bodies for commission. The name of a bank as an underwriter encourages
investors to have faith in the security.

e Issuing of Traveller’s Cheques and Credit Cards: Banks have been rendering great service
by issuing traveller’s cheques, which enable a person to travel without fear of theft or loss
of money. Now, some banks have started credit card system, under which a credit card
holder is allowed to avail credit from the listed outlets without any additional cost or

effort. Thus a credit card holder need not carry or handle cash all the time.

® Issuing Gift Cheques: Certain banks issue gift cheques of various denominations e.g some
Indian banks issue gift cheques of the denomination of Rs. 101, 501, 1001 etc. These are
generally issued free of charge or a very nominal fee is charged.

® Dealing in Foreign Exchange: Major branches of commercial banks also transact business
ot foreign exchange. Commercial banks are the main authorized dealers of foreign
exchange in India.

® Merchant Banking Services: Commercial banks also render merchant banking services to i
the customers. They help in availing loans from non-banking financial institations.

4.1.6 Types of Bank Accounts

With the advancement in banking technology, many banks are offering tailor made products to
suit individual needs. While accounts may differ from bank to bank their purpose remain the
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same. Many banks have different products on the basis of customer's age, income and gender.

Here are a few different kind of bank accounts.

A. Savings Account

Basic Savings Bank Deposit Accounts (BSBDA)

This account will be considered as normal banking service.
For this account, maintenance of minimum balance is not required.
ATM card/ ATM cum Debit card, Rupay card will be given for the account holders.

There are going to be no limit on the number of deposits that can be made in a month
but, account holders will be allowed most of 4 withdrawals in a month, which includes
ATM withdrawals also.

The above facilities will be given without any charge. There will be no charge levied for
non-operation/ activation of in-operative basic saving bank deposit account.

For this account, overdraft facility will be provided up to Rs. 5000/-.

Basic Saving bank Deposit Accounts Small scheme (BSBDS)

o

These are accounts with relaxed KYC, with a minimum document requirement of self-
attested address proof & photograph.

Total credit should not exceed 1Lakh rupees in a year.
Maximum balance should not exceed Rs. 50,000/ at any time.
Cash withdrawals & transfers must not exceed Rs.10, 000/~ in a month.

Remittance from foreign account cannot be credited to this account without completing
normal KYC formalities.

This account can be opened only at Core Banking Solution linked branches of banks or
at such branches, where it is possible to manually monitor the fulfillments of the
conditions.

Regular Savings Bank Account

Any resident individual- single accounts, two or more individuals in joint accounts,
Associations, clubs etc., are eligible for this account.

Modest credit option available to the depositor.
Two free cheque books will be issued per vear.
Internet banking facility will be provided without any charge.

Balance enquiry, NEFT, Bill payment, Mobile recharge etc., are provided through mobile
phones.

Students can open this account with zero balance by providing the required documents.
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C. Current Accountr

o

Any resident individual- single accounts, two or more individuals in jomt accounts,
Associations, Limited companies, Religious Institutions, Educational Institutions,
Charitable Institutions, clubs etc., are eligible for this account.

Payments can be done unlimited number of times.

Funds can be remitted from any part of the country to the correépondjng accourt.
Overdraft facility will be available.

Internet banking facility is available.

Recurring Deposit Account (Cumuiative Deposit Scheme)

Any resident individual- single accounts, two or more individuals in jomt accounts,
Associations, clubs, Institutions/Agencies -specifically permitted by the RBI etc., are
eligible to open this account in single/joint names. '

Periodic/Monthly installments can be for any amount starting from as low as Rs.50/-
onwards.

Account can be opened for any period ranging from 6 months to 120 months, in multiple
of 1 month.

The amount selected for installment at the start of the scheme will be payable every month.
The number of installments once fixed, cannot be altered.
Approved rate of interest is compounded every quarter.

The amount after maturity will be paid to customers one month after the deposit of the
last installment.

Pass book will be given to the depositof.

TDS will be applicable on the interest, as per the latest changes in the Income Tax Act
on cumulative deposits also.

E. Fixed Deposit Account

Short Deposit Receipt

Banks accepts deposits from customers varying from 7 days to a maximum of 10 years.

The period of 7 days & above but not exceeding 179 days deposits is classified as ‘Short
Deposits’.

The minimum amount that can be deposited under this scheme is Rs. 5 lakh for a period
of 7-14 days.

Fixed Deposit Receipt

Any resident individual- single accouats, two or more individuals in joint accounts,
Associations, Minors, societies, clubs etc., are eligible for this account.

The minimum FDR_ in metro & Urban branches is Rs. 10,000/~ & in rural & semi urban
& for Senior citizens is Rs. 5000/~ .
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For the subsidy kept under the government sponsored schemes, Margin money, eamest

money & court attached/ordered deposits, minimum amount criteria will not be
applicable.

Depositors may ask for repayment of their deposits before maturity. Repayment of amount
before maturity is allowable.

Interest rate differs from bank to bank depending upon the tenure of the deposits & as
when the bank changes the rate.

Additional interest of 0.50% is offered for senior citizens on deposits placed for a year &
above.

F. Demat Account

e An individual, Non-Resident Indian, Foreign Instiputional Investor, Foreign National,

Corporate, Trusts, Clearing Houses, Financial Institution, Clearing Member, Mutual
Funds, Banks and Other Depository Account.

For opening this account, an individual has to fill a form, submit a photo of the applicant
along with a photocopy of Voter 11D/ Passport/ Aadhar card/ Driving License & Demat
account number will be provided to the applicant immediately after the completion of
processing of the application.

Facilities provided under this account are- Opening & maintaining of Demat accounts,
Dematerialization, Rematerialization, Purchases, sales, Pledging & Unpledging, safe
custody.

G. NRI Account

o NRO (Non-Resident Ordinary Rupees) Account
e NRE (Non-Resident External Rupees) Account

e FCINR (Foreign Currency Non-Resident) Account

Specifics NRO NRE FCNR
' NRIs / PIOs / OCls NRIs / PIOs / OCIs
Account Any Individual resident (Individuals / ent1It1e.s of - | (Individuals / entities of
. . . Bangladesh / Pakistan Bangladesh / Pakistan
Opening outside India i . : .
require prior approval of |require prior approval of
RBI RBI
Tn the names of two or | In the names of two or | In the names of two or
Joint more non-resident more non-resident more non-tresident
individuals. With a local |individuals. With a local |individuals. With a local
Account q . , . ; .
close relative on 'former |close relative on 'former |close relative on 'former
or survivor basis' | or survivor basis' Or survivor basis'
Money in . 7 . US dollar, pound
which Indian Rupees Indian Rupees sterling, Yen, Euro,
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account 1s

Australian dollar &

denominated Canadian dollar
Nomination |Allowable Allowable Allowable
Account Savings, Current, Fixed, |Savings, Current, Fixed, Term Deposit onl
Type Recurring deposit Recurring deposit ‘ P Y

Interest Rate

Banks are allowed to
determine interest rates
for Deposits

Banks are allowed to
determine interest rates
for Deposits

Banks are allowed to
determine interest rates
for Deposits

leed’ As applicable to resident |Min — 1 year Not less than 1 year and
deposits —
. accounts Max — 10 years not more than 5 years
period
TDS on Interest received
Income Tax [on NRO deposits to be |Not Taxable Not Taxable
deducted at 30.90%
R epatriability | Not Repatriable R epatriable Reepatriable
]I—“I;);;;S m Without any financial Without any financial

1)To account
holder

1) Permitted
2) Permitted

ceiling on the loan
amount subject to
standard margin

ceiling on the loan
amount subject to
standard margin

2)To third . i
. requirements requirements
parties
Loans in . . 1) Without any financial
Abroad Without any financial ceiling on the loan

1)To account
holder
2)To third

parties

1) Not Permitted
2) Not Permitted

ceiling on the loan
amount subject to
standard margin
requirements

amount subject to
standard margin
requirements

2) Not Permitted

Foreign
Currency
loans India
1)To
Account
holder
2)To third
parties

1) Not Permitted
2} Not Permitted

1) Not Permitted
2) Not Permitted

1) Permitted
2) Not Permitted

4.1.7 E-banking (Electronic Banking)

With advancement in information and comumunication technology, banking services are also
made available through computer. Now, in most of the branches you see computers being used
to record banking transactions. Information about the balance in your deposit account can be
known through computers. In most banks now a days human or manual teller counter is being
replaced by the Automated Teller Machine (ATM). Banking activity carried on through
computers and other electronic means of communication is called ‘electronic banking’ or ‘e-
banking’. |
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Automated Teller Machine
Banks have now installed their own Automated Teller Machine (ATM) throughout the
country at convenient locations. By using this, customers can deposit or withdraw money

from their own account any time.
Debit card

Banks are now providing Debit Cards to their customers having saving or current account
in the banks. The customers can use this card for purchasing goods and services at different
places in lieu of cash. The amount paid through debit card is automatically debited
(deducted) from the customers” account

Credit card

Credit cards are issued by the bank to persons who may or may not have an account in
the bank. Just like debit cards, credit cards are used to make payments for purchase, so
that the individual does not have to carry cash. Banks allow certain credit period to the
credit cardholder to make payment of the credit amount. Interest is charged if a cardholder
is not able to pay back the credit extended to him within a stipulated period. This interest
rate is generally quite high.

Net Banking

With the extensive use of computer and Internet, banks have now started transactions
over Internet. The customer having an account in the bank can log into the bank’s website

and access his bank account. He can make payments for bills, give instructions for money
transfers, fixed deposits and collection of bill, etc.

Phone Banking

In case of phone banking, a customer of the bank having an account can get information
of his account, make banking transactions like, fixed deposits, money transfers, demand
draft, collection and payment of bills, etc. by using telephone.

As more and more people are now using mobile phones, phone banking is possible
through mobile phones. In mobile phone a customer can receive and send messages (SMS)
from and to the bank in addition to all the functions possible through phone banking.

