CHAPTER 1: COMPUTER OPERATING SYSTEM &
APPLICATIONS

1.1 Introduction
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everal industries are associated with information technology, including

computer hardware, software, clectronics, semiconductors, internet, telecom equipment, and e-
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1.2 Knowing Computer

A computer is an electronie 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 resules.

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 compartively little cost. Computers are widely seen as
instruments for future progress and as tools to achieve substandality 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;

[t is a man-made machine
e It accepts instructions of a human given in a sequential manner

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

IR eleases or produces an output that is useful to the user

Since the computer ig a man-made kiigil;ll electronic deviee, 1t has a physical structure wich
several parts like the monitor, processor, mouse, and key board which are tngible. These are
called Hardware, The sets of instructions which are also called computer programs installed in
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the computer are called Sofiware,
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1.2.1 Characteristics of a Computer
The computer's dominance fies in s special characeeristios such as speed, reliabilicy, ACcUracy,

versatility, dilipence, stongte capactty, et

Speed:

A computer can Perform tasks very fast, Tuoday’s compuiters, according to their class, can perfoy,
from 4 Mipg (Millions of instructions per second) to 100 MIPS. Inside I:F‘H: ﬁUH'I_F'lIEE[ the
Information  signal travels at ineredible electronic speed. When data, instructions, g
information flow along these circuits, they travel at close to the speed of light. This allgy,

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

Accuracy:
The accuracy of 4 “Omputer is consistently high and the degree of accuracy of a particulsy

computer depends upon its design. In fict, this quality of the computers make them
indispensable in varioys fields such as Scientific Fescarch, Space Research, Weather Predictions

and many other areqs where precision of a high order is required. Errors can occur in 4
computer, but these are mainly due to human mistakes. The accuracy of the computer is heg

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 substdtute,

Roeliability:
The computers give very accurare resulte with predetermined values, They correct and madify
the parameters automatically, giving suitable signals. They give formatted resyles with high

degree of precisions. The high reliability of the components enables the computer to produce

consistent results,

Versatlity:
The computers have the Capacity to perform completely different type of work. For example,
they are capable of performing wide ranging tasks such as construction of a payroll, Inventory
management in a factory, hotel billing, hospital management, banking applications and any
imaginable task in every walk of lifs, The computers are flexible ¢nough to adape to any type of

work and outputs according to what is fid and instructed,

Diligence:
Unlike human beings, a computer is free from boredom, tiredness, lack of concentrition, e1c.

hence a computer can work for hours without making any errors or complaints, Even if ten
million ealculations have to be performed, a4 computer will perform the ten millionth
calculations with exactly the smme accuracy and speed as the first one, But when a hunan being
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is asked to do the sane Jnb this consisteney cannot be achieved, Thus for those who want
consistent and continnons standard ouiput, 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
Prmary Storage. This Primary Storage has a limited capacity but it is very importane as the
processing umit 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 lloppy 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 pnimary
SLOFAEE,

1.2.2 Limitations of a Computer

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

Mo 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,

Mo 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.

Mo 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 docs not possess the equivalent of 2 human brain. Based on our feelings, taste,
knowledge and experience, we often make certain judgments in our day-to-day life, bue
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
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Basic Computer Architeeture and the organization

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

D. Central Processing Unit (CPUY: This unit performs processing of instructions and daca 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.

s 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 s 2

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

* Command:

A Command is an instruction given to a computer propram. 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 4 an
A graphical user interface (GUI) that use
issue commands, However, GUJ 15 the

instruction. Today, most programs have
5 icons, buttons, and other graphical objects ©
most user friendly way to issue commands.
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User Ruesponse:

A User Reesponse is an instrocton which is given by yvou 1o the computer by replying to
a gquestion posed by a computer program. For example, “Do you want to save the cha nges
vt pade® Basesd on the response given by the user, the program performs certain actons,
in this example, il the answer was " Yes', then the program saves all changes you made to

the file on the sorage device,

Keyboard:

The keyboard is the main input device for most computers. It 15 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 objecs on
the screen. Most mice have two buttons that can be presed to execute commands. Some
mice have a wheel that allows users to scroll and zoom without using the mousge buttons.
The latest mice on the market use light, instead of ball, to detect movement. These devices
are called oprical mice, and there are many different oypes available. Some have cables thae
must be plugged inte your computer and others are wircless,

e

Some other input devices include touch pads, joystick, light pens, microphones and

wielicams,
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Webcam
loystick Light "en