-4.1.8 Government Initiatives

e Under Pradhan Mantri Jan Dhan Yojana (PMJDY), the total number of accounts opened

since January 2015 increased 135 per cent to 295.2 million as of August 16, 2017.

Minister of Finance, Government of India, introduced 'The Banking Regulation
(Amendment) Bill,2017', which will replace the Banking Regulation (Amendment)
Ordinance, 2017, to allow the Reserve Bank of India (RBI) to guide banks for resolving
the problems of stressed assets.

Finance Minister has proposed various measures to quicken India's transition to a cashless
economy, including a ban on cash transactions over Rs 200,000 (US$ 3,100), tax
incentives for creation of a cashless infrastructure, promoting ‘greater usage of non-cash
modes of payments, and making Aadhaar-based payments more widespread.

The Government of India has announced demonetisation of high denomination bank
notes of Rs 1000 and Rs 500, with effect from November 08, 20116, in order to eliminate
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black money and the growing menace of fake Indian currency notes, thereby creating

opportunities for improvement in econontc growth.

The RBI has cut its key repo rate by 25 basis points to 6.25 per cent, in order to boost
growth as according to RBI, the inflation momentum has moderated because of a normal
Monsoon.

The government and the regulator have undertaken several measures to strengthen the Indian

banking sector.

Government of India has decided to amend Section 35 A of the Banking Regulation Act
that will allow the Reserve Bank of India (RBI) to direct banks for the recovery of non-
performing assets (NPAs) '

The Reserve Bank of India (RBI) has proactively instructed banks to increase their levels
of provision on the loans provided to the telecom sector as a prudent measure, which will
help to shore up provisions for future recognition of any non-performing assets arising out
of the sector.

The RBI has allowed banks in India to raise funds through issuance of rupee-denominated
bonds overseas, also called masala bonds, within the current limit of Rs 2,44.323 crore
(US$ 36.6 billion) set for foreign investment in corporate bonds.

The Ministry of Labour and Employment has successfully opened around 3,840,863 bank
accounts as on December 26, 2016, for workers especially in the unorganised sector, as
part of its campaign to promote and ensure cashless transfer of wages to workers.

The National Bank for Agriculture and Rural Development (NABARD) plans to provide
around 200,000 point-of-sale {PoS) machines in 100,000 villages and distribute RuPay
cards to over 34 million farmers across India, to enable farmers to undertake cashless
transactions.

The Government of India’s indigenous digital payments application, BHIM (Bharat
Interface for Money), has recorded 18 million downloads since its launch on December
30, 2016, according to Chief Executive Officer, NITI Aayog. _

The Ministry of Finance has lowered the threshold for making electronic payments to
suppliers, contractors or institutions from Rs 10,000 (US$ 150) to Rs 5,000 (US$ 75), in
order to attain the goal of complete digitisation of government payments.

4.2 Financial Services

India has a diversified financial sector undergoing rapid expansion, both in terms of strong

growth of existing financial services firms and new entities entering the market. The sector

comprises commercial banks, insurance companies, non-banking financial companies, co-

operatives, pension funds, mutual funds and other smaller financial entities. The banking

regulator has allowed new entities such as payments banks to be created recently thereby adding

to the types of entities operating in the sector. However, the financial sector in India is

predominantly a banking sector with commercial banks accounting for more than 64 per cent

of the total assets held by the financial system.
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The Taiwan Futures Exchange (TAIFEX) has launched the TAIFEX Nifty 50, a new
Taiwan dollar denominated futures contract that will track the National Stock Exchange's
(NSE) Nifty 50 index, thereby providing international investors with more efficient access
to the Indian capital market.

Warburg Pincus LLC, the US-based private equity firm, plans to invest around US§ 75
million in series C round of funding to buy a significant stake in Capital Float, an online
credit platform. '

Asset management company Rising Straits Capital plans to raise US$ 100 million to
capitalise its real estate-focused non-banking financial company (NBFC) named Rising
Straits Finance Co. Pvt. Ltd, which is expected to start lending from 2017 to regular
residential and office projects, and also to logistics, hospitality and healthcare sectors.

US-based private equity (PE) firm Advent International has acquired a minority stake of
40 per cent in ASK Group, a leading investment and wealth management company, in a
deal worth UUS$ 130 million.

Avendus Capital plans to start its structured finance business with a dedicated fund of size
Rs 500 crore (US$ 73 million), which will be primarily raised from domestic investors,
and will aim for investments in growth companies, mid-market companies and
opportunities to provide structured debt or private financing.

Baring Private Equity Asia (BPEA) is raising a new India-dedicated credit fund of Rs 500
crore (US$ 75 million) with an option of retaining extra money collected than initially
planned up to Rs 250 crore (US$ 37.5 million). BPEA also plans to raise a US§ 500
million new offshore credit fund.

Fino Paytech, a technology solution provider, plans to launch its payment bank operations
soon to provide basic banking services through 400 branches across 30 cities located in
Maharashtra, Madhva Pradesh, Uttar Pradesh and Bihar,

Payism Technologies India Pvt. Ltd, a cash and cashless transactions facilitator, plans to
raise approximately US$ 25 million in growth equity capital for expansion purpose.

True North, a private equity firm, plans to acquire a majority stake in Home First Finance
Co. India Pvt. Ltd (HFFC), a private housing finance company, for US$ 100 million,
which will be utilised for geographic expansion and customer acquisition in affordable

- housing segment.

Institute for Financial Management and Research {IFMR) Investment Managers Pvt. Lid
has launched two credit funds named IFMR. Flmpact Long Term Credit Fund and IFMR.
FImpact Medium Term Opportunities Fund, which focuses on investing in the financial
inclusion space by aiming to raise Rs 850 crore (US$ 127.50 million) through these funds.

2.3 Government Initiatives

In the Union Budget 2017-18, the Government of India has announced a few key reforms
like abolishment of Foreign Investment Promotion Board in 2017-18, Introduce bill for

curbing illicit deposit schemes, Establish a Computer Emergency Response Team for
financial sector (CER'T-Fin) and set aside Rs 10,000 crore (US$ 1.5 billion) towards
recapitalisation of banks.
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The subscriber base under the Atal Pension Yojana (APY) scheme reached 5.3 million.
Of the total subscribers, 97.5 per cent are contributing to the scheme every month, 0.8

per cent every quarter and 1.7 per cent every six months.

Union Minister of Finance, Government of India has launched the Opeération Clean
Money Portal, in an attempt to create a tax compliant society as well as a transparent tax
admuinistration.

The Government of India is likely to allow 100 per cent foreign direct investment (FDI)
in cash and ATM management companies, since they are not required to comply with
the Private Securities Agencies Regulations Act (PSARA).

Securities Exchange Board of India (SEBI) has permitted the security exchanges to launch
options contracts in the commuodity market, which would provide a new cost effective
hedging tool to the farmers and others market participants.

SEBI expects to reduce the minimum investment by accredited investors in alternative
investment funds (AIFs) to Rs 25 lakh (US$ 38,816.68) from Rs 1 crore (US$ 155,266.72)
currently, to boost investments.

SEBI plans to tighten the norms governing various market participants in order to
strengthen scrutiny, improve transparency and mitigate liquidity risks from algorithmic
trading.

SEBI has relaxed norms for registered foreign portfolio investors (FPIs) in India, allowing
them to operate through the International Financial Services Centre {IFSC) without
undergoing any additional documentation or prior approval process.

The Reserve Bank of India (RBI) has extended the access of its Unified Payment Interface
(UPI) platform to digital wallets like Paytm and Mobikwik, as a move towards India's
digitisation campaign.

The RBI has introduced trading in interest rate options (IR O), effective from January 31,
2017, which will provide another avenue to market participants to hedge and speculate
on interest rate risk.

SEBI plans to allow investors to make mutual funds transactions worth up to Rs 50,000
(UUS$ 750) a month through digital wallets, as part of its efforts to digitise the distribution
processes for all financial products. It also plans to allow immediate credit to customer’s
bank accounts on liquid mutual funds redemption to attract retail customers as well as
boost inflows.

Union Minister of Law & Justice and Information Technology, has launched a free
Doordarshan DTH channel called DigiShala, which will help people understand the use
of unified payments interface (UPT), USSD, aadhaar-enabled payments system, electronic
wallets, debit and credit cards, thereby promoting various modes of digital payments.
The Government of India has relaxed norms for small merchants with a tumover of up to
Rs 2 crore (US$ 300,000), allowing them to pay 6 per cent of deemed profit in tax instead
of 8 per cent of total turnover or gross receipts received through banking channels or
digital means for FY 2016-17, in a bid to encourage cashless transactions in the country.

The lending target has been fixed at Rs 244,000 crore (US$ 36.46 billion) for 2017-18.
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4.3 Insurance Sector

The insurance industry of India consists of 57 insurance companies of which 24 are in life
insurance business and 33 are non-life jnsurers. Among the life mnsurers, Life Insurance
Corporation (LIC) 18 the sole public sector company. Apart from that, among the non-life
insurers there are six public sector insurers. In addition to these, there is sole national re-insures,
namely, General Insurance Corporation of India (GIC Re). Other stakeholders in Indian
_Iriéui‘aﬁcé market include agents (individual and corporate), brokers, surveyors and third party
diministrators servicing health insurance claims. ' ' - '

_Oﬁt of 33 non-lifc insurance companies, five pﬁ{rdté sector insurers are registered to anderwrite
policies exclusively in health, personal accident and trav'e_l"ihéu}::aﬁc'e segments. They are Star
Health and Allied [nsuraiice Corﬁpaﬁy Ltd, Apollo ‘Munich Health Insurance Company Ltd,
Max Bﬁpa Health Insurance Company Ltd, Religare Health Insurance Compariy Ltd and Cigna
TTK Health Insurance ‘Company Ltd. There ate two more specialised insurers belonging to
public sector, namely, Export Credit Guarantee Corporation of India for Credit Insurance and -
Agriculture Insurance Company Ltd for crop insurance. SUEHE '

Though LIC continues to dominate the Insurance sector in India, the introduction of the new
private jnsurers will see a vibrasit'expansion and growth-of both life and non-=life sectors in 2017.
The detnands for new insurance policies with pocket-friendly preimiums are sky high. Since the
domestic economy canmnot grow drastically; the insurance sector in India is controlled for a
strong growtho 1 : '

With the increase in income and exponential growth of purchasing power as well as houschold
savings, the insurance sector in [ndia would introduce emerging trendslike product innovation, .
multi-distribution, better claims management and regulatory trends in the Indian market.

The government also strives hard‘to provide insurance to individuals in a below poverty line by

introdicing schemes like the " - 5 N
e Bradhat Mantrd Suraksha Bima Yojana (PMSBY), -
o Rashiriya Swasthya Bima Yojana (RSBY) and
» Pr;idhan'Manfri Jeevan Jyoti Bima Yojana (PMJJBY}.
Int_r_oductié_n_ of these 'sch_ém.es_ would. hélp the lower and lzow.er.—_r.niddlé_' income categoﬁes to
utilize the new_policies with lower premiums in India. '
W1th several reguléto'ry chang.es in the insurance séctor in Indi.a, the.future idoks pretty awesome

and promising for the life insurance industry. This would further lead to a change in the way
insurers take care of the business and engage proactively with its genuine buyers. '




Some demographic factors like the growing insurance awareness of the insurance, retirement

planning, growing middle class and young insurable crowd will substandally increase the growth
of the Insurance sector in India.

4.3.1 Market Size

Government's policy of insuring the uninsured has gradually pushed insurance penetration in
the country and proliferation of insurance schemes are expected to catapult this key ratio beyond
4 per cent mark by the end of this year, reveals the ASSOCHAM.

The number of lives covered under Health Insurance policies during 2015-16 was 36 crore
which 1s approximately 30 per cent of India's total population. The number has seen an increase
every subsequent year as 28.80 crore people had the policy in the previous fiscal.

During June 2016 to May 2017 period, the life insurance industry recorded a new premium
income of Rs 1.87 trillion (US$ 29.03 billion. The life insurance industry reported 9 per cent
increase in overall annual premium equivalent in April-INovember 2016. In the period, overall
annual premium equivalent (APE)- a measure to normalise policy premium into the equivalent
of regular annual premium - including individual and group business for private players was up
16 per cent to Rs 1,25,563 crore (US§ 18.76 billion) and Life Insurance Corporation up 4 per
cent to Rs 1,650,456 crore (US§ 22.48).

4.3.2 Investments

The following are some of the major investments and developments in the Indian insurance
sector.

® New India Assurance filed the prospectus for initial public offering (IPO) in which it will

sale a total stake of 14.56 per cent to raise around Rs 7000 crore ($1.07 Billion) and it

~plans to use the capital raised for supporting growth of its business and maintaining
solvency levels. )

e New York Life Insumnce Company, the largest lif¢ insurance company in the US, has
invested INR. 121 crore (US$ 18.15 million) in Max Ventures and Industries Ltd for a
22.52 per cent stake, which will be used by Max for investing in new focus areas of
education and real estate.

s New York Lif¢ Investments, the global asset managemenit division of New York Life,
along with other investors like Jacob Ballas, will own a significant minority ownership in
Centrum Capital by being one of the leading global investors in buylng the available 30
per cent stake worth US$ 50 million of Centrum Capital.

e Aviva Plc, the UK-based Insurance company, has acquired an additional 23 per cent stake

in Aviva Life Insurance Company India from the joint venture (JVY partner Dabur Invest
Corporation for Rs 940 crore (US$ 141.3 million), thereby increasing their stake to 49
per cent in the company.




4.3.3 Advantage India
Strong Demand _
® Growing interest in insurance among people; innovative products and distribution
channels aiding growth '
Increasing demand for insurance offshoring

Growing use of internet has started increasing demand

Attractive Opportunities
e Life insurance in low-income urban areas
o [Health insurance, pension segment

e Strong growth potential for microinsurance, espeaaliy frorn rur'll areas

Pohcy Support _
o Tax incentives .on insurance products : _ L
o Passmg of Insurance Bill gives IRDA ﬂembﬂlty to frame regulauons .
e Clarity on rules for insurance IPOs would infuse liquidity in the industry

e Repeated attempts to make the sector more lucrative for forelgn pammpants

Increasing Investments .

e As of March 2016, rising participation by private players led to increase in their market
‘share in the life insurance market, with the market share reaching 29.6% in FY16 from
2% in FY03

‘e Increase in FDI lir'm't'ﬁt"c')'49%.:&01.1.1"26%,' as proposed in '2012.',. will further fiiel investments
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4.3.4 Policy Measures

Tax Incentives

® Insurance products are covered under the exempt exempt, exempt (EEE) method of
taxation. This translates to. an eﬁ'ectlve tax beneﬁt of approximately 30% on select
investments (including life i msurance prenruums) every financial year

e In2015, Tax deduction under Health Insurance Scheme has been increased to US$ 409.43
from US$ 245.66 and for senor citizens tax deduction has been increased to US§ 491.32

Unpion Budget 2015-16

e The Insurance (Amendment) Bill 2015 is expected to empower IRDA to introduce
regulations for promoting sustainable growth, providing the flexibility to frame regulations
and increase the FDI limit to 49%.

® The government has also extended Rashtriyva Swasthya Bima Yoj;ana (RSBY) to cover
unorganised sector workers in hazardous mining and associated industries

® In 2015, under National Insurance Scheme PM Suraksha Bima Yojana has been
introduced. Under new scheme up to INR 2 Lakh life insurance cover will be provided
with a premium of INR. 12 per day ’

® As per Union Budget 2016-17, USD840.21 million has been allocated to “Prime Minister
Fasal Bima Yojna”

Life Insurance companies allowed to go public

® IRDA recently allowed life insurance companies that have completed 10 years of
operations to raise capital through Initial Public Offerings (IPOs)

e Companies will be able to raise capital if they have embedded value of twice the paid up
equity capital
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Approval of Increase in FDI limit and revival package
' Increase in FDI limit will help compames raise capital and fund their expansmn plans

® Revival package by government will help- compames get faster product clearances, tax
incentives and ease in investment norms. FDI limit for insurance company has been raised
from 26% to 49 percent, providing safeguard and ownership control to Indian owners

4.3.5 Opportunities

India’s Insurance market offers a host of opportumtles across business lines.

Low—zncome Urban and Pension Markets

o Increasmg life expectancy, favourable savings and greater employment in the private sector
will fuel demand for pension plans

' -Proposed new ‘pension bill by government will further prov1de new opportumnities to
1nsurers

- There is séope to introduce nex{f—'genera_tion pension prodncts such’' as Variable Annuity

and Inflation Indexed Annuity. Although the pace has declined, the nuimber of enrolments
in the Jan Suraksha scheme. has nsen to 132 million, The Jan Suraksha scheme mcludes a

L personal accidént cover, term insurance; and a pension plan.’ '

By 2030, India will have around 180 million people in the age bracket of 60+ years
~In 2015, three schemes related to insurance and pension, Pradhan Mantri Suraksha Bima :
Yojana, Pradhan Mantri Jeevan Jyoti Bima Yojana and Atal Pension Yojana were

launched. The number of policies in the Pradhan Mantri Suraksha Bima Yojana, a part of
the Jan Suraksha scheme, reached 98 million on November 24,2016,

~ As on October 2015, Indian Retirement systern. was ranked Last in the global pension
index which witnessed a fali in valte from 43.5 in 2014 to 40.3 in 2015 _

Strong potential in Crop Insurance
e Crop insurance market in India is the largest in the world, covering around 30 million

farmers




To provide crop insurance to farmers, Government has launched various schemes like
National Agriculture Insurance Scheme (INAIS), Modified National Agriculture
Insurance Scheme (MINAIS) and Weather-based Crop Insurance Scheme (WBCIS)

Total sum insured under crop insurance is US$ 836.6 million

Government of India plans to increase the coverage to 50 million during the 12% Five-

Year Plan

Micro-insurance: Tapping India’s Rural Wealth

The business environment in India’s micro-insurance sector supports healthy growth

Macro Level

IRDA drafted microinsurance guidelines in 2010, which contain numerous favourable

measures such as

o Lower threshold limits for agents’ commissions

o Rural areas must account for 7% of new life insurance pohc1es in the first year of firm’s
operation and rise to 20% over the next 10 years

Intermediate Level

In order to reduce microinsurance distribution costs, IRDA proposed microinsurance

schemes to supplement existing government insurance schemes

The number of regional rural banks and NGOs operating in the rural sector will aid

distribution of microinsurance products

Micro Level

The annual income growth rate in rural India is expected to increase to 3.6%over 2010—
30 from2.8%during 1990-2010

About 5 million people currently have microinsurance, while the entire market is
expected to be in the range of 140-300 million

Health Insurance Markets

Only 1.5-2% of total healthcare expenditure in India is currently covered by insurance
providers

From 13.3% of the total non-life insurance premium in FYO7, health insurance
contributed 27.43% in FY15

Total health insurance premiums increased from US$ 733.1 million in FY07 to US$
3,069.97 million in FY15, witnessing growth at a CAGR of 19.60%

In FY17 (Up to June 2016) gross direct premium income underwritten under health
insurance is USD1.17 billion

Absence of a government-funded health insurance makes the market attractive for private
players

IRDA recommended the government to reduce capital requirements for stand-alone
health insurance companies from US$ 21 million to US$ 10 million

Introduction of health insurance portability expected to boost the orderly growth of the
health insurance sector
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Increasing penetration of health insurance likely to be driven by government-sponsored
initiatives such as RSBY and ESIC

In FY15, population covered under health insurance through government sponsored
schemes reached 351 million

Government-sponsored programines expected to provide coverage to nearly 380 million
people by 2020

Private insurance coverage is estimated to grow by nearly 15%annually till 2020

Health insurance coverage to cross 630 million people by 2015

In July 2016, IRDA issued Health Insurance Regulations, 2016. These regulations replace

the Health Insurance Regulations, 2013. As per these new norms, companies will provide
better data disclosure, pilot products, coverage in younger years, etc.