® Ncanner: ich :
APtures g
\ _ . : ’ » computer, which c: -
SCATET 15 an "Mage acquisition device connected to the co I; of information which
: it 15 1 q
AN Image of § pexy document or 4 picture and transfers it into

computer can understand and manipulate,

Scanners

* Bar code reader:

A bar code reader yses laser beams to read bar codes. The Bar code is 4 rip of vertical bag
of varying widths that creates 3 unique reference for the particular 1tem, Groups of hag
represent individua) digits and magt bar codes ara made up of 12-13 digits, The st
number is a check digit and it is used to verify that the number
correctly. The computer applies a set of calculations tq the mdividuya)
should equal to the Jagt check digit. Bar code reader

code and jt js Interpreted through 3 decoder,

LI

Sample barcode

has been scanned in
digits and the answer
uses a visible red light to scan the bar

Hand-held bar code reader

Following f Bures show soie Nput devices.
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Hand-held bar code reader Sample barcode

Crutput 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 1t through speakers or a headser,

o 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 symbel 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 veice or music are analog. To store such sounds, 3 computer
converts the sounds from a continuous analog signal into a digital format.

* Video:

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 amalog; however, most of the modermn video devices record the
video images digirally,
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= Printer:
It is used o prepare permunen;

Printer is the most commonly used output device.
dacuments in human — readable form i.c. hard copy. There are several types of printen

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 hammenng a typefice
against paper and inked ribbon, Non- impact printers do not hit or impact a2 ribbon to
print. They use thermal, electrostatic, chemical and inkjet technologies.
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Printer Printer

Laser Printers

* Storage Unit:
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There are two types of storage devices;
1. Prmary storage device

b, Secondary storage device
A. Primary Storage Device

o TLandom Access Memory (ILAM):

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

* Read 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 wrte 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 1s in the case of a RAM

chip. ROMs are mainly used by computer manufacturess for storing the micro programs
s0 that they cannot be modified by the users.

B. Secondary Storage Device

* Floppy Disk:

A floppy disk is a data storage medium that is composed 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
(FDIDY),

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 Operatng systems

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

Optical backing storage —= CD & DVD
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' antially less expensive thap digk nr
When storing larpe amounts of data, tape can be substantially

-d with large computer Syster,
other data storage options, Tape storage has always bﬂ-n. usLm e drive has to wind throug},
Since tape is a sequential, and not a random- access media, a tap

—— ; tape 15 main)
* tape to locate a specific bit of data. This makes accessing data slow so tap ¥ used
for svstem backl.lps 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. USE flash drives offer potentil
advantages over other portable storage devices, particularly the floppy disk. They have 2
more compact shape, operate faster, hold much more data, have a more durable design,
and operate more reliably due to their lack of moving parts. The device is recognized
automatically when we connect it to the computer. Flash drives are widely usged to
transport files and backup data from computer to computer,

Flash memory cargds

A memory card or flash memory card is j soljd-
device used with digital cameras, handheld 4
Players, video game consoles, and other eleg
m slots for variety of memory cards; Mem

state electroni flash memory data storage
nd Mobile computers, telephones, music
fronics. Nowadays, niost new PCs have built-
ory Stick, Eumpnct Flash, 5D, etc,



1.3 Basics of Operating Systems

A conputer knows annd understaneds only the machine lnguage, be, Osand 15, But human belngs
sre confortable only with the luman Lingnapes (hamans can work with machine lingoage, but
in 1 tedious), Hence a wmumnication pathway is required berween human and computer.
Chperaring systen acts as the commumcation pathway. A computer without operating system s

ik 2 Mashlight withow hattery,

Operating System = An interface berwesn 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

» Make the computer system convenment to use
s Use the computer hardware in an efficient manner

I._I.m_! )
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1.3.2 Functions of Operating Systems
prinas are
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= Proaciss Marnaper
®  Memny Manager
* Resource Manaper

*  File Manages
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8 [eviee Manager
type of network PR gy o

- . 1 . - :
Phese components are actually modules of the operating syser

froam these I'I'.h:iq_' ”““-'['i”ll"i. PIjasL] IIFL'F.“IHH Systerns piwwrer S

LCCUrIeY Mwagement, aml other advanced Aimctioens.

FProcess Manager
: ing system., It carr
It can be considered as the most important component of the operating sysie It carries g

sevieral fssucs such as creating, suspending, executing, terminating and destroving procese;.