As per the latest data, only 18 per cent of people in urban areas are covered under any
kind of health insurance scheme

Rashtriya Swasthya Bima Yojana (RSBY) 15 a centrally sponsored scheme to provide
health insurance to Below Poverty Line (BPL) families and 11 other defined categories of
unorganized workers, namely building and other construction workers, licensed railway
porters, street vendors, MGNREGA workers, etc.

Motor Insurance Markets

Strong growth in the automotive industry over the next decade will be a key driver of
motor insurance

Proposed IRDA draft envisages a 10-80%rise in premium rates for the erstwhile loss-
making third-party motor msurance

In FY16, number of commercial vehicles and passenger vehicles sold in the country were
recorded at 0.8 million and 3.4 million respectively, while the number of 2&3 wheelers
sold were 19.76 million

In FY15, Motor and Health sector constituted 67.70 percent of the non-life insurance
market

4.3.6 Government Initiatives

The Union Budget of 2017-18 has made the following provisions for the Insurance Sector:

e The Budget has made provisions for paying huge subsidies in the premiums of Pradhan

Mantri Fasal Bima Yojana (PMFBY) and the number of beneficiaries will increase to 50
per cent in the next two years from the present level of 20 per cent. As part of PMFBY,
Rs 9,000 crore (US$ 1.35 billion) has been allocated for crop insurance in 2017-18.

By providing tax relief to citizens earning up to Rs 5 lakh (US$ 7500), the government
will be able to increase the number of taxpayers. Life insurers will be able to sell them
insurance products, to further reduce their tax burden in future. As many of these people
were understating their incomes, they were not able to get adequate insurance cover.

Demand for insurance products may rise as people’s preference shifts from formal
investment products post demonetisation.
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¢ The Budget has attempted to hasten the implementation of the Digital India initiative. As

people in rural areas become more tech savvy, they will use digital channels of insurers to
| buy policies.

The Government of India has taken a number of initiatives to boost the insurance industry.
Some of them are as follows:

e Government of India launches Pradhan Mantri Vaya Vandana Yojana, a pension scheme
which will provide guaranteed 8 per cent annual return to all the senior citizen above 60
years of age for a policy tenure of 10 years.

e The Union Cabinet has approved the public listing of five Government-owned general
insurance companies and reducing the Government’s stake to 75 per cent from 100 per
cent, which is expected to bring higher levels of transparency and accountability, and
enable the companies to raise resources from the capital market to meet their fund

requirements.

e The Insurance Regulatory and Development Authority of India (IRDAI) plans to issue
redesigned initial public oftering (IPO) guidelines for insurance companies in India, which
are to looking to divest equity through the IPO route.

e IRDALI has allowed insurers to invest up to 10 per cent in additional tier 1 (AT1) bonds
that are issued by banks to augment their tier 1 capital, in order to expand the pool of .
eligible investors for the banks.

4.3.7 Advantages and uniqueness of India’s Life Insurance Sector

Life insurance products in India enjoy generous tax breaks. This could be one of the reasons
India recorded a higher penetration rate (2.7%). '

Life Insurance Taxability in India

Particulars India

Individuals can deduct premiums paid, subject to the overall maximum
limit of INR. 150,000 (per person/per year) under Section 80C of the
Deductibility |Income Tax Act. For a policy taken on or before 31 Mar, 2012, premium
is fully deductible up to 20% of the sum assured. For a policy taken after 31
Mar 2012, premium is fully deductible up to 10% of the sum assured.

Interest

il Not Taxable
Not taxable provided the policy’s premium meets the deductibility I
condition, else excluding the death benefit, all other receivables (maturity,

Proceeds : . . E

. surrender) will be taxable as per the individual tax slabs in respective years.
S also have to deduct a 2% if th id |
lifetime Insurers also have to deduct a 2% tax at source if the amount paid on a

policy, including bonus exceeds INR 100, 000 in a financial year, if the
policy’s premium did not meet the deductibility condition.

Proceeds on

desth Not Taxable
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4.4 Job Roles

Financial Analyst

Financial analysts advise individual bank clients and businesses on investments. For
example, they might advise clients on stocks and bonds they can invest in to grow their
pension plans or retirement portfolios. Although they generally work in offices, they may
be required to work long hours. According to the U.S. Department of Labor’s Bureau of
Labor Statistics, employers usually require financial analysts to have a bachelor’s degree in
subjects like accounting, finance, statistics or economuics.

Bank Teller

A high school diploma is required to get hired as a bank teller. Bank tellers are often
among the first people that customers see when they enter a bank. In addition to
processing customer transactions (e.g. loan payments, savings deposits), bank tellers answer
questions, including explaining bank products like loans and certificates of deposit to
customers. Strong customer service skills are needed to succeed as a bank teller.

Loan Officer

Employers generally require loan officers who work with individual customers to have a
high school diploma. Loan officers who work with businesses or commercial clients must
generally have a bachelor’s degree, according to the statistics bureau. Depending on their
employer, loan officers may receive on-the-job training after they are hired. They
complete functions like meeting with customers to review their financial history and fill
out and process loan applications.

Financial Manager :

Financial managers must have at least a bachelor’s degree and must generally have five or

more years of experience working in other financial services roles (e.g. accountant, loan

officer). Types of work they perform for a bank include developing and reviewing

financial reports and budgets and managing and auditing an organization’s profits and
losses. They may also supervise accountants and financial analysts.

Financial Analyst

As a financial analyst, you help businesses or individuals make investment decisions.

Typically you need at least a bachelor's degree, but a master's degree if preferred.

Personal financial advisors

Personal financial advisors help individuals manage their money to meet their short and

long-term goals. From planning for retirement to figuring out how to pay for college,

advisors identify different options and help individuals make the most of their money,

such as through special tax exemptions or incentives.

Accountants

One of the most well-known financial positions, accountants analyze, plan and evaluate
business expenses and income. Many have a bachelor's degree only, but a master's is useful
too.

Auditors

Auditors review accounting records on behalf of clients, looking for discrepancies or losses.
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Loan Officers
Loan officers help people identify and apply for loans, from mortgages to personal loans.

They evaluate the candidates' job history, income and overall credit worthiness. Loan
officers typically have a background and education in finance or €COoNOomIcs,.

Collectors

While collectors tend to get a bad reputation, they play a pivotal role for companies. They
manage accounts and keep track of bills and attempt to collect on past due invoices. Many
collector positions require just a high school diploma, but a bachelor's degree is welcome.

Bank Tellers

As a bank teller, you cash checks, accept deposits and process account withdrawals. Most
bank tellers have a high school diploma or a college degree in finance or economics.

Treasurers
Treasurers manage an organization's finances, objectives and goals. They maintain the

organization's budget and oversee investment strategies and major expenditures. Most
treasurer position require advanced degrees, such as a master's or PhD.

Buyers

Buyers are procurers for companies, purchasing inventory or goods and negotiating the
best rates.

Budget Analysts

Budget analysts evaluate company budgets, identifying areas of surplus or loss. They help
the company create a new comprehensive budget that will guide company efforts going
forward.

Forecasters

Company or financial forecasters use algorithms and programs to project product or
company performance in the future based on certain factors, such as company competition
or layofs. .
Actuaries

Insurance business is all about probabilities and assumptions on occurrence of peril insured
against and adequacy of premium to cover losses. Actuaries are involved in the
development of insurance products and their pricing. They also help in monitoring
solvency and valuation of the Habilities.

Chartered Accountants and Finance Professionals

Insurance accounts and valuation of assets and liabilities to assess solvency on an ongoing
basis underline the need for Chartered Accountants and other financial professionals in
insurance companies. Maintenance of mandatory level of investments and spreading them
as per policy requirements so as to ensure safety, liquidity and profitability is a challenge
in insurance business making it an attractive profession for finance professionals.

Risk Managers

Insurance is covering the financial risk of individuals and businesses. The risk managers
are usually engineers who have in-depth knowledge of perception of magnitude of risk,
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safety, hazards and loss minimisation in case of occurrence of an event resulting in a claim.
This is a highly specialised field.
Legal Professionals

[nsurance, being a contract between insured and insurer, interpretation of clauses, terms
and conditions of coverage assumes a lot of significance in claim handling. Rejected or
fraudulent claims often lead to litigation. Certificate of Compliance with regulatory
requirements by a legal officer is essential before any new product is filed for regulatory
approval. Thus, insurance industry has a large requirement of legal experts for the drafting
and interpretation of policy conditions, dispute tesolution and handling litigation
emanating out of business especially claims.

Capital market professionals like bond traders, financial risk managers, traders, research
professionals and business analysts play a key role in investment of policyholder funds so
that they meet the requirements of safety, liquidity and return on investments to protect
policy holders’ funds and increase profitability within the regulatory framework.

Human Resource Experts

The insurance companies have to be professionally run and the work force should be
adequately trained, posted appropriately and kept motivated for continued performance.
The large contingent of agents who are associated with insurers also pose a challenge from
the HR_ front to ensure their training and to keep them motivated so as to prevent
attrition. These requirements on an ongoing basis make the role of HR professionals
important in insurance industry.

Marketing and Advertising Specialists

Insurance is described generally as a product which is sold rather than purchased. This is
largely because insurance is aimed at protection from risk and not necessarily for returns
as in the case of saving or investment products. Marketing of insurance products, therefore,
assumes great importance for greater expansion of insurance business. The increasing use
of social media, internet and electronic media has brought in a quantum change in
approaches to marketing which was largely through print media. Integrating the various
marketing media for a successful marketing campaign requires advertising and marketing
skills making insurance an attractive field for marketing and advertisement specialists.

Compliance Officials and Company Secretaries ;

Familiarity with the laws and regulations of the country and rules/guidelines prevailing
specific to each kind of business which is insured makes insurance an attractive field for
industry specific compliance experts.

I T Professionals

Most of the operations of insurance companies are performed using computers and across

networks, which are essential and integral to any forward looking and customer oriented
business organization. Therefore, there is a continuing need for IT professionals even in

insurance sector to have seamless flow of information through various operational systems
in delivering efficient service to the customers.
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e Underwriters
Underwriters examine the proposal for insurance and assess the risk sought to be covered
to decide whether to provide insurance or not and if so, the rate of providing insurance
as per the underwriting policy of the company.
Medical Professionals

Of late, health insurance is emerging as the most important segment in insurance sector.

Doctor plays a key role in medical underwriting of the proposal before accepting the

proposal. Further, doctor plays a key role in verification of claim payments against the life
and health insurance coverage. In health insurance, the most important intermediary is
"TPA" or Third Party Administrator who is engaged by the insurer for a fee or
remuneration to act as a service provider to the insured on behalf of insurance company.
According to IRDAI (TPA) Regulations, 2001, at least one of the directors of the TPA
shall be a qualified medical doctor registered with the Medical Council of India. Medical
professionals have good opportunities in insurance as well.

There are Cost Containment Specialists as well as Loss Control Specialists who help

the insurers by suggesting measures for loss prevention, minimisation of the costs and risk
management.




L)n‘\t "\/

R

CHAPTER 5: ITES SECTOR

5.1 Introduction

Indian IT-ITeS industry has built its reputation in the global arena based on several
differentiators-chief among them being manpower. Over the years, organizations across the
world have come to recognize the value that India’s vast and readily available pool of IT
professionals brings to every engagement. Global organizations have found it extremely cost-
effective to leverage this significant resource and gain bottom-line benefits by harnessing its
power and in addition to the harness the quality and innovation benefits, by working with the
top of the line.

Going forward, however, the scenario is expected to be very different. Instead of just cost
arbitrage the world will look to India for highly priced and specialized talent. Ageing western
economies are already facing severe skills shortage, and will, in the years ahead, require people
with advanced technology skills and domain knowledge. In the near future it would also be an
added requirement to nurture mobility between occupations and across labour markets.

If India is to emerge as the skills factory of the world (at all levels of the value chain), the hub
that manpower starved nations look to in future, a huge effort will have to be made now, to
build for the years ahead.

India itself will need people. With the global markets veering towards recovery, IT-I1TeS
organizations in India are back into hiring mode. In fact, by 2020, the sector is expected to
create direct employment of 10 million and indirect employment of about 40 million, touching
diverse sections of society.

The global sourcing market in India continues to grow at a higher pace compared to the IT-
BPM industry. The global IT & ITeS market (excluding hardware) reached US$ 1.2 trillion in
2016-17, while the global sourcing market increased by 1.7 times to reach US$ 173-178 billion.
India remained the world’s top sourcing destination in 2016-17 with a share of 55 per cent.
Indian IT & ITeS companies have set up over 1,000 global delivery centres in over 200 cities
around the world.

More importantly, the industry has led the economic transformation of the country and altered
the perception of India in the global economy. India's cost competitiveness in providing IT
services, which is approximately 3-4 times cheaper than the US, continues to be the mainstay
of its Unique Selling Proposition (USP) in the global sourcing market. However, India is also
gaining prominence in terms of intellectual capital with several global IT firms setting up their

innovation centres in India.




The IT industry has also created significant demand in the Indian education sector, especially
for engineering and computer science. The Indian IT and ITeS industry is divided into four
major segments - [T services, Business Process Management (BPM), software products and

engineering services, and hardware.
5.2 IT Services Sector

The IT Services segment is the largest contributor to the IT industry, accounting for more than
half of industry revenues. IT services involve a full range of engagement types that include
consulting, system integration, IT outsourcing, and managed services.

Following are the core activities of IT services sector:
e [T Consulting
e Systems Integration
e Custom Application Development (CAD)
e Software Deployment and Support
e Infrastructure Management Consulting and Integration
e Infrastructure Management Operations
¢ Software Testing
e [T Education and Training
e Services Onented Architecture (SOA)
® Application Management
e Information System Outsourcing
® Hardware deployment and support

e Web Services
5.3 BPO Services Sector

BPO includes processes that may be IT-enabled, do not necessitate on-shore presence and are
hence, offshore-able. Customer interaction, and Finance and Accounting services account for a
significant portion of BPO revenues. Most leading IT companies have BPO
divisions/subsidiaries. The growing area in this segment is what is called as Knowledge Process
Outsourcing (KPO).

Following are the core activities of BPO sector:
e Customer Interaction & Support (CIS)
e Customer Care
® Finance & Accounting (F&A)
e Research and Analytics
e Human Resource Management (HR M)
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e Procurement Services / Supply Chain Management

e Knowledge Services (KPO / Knowledge Process Qutsourcing)
® Legal Services (LPO / Legal Process Outsourcing)

5.4 Market Size

The internet industry in India is likely to double to reach US$ 250 billion by 2020, growing to
7.5 per cent of gross domestic product (GDP). The number of internet users in India is expected
to reach 730 million by 2020, supported by fast adoption of digital technology, according to a
report by National Association of Software and Services Companies (INASSCOM).

Indian IT exports are projected to grow at 7-8 per cent in 2017-18, in addition to adding
130,000-150,000 new jobs during the same period.

Digital commerce market in India is set to grow at 30.4 per cent year-on-year to Rs 220,330
crore (US$ 34.11 billion) by December 2017, according to a report by Internet and Mobile
Association of India and IMRB Kantar.

Indian technology companies expect India's digital economy to have the potential to reach US$
4 trillion by 2022, as against the Government of India's estimate of US§ 1 trillion.

Digital payments in India rose 55 per cent in volume and 24.2 per cent in value year-on-year
in FY 2016-17, stated by Principal Advisor, Niti Aayog.

Employees from 12 Indian start-ups, such as Flipkart, Snapdeal, Makemytrip, Naukri, Ola, and
others, have gone on to form 700 start-ups on their own, thus expanding the Indian start-up
ecosystem. India ranks third among global start-up ecosystems with more than 4,200 start-ups.

Total spending on IT by banking and security firms in India is expected to grow 8.6 per cent
year-on-year to US§ 7.8 billion by 2017.

The public cloud services market in India is slated to grow 35.9 per cent to reach US$ 1.3 billion
according to IT consultancy, Gartner. Increased penetration of internet (including in rural areas)
and rapid emergence of e-commerce are the main drivers for continued growth of data centre
co-location and hosting market in India. The Indian Healthcare Information Technology (IT)
market is valued at US$ 1 billion currently and is expected to grow 1.5 times by 2020. India's
business to business (B2B) e-commerce market is expected to reach US$ 700 billion by 2020
whereas the business to consumer (B2C) e-commerce market is expected to reach US$ 102
billion by 2020.

Cross-border online shopping by Indians is expected to increase 85 per cent in 2017, and total
online spending is projected to rise 31 per cent to Rs 8.75 lakh crore (US§ 128 billion) by 2018.
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Apple’s supplier and assembler, Taiwan-based Winstron, will set up an iPhone assembly
facility in Peenya, Bengaluru’s industrial hub, thus making India the third country across
the world to have an assembly unit for Apple’s iPhone.

Paytm’s online marketplace unit raised US$ 200 million in a funding round led by a US$
177 million investment to be made by Alibaba Group Holding Ltd, and balance by SAIE
Partners.

Intel Corporation plans to invest in Digital India related solutions such as India stack,
Unique Identfication (UID), e-government 2.0 and other government initiatives, and
scale up operations of its data centre group (DCG), as per Mr Prakash Mallya, Director
DCG, Asia for Intel Corporation.

5.6 Skill requirements in the IT and ITeS Industry

The Indian IT and ITES industry currently employs about 2.2 million persons in comparison
to 0.8 million in 2004. In the context of growth forecasted for the industry, availability of skilled
human resource supported by appropriate skill building initiatives will be the key to this growth.

Major trends impacting skill requirements for the I'T Industry:

Continuous demand for skilled workforce

Demand for skilled workforce in I'T consulting

Demand for skilled workforce in specific industries like BESI, Healthcare, and Education
[nability to Innovate in skill development

Increased share of other business verticals

Increased opportunities in the Indian market from other markets like Europe

Evolution of newer pricing models -

Evolution of new technologies like Cloud Computing;

5.7 Major trends impacting skill requirements

Increasing share of business from KPOs
High-end research and analytics, online market research, and legal advisory
Increasing demand of end-to-end service offerings in the domestic market

Increasing confidence of clients on Indian outsourcing vendors

This unprecedented growth in the IT-ITES sector can be much more with markets opening up
further and supported by large investments in innovation, skill building, IP creation, and

development of IT infrastructure in tier-2 and tier-3 cities. At the same time, risks such as

protectionism, security, poor infrastructure, and lack of skill development can dampen the

growth. For this growth to materialize, India needs to develop its talent pool and serve as a hub

for end-to-end services, and innovation in business models and technology offerings.
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Based on the trends witnessed in productivity and the likely growth potential of the I'T and
ITES industry, it is expected that the industry would employ about 7.5 million2 persons directly
by 2022. A large portion of this employment is expected to occur in the ITES (BPO/KPO)
exports sector, followed by I'T exports and then in the domestic market. The incremental human

resource requirement in the I'T and ITES sector 1s expected to be about 5.3 million persons till
2022.

5.8 Business Process Outsourcing (BPO)

Business Process Qutsourcing (BPQ) is the delegation of an intensive business process to an
outside service provider who owns administers and manages it according to a defined set of
metrics. Business-process outsourcing is generally for back-end administrative functions that are
necessary to run a business but are not a part of the core business.

In business process outsourcing (BPO), a client’s business process is performed by a vendor.
Certain business processes of the client are transferred over to the vendor, and the vendor’s
office then becomes the “back office” for the client’s outsourced business processes. The vendors
are given the responsibility to manage the client’s business processes, such as call centers,
emergency hotlines, claims management, helpdesks, data management, document processing
and storage, financial services (banks and insurance), payroll, auditing, accounting, travel
management systems, various logistics and information systems services. Hence, a BPO vendor
needs to have the capability to provide consistent levels of customer service spanning across a
range of services and businesses.