With m"'iﬁl}m‘!-’;-"-”l11'l“"i!:~ several active processes are stored and kept in mutllll'.:r}' at the s,
ome, If there js anly one CPLU in the system, then only one process can be in cxecution y
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 toa procg,
and deallocates the CPU from another process. This switching of the CPU from one proces 1

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

Memory Manager
The memory manager contrels che allocation and deallocation of memaory. It imposes cerman

policies and mechanisims for memory management. This component also includes policies and
mechanisms for memory protection. Feelevant meémory 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 tvpe that are available and the number of
resources of each type that have been allocated to specific processes,

File Manager
The file manager allows wsers and processes to create and delege files and direcrories. In most
e devices such as magnetic @pes

modern operating systems, files are associated with mass storag
n 1o a file using functions such g open file, read ditt

and disks. Data can be read and/or writte
from file, write data to file, and close file,
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Device Manager

For the vanous devices in the computer system, the device manager provides an a :
level of abstraction 1o handle system devices, For every device type, a deviee tlriver Ppmpﬁa[.u
included in the OS, The device manager aperates in combination with the ruﬁnurczr:f:::::;i

anad file muanager,
1.3.3 Categories of Operating Systems

PrOgrams are |1n1cf!.=.1::l:

Barch Systems
A set of jobs s submitted s sequence for processing. These systems have a relativel Y
tumaround period (interval from job arrival time to completion time) for jobs ¥ long average

Interactive Systens
This support interactive computing for users connected to the Computer system  vi
i L i Via
communication lines. The most commeon type of operating system that support intecactjv
compunng 15 tme-sharing. The below figure illustrates the el sEcenin e sty e
i 4 = Iin
system. A ome-shanng system is an example of 2 multiuser system, which means that nmll.:ipli

users are accessing the system at the same time,
o

¥

User 1

"""_:'"'.‘ o i ' H

._.. - _. _.
Wser [0

Figure. General structure of a time-sharing system
Real-time Systems

Thi e L O : :
1 support application programs with very tight timing constraints.

H}-’hﬁd S}-‘s‘tﬂms

Thi ;
s support batch and interactive compuring.

The m
b el Eeneral classification of aperating systems is regarding the applicadon environment

General purpose
Used mgj
sed mainly to develop programs and execute these on most types of platforms.
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1.3.4 Windows Features
Most PCS min o an operting system-valled Windows. Flere we deal with the Wing
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1= HNpOrtan to know seye

Desktop
The deskeop is the ares you see when the computer is not running applications, It copg,.
»as well as the Start button and other features. The desktop can he Used g,

the 1cons on top of it
‘H‘ji:" store information or to move around decuments and windows,

terupﬂr
Icon

]E,,:,.ns are little P!I-CIILII'E'.S that represent different programs or 531.::1:1 1EETTIS, Dou blc-cli-:kjng Ealhl Iﬁ:
icon accesses the information joomns 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 a the

same ome,

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 boxe

contain options and commands for the computer to execute,

Start Menu
In the lower left-hand comer of the Windows screen is the Stare button, When you click o
Start menu. This menu gives you 368

the button a menu will appear, which we will call the
tor all the different parts and functions ol the computer,

14



2ms. & Applications
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Figure. Task Bar

Tab AMeno
Tab mienus, which are often present in dialogue boxes, are menus thae represent many different

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

1.3.5 Start Up, Shut Down

Start Up
First of all, vou will need to tum 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
Ta shut down, click with your mouse on the button in the lower lefi-hand comer of the screen

Labelled Start. On the menu that pops up, you have multiple options for exiting your windows
computer. Optons are Shut Down, Switch User, Log Off, Lock, Restart, Sleep and Hibernate.
Choose the Shutdown button in the lower right hand cormer to tum 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 OME If
you would rather just lock the computer, blocking anyone clse from using the computer without

your password, choose Lock.

Figure, Shutdown Menu

15
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dialague box will APpear, but it will not damage the computer.

1.3.6 Dpening and Closing an Application

To Open an Application you have two options:

2

To

and click on the name of the application.

- Open the Start Menu
application and either double click it or right click and chogse

. Find the icon for the
Open,

Figure. Open Applications

Close an Application:

1. Maost applications can be closed by going under File menu and seleeting Quit or Exit

Ifno file menu is available, click on the “x* button in the upper right-hand comner of

the application’s window,

Figure. Close Applications



1.3.7 Manipulating windows

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

Thr -'..I..i-'l'.'.‘- 1“. [h"i

s fist o common features that can be implemented on all windows,

Followang 1%

Maxtmire
This fuipction Allows vou o concenttate on onc ;Ipp!l:.‘.‘ttlnn h}r ||;:|].;'m;_: its window cover the

enhife SCTeCh.