Though BPO has inherent risks, it also provides many benefits to the client. Apart from focusing
on short-term cost savings and operational efficiencies, it is important that BPO be performed
with a strategic mindset, whereby decisions are based on wider business context and help in
gaining competitive advantages in the tough external environment.

In India, Business Process Outsourcing (BPO) is the fastest growing segment of the ITES
(Information Technology Enabled Services) industry. Factors such as economy of scale, business
risk mitigation, cost advantage, utlization improvement and superior competency have all lead
to the growth of the Indian BPO industry. Business process outsourcing in India, which started
around the mid-90s, has now grown by leaps and bounds.

India is now the world's favored market for BPO companies, among other competitors, such as,
Australia, China, Philippines and Ireland. The BPO boom in India is credited to cheap labor
costs and India’s huge talent pool of skilled, English-speaking professionals. Research by the
National Association of Software Services and Companies (NASSCOM) has revealed that
quality orientation among leading BPO companies, 24/7 services, India's unique geographic
location and the investor friendly tax structure in India have all made the BPO industry in India
very popular.
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5.8.1 Advantages of BPO

BPO can lead to considerable cost advantages:

The client does not have to invest in the infrastructure or the technology required to
execute the business processes and hence saves on capital expenditure.

The vendor’s economies of scale and economies of scope help in reducing the costs of
running the business processes.

The very process of bidding for and negotiating the outsourcing contract makes the
respective vendors give estimates on the costs involved in executing the business processes,
which in turn makes the costs more predictable for the client.

BPO allows organizations to focus its core business, and outsource the noncore business
that take up a considerable amount of management time and resources.

BPO makes a client’s transition to newer business processes easier, wherein the legacy or

current business processes are outsourced to a vendor during the transition period.

BPO gives more flexibility in managing labor:

o Any upsurge or downswing in the volume of business process work would entail
variations in the required manpower. The client does not need to worry about this
because the recruitment and staffing for outsourced business processes would be the
vendor’s responsibility. A vendor organization can more easily manage variations in
manpower needs since it would be executing a huge number of business processes (for
various clients) that involve a large number of vendor employees working on similar
tasks. The vendor can easily balance out variations in staffing needs across its various
BPO projects.

o BPO frees up a client’s in-house resources (infrastructure, manpower, etc.) from
noncore activities, and they can instead be utilized in the development of core
competencies and processes that could give the client a competitive edge in the market.

© BPO gives the client access to the process and technical expertise of the vendor

personnel, which can have a positive impact on the way the client’s business processes
are executed.

To stay competitive, most vendors strive to adopt the best business process maturity
models that can guatantee better quality and service. Hence, clients can benefit from the
quality provided by the best-in-class vendors.

5.8.2 Disadvantages of BPO

It is important to dwell upon the possible disadvantages of BPO services before outsourcing any
work. Here is a list of some of the shortcomings BPO companies.

‘e

Although outsourcing is considered cost-effective, there are some hidden costs. So before
signing an assignment make sure to have detailed contract paperwork.
A single BPO company may associate with multiple organizations at a time. Consequently,

providers cannot concentrate comprehensively on assigned tasks. This will lead to slow
turnaround times, poor quality and sluggish issue settlement.
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CHAPTER 6: HOSPITALITY SECTOR

6.1 Introduction

The hospitality industry is a broad category of fields within service industry that includes lodging,
event planning, theme parks, transportation, cruise line, and additional fields within the tourism
industry.

The hospitality industry is 2 multibillion-dollar industry that depends on the availability of leisure
time and disposable income. A liospitality unit such as a restaurant, hotel, or an amusement park
consists of multiple groups such as facility maintenance and direct operations (servers,
housekeepers, porters, kitchen workers, bartenders, management, marketing, and human
resources etc.).

Usage rate, or its inverse "vacancy rate", is an important variable for the hospitality industry. Just
as a factory owner would wish a productive asset to be in use as much as possible (as opposed
to having to pay fixed costs while the factory is not producing), so do restaurants, hotels, and
theme parks seek to maximize the number of customers they "process" in all sectors. This led
to formation of services with the aim to increase usage rate provided by hotel consolidators.
Information about required or offered products are brokered on business networks used by
vendors as well as purchasers.

In looking at various industries, "barriers to entry" by newcomers and competitive advantages
between current players are very important. Among other things, hospitality industry players
find advantage in old classics (location), initial and ongoing investment support (reflected in the
material upkeep of facilities and the luxuries located therein), and particular themes adopted by
the marketing arm of the organization in question (for example at theme restaurants). Also very
important are the characteristics of the personnel working in direct contact with the customers.
The authenticity, professionalism, and actual concern for the happiness and well-being of the
customers that is communicated by successful organizations is a clear competitive advantage.

6.2 Tourism

6.2.1 Indian Market

The Indian tourism and hospitality industry has emerged as one of the key drivers of growth
among the services sector in India. Tourism in India has significant potental considering the
rich cultural and historical heritage, variety in ecology, terrains and places of natural beauty
spread across the country. Tourism is also a potendially large employment generator besides
being a significant source of foreign exchange for the country.
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Figure. Indian Market: GDP from Tourism & Hospitality
6.2.2 Market Size

India’s rising middle class and increasing disposable incomes has continued to support the growth
of domestic and outbound tourism.

Domestic Tourist Visits (DTVs) to the States/Union Territories (UTs) grew by 15.5 per cent
y-0-y to 1.65 billion (provisional) during 2016 with the top 10 States/UTs contributing about
84.2 per cent to the total number of DTVs, as per Ministry of Tourism.

Foreign tounst arrivals (FTAs) in India increased 18 per cent Jear onyrar to reach 723,000 in
September 2017. FTAs on e-Tourist Visa in India increased 71 per cent year-on-year to 118,000
in September 2017.

India’s Foreign Exchange Earnings (FEEs) increased 16.1 per cent year-on-year to US$ 2.176
billion in August 2017.

India is expected to move up five spots to be ranked among the top five business travel market
globally by 2030, as business travel spending in the country is expected to treble until 2030 from
US$ 30 billion in 2015.

] International hotel chains will likely increase their expansion and investment plans in India, and
I are expected to account for 50 per cent share in the Indian hospitality industry by 2022, from
|

the current 44 per cent.

6.2.3 Investments

The tourism and hospitality sector is among the top 10 sectors in India to attract the highest
Foreign Direct Investment (FDI). During the period April 2000-June 2017, the hotel and
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Medical Tourism

Medical Tourism is an upcoming kind of tourism in India. Due to low cost and efficient

medication facilities more number of people all over the world considers India to be a better
option for medication purpose. The later part of the paper studies Medical Tourism.

Ayurveda and Yoga Tourism

Ayurveda may be regarded as the “Science of Life” which was developed long ago in 600 BC.
India has witnessed an overall growth in tourist arrivals due to the upcoming; Ayurveda
Tourism. The state of Kerala in South India is the popular destination of Ayurveda Tourism.
The main focus of Indian Yoga is nothing but simple ‘yogasanas’ and meditation which
rejuvenates one’s mind, body and soul. There are many Ashrams in India encouraging Yoga
Tourism. The mountain ranges of the Himalayas, Rishikesh, Kedarnath, Gangotri of northern
India are some of the places where one can get eternal peace and satisfy their spiritual quest and
age the prefect destinations for Yoga Tourism.

Adventure Tourism

Due to its geographical diversity India is one of the finest places for Adventure Tourism.
Mountaineering, skiing, trekking in the ranges of Himalayas, Camel safaris in Rajasthan, River
rafting in the Ganges near Rishikesh, Rock climbing, Wind rafting and much more of an
adventure for every adventure lover is bestowed by India upon its Tourists.

Sports Tourism

Sports tourism refers to international travel either for viewing or participating in a sporting
event. Examples include international sporting events such as the Olympics, world cup (soccer,
rugby, and cricket), tennis, golf and Formula 1 Grand Prix.

Wildlife Tourism
Wildlife tourism is the observation of wild (non-domestic) animals in their natural environment
or in captivity. It includes activities such as photography, viewing and feeding of animals. This
form of tourism offer tourists customized tour packages and safaris and is closely associated with
eco-tourism and sustainable-tourism. Other minor forms of tourism include Slum tourism,
Luxury tourism, Agritourism, Geo-tourism, culinary tourism and many more. Tourism is also
a profitable industry for the following sectors: accommodation venues, tour guides, recreation,
attractions, events and conferences, food and beverage, transportation and the travel trade.

6.2.6 Opportunities

Whether you want to further your existing career or switch to another, the hospitality industry
offers a wide range of exciting job opportunities. Although many people immediately think
about hotel work when they hear the word “hospitality,” individuals seeking management
positions in the field can choose among a number of viable employment sectors including travel
and tourism, casino management, and various food and beverage industries. Although it is
valuable to amass some practical, entry-level experience in your chosen area of interest, if you




truly want to advance in your career, most authoritative sources recommend obtaining an
appropriate college degree in the academic discipline of hospitality administration.

The hospitality industry can give an opportunity to operate a tour company, plan events at a
resort, or board a cruise ship as a recreation director. However, in order to succeed in any of
these dynamic fields, the importance of college-level hospitality administration training cannot
be underestimated.

For those with the proper education and drive, the opportunities in the hospitality industry are
nearly limitless. The World Travel and Tourism Council recently released a report that
compared economic growth in the hospitality industry to growth in other market sectors. The
organization ultimately determined that hospitality and tourism has one of the highest potentials
for expansion of any industry.

The exceptional economic growth of the hospitality industry fuels an exceedingly quick rate of
career evolution. This acceleration can take the form of rapid promotion opportunities or
vertical career moves into more complex and prestigious work environments. Because of the
dynamic and fast-paced mnature of the industry, many hospitality organizations offer
administrative positions to employees at comparatively young ages.