Mininure
This function 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 bowom

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

Resize
If an applicadion 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 vour

specifications.

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

apphcanon 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
1s important to always save your work before using the close feature, as any unsaved changes

will be lost,

Figure. Manipulating Windows
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doon the computer shionhl be saved, mcloding § lure is generally the sime,

; £ 1 5 T 11 1Ll L
may be workmg in different applications, tlw saving |
. Tasere a qbick into the correct disk drive,

(RN N ﬂi_""
Eaa chowose " Save
2o G sder the File menu in the applicaticon, R w button next to the Save |
A When the Save As dialogue box appears, click the arra . ]"Jt

y : ; r.
Thes wall canise a menu of save options to appea

: Ty Zip Dnve,
4. Tosave on your removable disk, choose cither the Pd] bottom of the box
; : at the :
Type ina filename that will identify your document a

- of the box,
Click the Save button located in the lower right-hand corner

i :
> Nave,
I__ill-ll-r-m-
e i o ot E‘ E
Figure. Save Dialog Box
Tips For Saving

* Save often. This is by far the most mmportant step in the saving procedure. The more you
save, the less chance you have of losing any of your hard work, Errors and freeze-ups can
occur, and unsaved work will be lost, Also, always save before pri nting because this is the

time when many errors oceur,
® Use specific filenames, When NAMIng vour saved works, label thém with detsiled nume
s for easier identification when You go to find them again,
* Back up your saved works, Disks have heen known not to not certain saved warks becase

of errors. Make sure you save important works on tWo disks so thar if one disk fils, you
have a backup copy on another disk

1.3.9 Printing

Most labs have one or tweo printers that are share by many computers in the lab. As with sving
most applications prine in a similyy fashian, Fallow these steps to print your work.

L. Save your work, Computers sometimes freezg when you ask them to print, and all of your
work may be lost, r

2. Go under the File meny to Prine,

18



wWhen the dialogue box appears, check to make sure that the printer listed is the printer

i &
iri the lab vou are in if it is not, click on the arrow o the right of the pibner me dind
choose the correct pantet,

1 Choose hiow many copics yvou would like printed

5 Precide if vou only want a portion of the work to be primnted and ko e finkes sF
P‘lﬂ"“ [P} 'F"ﬁl“-

6. Chick OK.

Figure. Pont Dialog Box

1.3.10 Deleting Files

If vou choose to delete an item from vour disk or from the computer’s hard drive, vou will need
tor access the Recvcle Bin. [t is important to remember thar 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 it on a removable disk, first insert the disk into the correct drive, Mext 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.

. Lefi-click on the irem that you wish ro delete and hold the button down.
Dirag the item out of the window it is in and place it over the Becycle Bin located on the

Deskrop.
4. When the Recvcle Bin is highlighted, release the buton. The item should disappear from

the drive.
When the dialogue box appears asking you if you are sure you want to delere this item,

chck ¥Yes

L

un
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Figure, [Yebete Files

1w permanentdy removed
When vou deposip Wems iy the Recyele Bin, they will _—."__”.__"..n_u”n ?_u___.._..:..__.. i
COTI Ty PIETOrY weltlont yoai telling it m do so ” el st
sottiething, double <chck on the Ropcycle Bin and drag the ."n. Yy i
a1 wem foan thg computer, right-click on the Recycle Bin )

. .. inside will be permanently ere
_..L.__E____..n._.._::_n ¥ou emipty the Recyele Bin, the items inside
the comprer's Menioey,

Figure, Empey an_w.n_u.u_ﬁ Bin

1.3.11 Start Menu

In the bottom left-
buitromn displays a o
Mien

hand corner ol the Winidoms SCRECn iy 5
denn that piyes Yo 3¢

. TR IR any of ., COpUter's farires. Onee th

" opened, all you have gy g, s highlight vy, YOU Want and more

Here we will digcpg the many fegeures and Uses of . . f
L.

Butran with the windows i

options will 3
T Meny fropn top to bamom
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pew Office [Pocumcnt
acts as a shorte

v of documen forats,

: ’ t for opening a new doc i ;

his feature u document in Microsoft Office. ¥

T C, Y ou can <]
0ose

from a varet

el
4 shortent for accessing a saved document or file

Open Office PDoc
This featurc qets A%

Windows € satalog
This item opens temet Explorer to a site in which you can purcha d
n o I"I!'ﬂ et hu'
it for

Windlows systenis.