At the management level, workers in the hospitality industry receive all of the traditional
benefits, such as competitive healthcare packages and retirement plans that people have come to
expect from a senior professional position. However, the hospitality industry, by its very nature,
typically offers a range of unique and exciting fringe benefits. Depending on your specific area
of professional interest, you may be eligible for free or discounted housing, hotel rooms, airfare
and ground transportation, meals, laundry services, and other valuable amenities.

6.2.7 Benefits of career

To capitalize on all that this industry has to offer, you must first educate yourself about the
intricacies of hospitality administration and familiarize yourself with the diverse opportunities
that are available in a wide variety of hospitality fields. In addition to general hotel and restaurant

management, you may want to consider looking into employment options in the following,
often overlooked, areas: -

e Airline and railway travel
e Conferences and conventions centres
e Travel agencies
Tourist offices and ministries of tourism
Tour operators
Spas and wellness centres
Cruise companies

Event management
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by Ficci and KPMG. The industry, however, has to make greater strides to match the global
level. '

The global theme park market, buzzing majorly on theme parks in the US, Japan, China, Hong
Kong and Korea, and various others coming up in Dubai and Abu Dhabi, 1s currently valued at
Rs 2.7 lakh crore.

The amusement and theme park industry in India is about two decades old and it is relatively
new when compared to its origin in USA & Europe. This industry found its roots in India
during mid and late 1980s when a few innovative entrepreneurs took challenge of pioneering
few amusement parks in Delhi, Kolkata, Mumbai and Chennai. The growth in this industry
started only in the last decade and that happened possibly during the advent of globalization
when economic potential of the social capital began to be perceived.

6.3.1 Facts on Indian Amusement Park Industry

e The amusement industry in India is at a growing stage currently with more and more
developments happening in this industry all across the country.

The size of the Indian Amusement Park business is estimated to be around Rs 4000 crores
and is estimated to grow by 10% per cent per annum in next couple of years.

The amusement and theme park industry is deemed to be worth Rs. 10000 crores in India
by 2020.

Currently for a population of 1.15 billion in the country, there are only 120 amusement
parks and 45 Family Entertainment Centers. This indicates that the growth potential of
Indian amusement and theme park industry is substantial.

Global leaders in entertainment parks and attractions like Universal Studios, Disney, Sony
and Ripley Entertainment are mulling over investments of billions of dollars in India
considering the vast potential in this region. Private equity funds are also aggressively
dedicating resources towards this sector.

The Indian small and big players in the Amusement Industry are looking at the
tremendous growth potential of this industry in the next 5 years.

Growth of India's retail sector had been the main driving force for the amusement industry
in India.

Globally, domestic and international tourists comprise more than 50% of the total footfall
at popular amusement parks.

Transport corridors like expressways and the Metro line are bringing an increasing number
of people closer to entertainment hubs.

The high growth potential of the industry in highly populated India will boost tourism,
social infrastructural development as well as employment generation. The success and
growth potential of this industry is resulting into the advent of new manufacturers of
amusement parks' rides in India.




a vaned range of entertamment opt;ons :
rangmg &om theme parks to spmc chxllmg roIIer coaster 3D theatre to glant wheel ina cluster_‘ :

e'place " 'nd'a e key source: of ¢ tounst attractlon (domesnc and forelgn) and revenue_ :
generatmn for thé; State 3 The demand for entertamment optlons such as amusement parks, I» ;
fnax _';shoppmg maIIs are rapldly mcreasmg across the Country,
segmients are n'smg base of mlddle class" mcreasmg dlsposable income, ch' gmg 11festy]e cultural-'
“shift’ and;mcreasnng einph' : ) SRR

. ! | _ _ . on an average and currently it is
: estunatecl at 527 rillion _'Out.- of thls the' amusement park mdustry genérated only 15 m.tlllon_-_'
: footﬂﬂl durmg last Year" Giobally ‘domestic it A 3

. ng: tnem S tC : 1n§estments:" foﬂowmg thc
o" 'tep f Iarge gibbal park' Curren.tly fc-r £ populamon of 1.1 ’oﬂhon in‘the conr e '

mdustry
tl]l datc iy more: than INR 40 bﬂhon (cxcludmg mvestment on land) The _estlmated_f._ '

. maruficturers ~can produce mternatlonal' standard’ Guality products': at: a_i_-'_
: "compentwe pnce for both the domestlc anci the global market Both these areds have good' =
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6.4 Hotel Industry

Over the last decade business opportunities in india had intensified and elevated room rates
occupancy levels in India. Even budget hotels are charging USD 250 per day. “Hotel Industry
in India’ success story is only second to China in Asia Pacific. The World Travel and Tourism
Council, says that India ranks 18th in business travel and will be among the top 5 very soon.
India’s big success stories include the new model for development and growth; a model that is
uniquely made.

Indian Hotel industry’s room rate are most likely to rise 2% annually and occupancy to rise by
80%, over the next two years. ‘Hotel industry in india is gaining its competitiveness as a ‘cost
effective destination. The ‘Hotel Industry” is likely to add about 60,000 quality rooms, currently
in different stages of planning and development which would be ready by 2012.

MNC Hotel Industry giants are initiating for Joint Ventures to earn their share of pie in the
race. The Indian Government has approved 300 hotel projects, where half are for the luxury
range. Analysts say that the manpower required by the hotel industry has increased from 7
million in 2002 to 15 million in 2010. More and more IT Professionals are moving into the
Metro cities as the USD 23 billion software services sector pushing into the Indian economy.
Indian Hotel Industry is set up to grow by 15% a year. In- 2010 during the Commonwealth
Games in Delhi 50 mew International budget hotel chains moved into India. One of the major
reasons for the increase in demand for hotel rooms in the country is due to the boom of IT,
telecom, retail & real estate industries. India’s increasing stock market and new business
opportunities are always been attractive for foreign investors and corporate travellers to look for
business opportunities in the country.

. With a consistently growing middle class and increasing disposable incon;e, the tourism and
hospitality sector is witnessing a healthy growth and accounts for 7.5 per cent of the country's
GDP. According to a report by KPMG, the hospitality sector in India is expected to grow at
16.1 per cent CAGR to reach Rs 2,796.9 thousand crore in 2022.The hospitality sector
encompasses a wide variety of activities within the services sector and is a major job provider
both direct and indirectly. The sector attracts the most FDI (Foreign Direct Investment) inflow
and is the most important net foreign exchange earners for the country. It also contributes
significantly to indirect tax revenue at the state and central level which includes revenues from
VAT, Service Tax, and Luxury Tax etc.

6.4.1 Categorization of Hotels
The bais division in India according to the location is as follows:

Heritage Hotels

These types of hotels reflect the old glory and grandeur of India, they are mostly the old havelis
and mansions of ancient times which have been turned into Heritage Hotels, and these provide




tourists with an opportunity to experience royal pleasure in traditional ambiance. They mostly
concentrate in the princely states of Rajasthan, Delhi & Madhya Pradesh.

Luxury Hotels

These hotels are equipped with world class infrastructural amenities, they offer the tourists with
a fine lodging and dining experience. They extend a warm welcome to the customers catering
primarily to the upper class executives.

Budget Hotels

These kids of hotels are like home away from home, they accommodate customers from upper
middle and middle class. Mostly names as Economy Class Hotel, Business hotels and discount
hotels, the budget hotels support the modern infrastructural facilities for a comfortable and
pleasant stay.

R esorts

Reesort hotels in India are mostly found in hill stations and sea side tourist destinations. These
are located amidst natural beauty, they are the ideal place to enjoy some valuable time with
family and friends or in solitude.

Important Hotel groups in India

Indian hotel industry has been booming business and has also given a boast to tourism business
in the country. Radisson Hotels India, Taj Group of Hotels, Park Group of Hotels & [TC
Hotels are some of the known hotels in the hotel industry that are famous for unique amenities
and superb accommodation arrangements.

There are also the ITC Maurya Delhi, ITC Martha Mumba, and Fort Radisson of Radisson
Group in Kolkata, Radisson Jass Hotel Shimla, The Taj Westend, Bangalore, Taj Coromandel,
Chennai. The major cities like Bangalore, Hyderabad, Chennai, Gurgaon, and the suburbs of
Mumbai are the areas, most attractive for international investment and as expected these are the
cities with the largest development pipelines, combined these cities account for 89 of the 161
projects in the pipeline and 16,734 guestrooms, which is 68% "of the rooms in India’s total
pipeline.

6.4.2 Latest Developments

Indian Hotel Industry holds a special place in the international world of hospitality. India is
culturally the most diverse place in the world. Tt serves as the vivid kaleidoscope of landscapes,
magnificent historical sites and royal cities, misty mountain retreats, colourful people, rich
cultures, and festivities. Luxurious, hot & cold, chaotic and tranquil, ancient and modern India
leaves a last time impression.

In recent years the Indian government has taken several steps to boost travel & tourism which
have benefited the hotel industry in the country. The initiatives by the government include the




- abolishment of the inland air travel tax of 15% to 8%, reduction in excise duty and aviation
tarbine fuel and removal of a number of restriction on outbound chartered flights, including
those relating to frequency and size of aircraft.

Indlan hotel industry has the best staff for hotels unlike employees in East Asian hotels who are
' charming and gracious, Indian staff is also grooming themselves to take mmatwe and discreticn
of decisions on the sport. Most are better educated and speak better English than their Fast Asian
counterparts. Indian hotel industry is to be proud of as it has much to be so. The real success

story of the Indian hotel industry was due to the fact that it took on the global chalns on its own
terms and 1t worn.
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6.5 Cruise Lines

The cruise industry is one of the biggest working parts of the travel and tourism industry. While
it is very much flourished in the outside parts of the country, India has large cruise tourism
potential. Cruise tourism in India is not that developed as of now, but slowly the companies are
planning for launching a number of services for the interested people to travel in cruises in India.

India being a country full of vast and beautiful coastlines, evergreen forests and idyllic towns can
be a perfect destination for cruise travellers. South East Asian countries are fully flourished with
cruise market whereas India lacks behind in the required infrastructure and services that are
needed. This is one of the biggest challenges of the cruise market in India. Also, there is not
enough financial support for the purpose of cruise tourism.

Also, taking a look at the infrastructure in India, the ports are mostly used for the purpose of the
freight transport and not for the tourism purposes. And while the cruise tourism requires the
ports to be used for the purpose of tourism, it affects the future of cruises severely.

The cruise tourism infrastructure must be very well planned out in order to hold the number of
passengers on the port with the required services for them as well as the large spaces for ships to
park for maintenance purposes. But, looking at the current scenario of the states like Goa and
Cochin, they look very much favorable for the grand voyage tours in the near future. The cruise
companies also have lately started developing an interest in India as it serves as the cross over
destination for South East Asian destination. This has significantly increased the cruise tourism
potential in India. Also, the big cruise companies have started taking interest in Indian states like
Goa and Cochin.

The world famous, Norwegian Cruise Lines recently agreed to send a ship to India for the first
time which was departing from Dubai and crossing over Goa, Mangalore. and Cochin before
reaching Sri Lanka. This was a big step in the future of cruise tourism in India as it opened
opportunities for development. The recent developments have paved a way for many cruises
companies to think of launching the cruises in India starting from Mumbai, Goa and many more
places. Newly formed promoters Monarch Cruise plans to offer a cricket and Bollywood themed
cruise with its voyage legs at Kochi and Mumbai. This marks as one of the big steps in the cruise
market of India.

Also, the Carnival subsidiary Costa Cruises has recently announced plans for a series of sailings
out of Mumbai on the costa neoclassica starting from this winter. This cruise basically plans to
carry passengers to the Maldives via Mangalore and Kochi and return journey via Goa.

Thus, looking at the overall scenario of the Indian ports and the recent developments that are
taking places, cruise tourism in India is sure to boost its way in the global market by next 5-10
years.
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6.5.1 India’s Cruise Potential

As per the Bureau of Immigration, Government of India, 20.38 million Indians travelled abroad
in 2015, which is an annual growth of 11.1%. However, the number of cruise passengers from
India during 2015 is ]1.181: aboutr 120,000- 125,000, which does not even amount to 1% of the
total outbound. This means cruise tourism in India is virtually an untapped segment and has the
potential to grow many folds, yéar-on-year. “According to Kishan Biyani, MD, Ark Travels,
“Larger ships and varied itineraries is what the Indian customer is looking for and that is what is
being offered in' 2017 in the South Asian région. MICE is already showmg a growth of 10% for
the’ year The traveller trends for Diwali are also looking posmve '

' Ihﬂiah 'ffé\?éﬂéfé'.ha\'r.é'ét.frivéd'.'a:t apomt whétre they distinguish between cruise as an attraction
and cruising as a complete vacation, believes says Dipti Adhia, Director, Discover the World -
India. “There are now many more players in the fray, but the ones to succeed, will be those
who'can offer the product and service which is out of the box Incha has ~;ust began its journey
as‘an’ emergmg market for International crulsmg, " she adds '

6.5. 2 Tlme for Domestrc Crursmg

Since the cruise segment in Tndia is'still ata very nascent stage ‘the opportunlty lies in developmg
~ the domestic ocean crulsmg ‘atket. A significant number of travellers in India are still uhaware
- of how 4 cruise hohday can be a great optlon of exploring new destinations as well as indulging
in onboard facilities on 2 sifigle trip. It is advisable to launch a contemporary ship sailing in the
- domestic waters. This would allow passéngers from India get a first-hand experience on their
_ home turf since the product Would be effectively cheaper than its 1nternat1ona] counterparts. As
‘a ‘majority of the population in Tndia is still Aot fimiliar about cruising, it is difficult to develop
and sustain a product that is targeted at only a niche premium segment. At this juncture, it is
imperative that a ship sailing in Indian waters is launched, which would be a novelty. It should
be targéted at a larger audience to not only populanse the scgment and product at large, but also
elevate Indla s tounsm oﬁ"enng '

Moreover a domestic’ cruise shlp dockmg and makmg ports of call in the country would also
draw the interest of and’ promotlonal investment from the state tourism boards in showcasing
the best of what their coast can offer in terms of sightseeing and accommodatmns besides local
culture’ and cuisine. Hence, a mass produét is preferable at this stage. '

However, there also exists a2 case for the launch of two distinct products for the Indian market,
which miay be d1st1ngmshed as a fmass proditct and a class product. Addmona]}y, to make cruise
tourishY 4 vibrant segment ‘the foremost step is edication of the travel agents and tour operators,
since bookings in India are largely driven through them. Anothet ctucial area that needs to be
accorded adequate focus is the emerging Tier-1I and III cities, which are the hidden gems
because those are' the markets where the majority of bookings will be generated from in the
future. Since Indians are price conscious, while devising a cruise package, the cost-aspect should
be given a detailed consideration.




6.5.3 Cruise Lines in India

The Oberoi Motor Vessel Vrinda Cruise
Explore the beauty of Kerala’s

Alleppey canal route,
traditional rice boat to navigate the narrower channels of the backwaters,
this cruise is between the months of November and April.

The Vivada c-ru.is'o: on M.V. Paramhamsa
The Sunderbang have the |

Costa neoClassica Cruise

Costa Cruise India has recently launched a three to seven day cruise along India’s western
coastline. It starts off in Mumbaj and sails to Cochin over a four-night period, and the next leg
takes you to Male (Maldives) in three nights.

ight tour bet
1n Mangalore and Cochin City,
temples. The cruise.

6.6 Job Roles

* Concierge

Event Planner

Many hotels have conference rooms or event spaces that they rent out for various events,
ranging from meetings to weddings. An event planner works with the company or
individual to arrange the event, and make syre the event runs smoothly.




" Executive Chef

Hotels with restaurants and/or room service have a number of kitchen jobs, including
kitchen staff, waiters, and kitchen managers. One common job is executive chef. He or
she must supervise all cooks, sous chefs, and other kitchen employees. He or she typically
orders the food, plans the meals, and cooks in the kitchen.

Front Desk Clerk

A hotel front desk clerk (sometimes known as 2 front desk agent) serves as the first point
of contact for all guests. They typically check guests in and out of their rooms, and answer
h 'any questions they have. A front desk clerk needs strong customer service skﬁls and good
problem-solving ablhtles

General Manager

There are a number of management-level jobs in hospitality, including supervisor of guest
services, housekeeping supervisor, front desk supervisor, and kitchen manager. One broad

_ 'management job is hotel general ; manager. He or she makes sure that everythmg is running
'smoothly in all departments including castomer sérvice, food, building maintenance, and

" “more. He or she oversees much of the staff, and ensures that guests are sat1sﬁed with their

stays. '
Housekeeper

'Housekeepers are responsxble for rnamtammg a standard of cleanhness throughout the
~hotel. They typically clean individual hotel rooms, as well as the common areas. They
make beds, do laundry, clean bathrooms, and more. Being a housekeeper requires some
physical stamina and strength since you often have to lift heavy loads and be on your feet
most of the day o - - o s

- Porter

. Also’ sometimes known as bellhops (though thls is sometimes consldered an outdated
term), porters handie ’oaggage for guests. They mlght brmg the luggage up to guests’
" 'rooms, or take luggage down to the lobby when a guest 5 stay has ended. A related service
‘job is a valet, whose job involves parking, and later retrieving, the cars of various guests.
Hotel Operations ' o
- Hotels employ: front-desk staﬁ housekeeping staff, restaurant staff; . managers, and
sometimes porters, event planners, and a concierge, depending on the type of hotel. Most
of these positions require excellent customer service skills, attention to detail, team work,
and good personal grooming. Creative problem-solving (because travelers sometimes have
unexpected problems) and a thorough knowledge of 1ocal resources and attractions are
mlportant as well. ' '

- Hotel Front Desk / Guest Ser\nces Skllls

o Concierge Skills.

" Food Service

Food service includes everything from fast food to working as a server in a high-end
- restaurant:- - _ . - _ _

All of these '.'j"ob's" require excellent customer service skills, careful attention to detail
{forgetting a minor detail could give a customer food poisoning or trigger a life-
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threatening allergy), and a thorough knowledge of the restaurant’s current offerings. The
work is fast-paced, and a good memory is crucial.

o Fast Food Worker Skills

o Food Server Skills List

o Waiter / Waitress Skills

o Restaurant and Food Service Skills
Food and Beverage Preparation
Food and beverage preparation may include customer service (for example, for bar tenders
or coffee baristas), or these jobs may be entirely behind the scenes (for example, line
cooks). In addition to specific skill using the tools of the trade, such as espresso machines
and kitchen equipment, more general abilities are absolutely required. These include,
again, attention to detail, plus a commitment to safety, the ability to work well as part of
a team, and the ability to work quickly and calmly in a high-pressure environment.

o Bartender Skills List

o Chef Skills List

Maintenance and Cleaning

Someone has to keep restaurants, hotels, and clubs clean and sanitary. Other work includes

repairing equipment, changing light bulbs, and replacing broken locks on bathroom stall

doors, for example. There is substantial overlap between the custodial and maintenance
skills sets, and some positions may combine both roles to some extent. These skills include
everything from the safe and appropriate use of cleaning chemicals to basic electrical repair
and carpentry.
Teamwork is often important, as is a strong work ethic.

© Maintenance and Janitorial Skills List

Management
Hospitality management requires skills some that are specific to the industry and others
that are important in any management context. When applying for such a position you
will have to demonstrate teamwork, leadership, budgeting, strategic thinking, customer
service, and a thorough understanding of your specific business—whether that means
being able to speak intelligently about food and wine for a restaurant manager, to
understanding when the busy season is for your hotel and why.

o Hotel and Resort Management Skills

o Management Skills List

o Soft Skills for Managers