Windows Updﬂtc
This item apens Intemet Explorer to a site i '
. site in which you can d
ownload update
5 for your

Windows operating systei.

Programs
This prompt will open another menu filled wi
with more options. Thes i
. e options are all programs

that the computer ¢an run. To see what the Pro
i grams menu has to offer, refer to the Programs

Documents
This item allows you to temporarily store saved works

Settings
This menu contains access -
to the Control Panel
and Faxes; and Taskb as well as your Network Connections; P
e ind gt ar and Start Menu. Through these options you ¢ ! ons; lE"I]]ltem
nctions ﬂf}rmur computer. & an customize the

Search

Help and Support
This featu i
re will open the Windows Help and Support Menu.

Run

oW
You to run programs located on a disk, CD, or on the internet.
Log O

This a1
OWs you to |
off the ¢ . ; :
Computer lak), of off the computer. (It is not important for use in your own home or 1
rina
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tions
1.4 Computer Applica . T of '.n'i.Ll'l.n._'tirJ.rH or code Write, |
r o Software s Computer. Applications play a vit] role |
il I:ulzs t]w ysers to do many things in 3 5F5rﬂn;ﬁi
l..-:nI-L ed to run in 3 System Software whig, i
cvelof nables al the applicas i

that e
is systern sonftware
Computer system. The GUI based 3PBlicyjo

nts, playing games, bfwmnﬁ i

The term Appheation el
1 task or an opcrR

|- apser prroyEran tha
il

presEram for exconfing
Coprpaner as il ok ik
application programs are designed anl

Operating svstem, An Operating Systeitl
various tasks in A

prograns o o and execute : >
nputer like creatiig docum

arries Ut varions tisks in g ot

MY more.

Application Sofiware Overview
Application software’s are the end-user programs detgacdl o bnfeeen e Pﬂ"}dUCtiﬁ[\f in
various fields of work, The applications are used for creating documents, spreadshees, I'-'1;:'1?‘!"1:""’“":‘5.

and publications, doing online research, sending email, designing graphics, running bus

and also plaving games. Application software’s are designed to perform a specific task and ca

be as simple as a calculator application or as complex as a word processing application, Tk,
applications are designed with built-in finctions and properties so to easily carry out al] the
operations. Cne of the most popular and widely used applications is Microsoft word process
where you can do calculations, copy, paste, delete, and add coloms and pictures, change the
appearance by using its built-in properties, Not only Word processor applications but there i
several other productivity programs like Graphical software, Photo studio, Antivires and mam
more that are packed as an Application software, l i

run and exccute in a3 Com erd
puter. As a Compuge pe
m needs Applican P g PULET needs N Operatin =
FFH'L‘. o :.-dsr,hrp lﬁ:ﬂﬂ:z;;f;'—‘ﬂﬂ‘-: 5, 30 withaue applications the cﬁmputi:iiﬂﬂg ﬂn}:zfﬂ -[.,|;mlk
& : Ty I
PEgE. Jinc fyst fes alio integrates o built-in application pmggmms whet

metalled on 4 com ute ;

which is a "'":'I“Pfeiu k:ir::a;;m be used, But there jre several applicati i i it Offic

srkton M Adohs v OF PRORSANG thiak byl Exc Plications like Microsoft O
obe Creative suite with vy " Bxcel, Power point, Access etc, Grple

#ound production, Vige Plications for Creating and editing images, A4°

impurmut]'y Web-ly P : editiy :
rowaer which is alsg “Plrlicnting *PPlications, Security software’s and ot
1 sOftwy
e,

Application Software ¢y b

‘F"Pli'lllﬂ;lliuns Sl.iﬁw:m "l!l""'idl!(i It

n-.r.;, 1‘.!- ' =

e
ol

Mage 4]
5 main]y ;fl‘ e hardware resources and also %
WO types are the Operating system?



|. L ".I.'.l'ﬁ“'.ll“. ‘IL“ % r|'||.[r'|”|_'-|] 'H.'l‘”l II‘I: ‘.jrﬂ'-h““':ll_" HFE'E"“. Tlu' tii'lﬂr-;ltl.r"!‘ li'}"ﬁ[‘_ll'n ﬂnd utilit.:r..
2 uch a way to fimction independently becinse they are not user oriented.
tlaee b ].;|_||||v.|||1|1 arnl executes all the CHICTIRIOS 1 f:mllputrr.

uf
prograns arc WriLLeT 1 &
It always runs m s oremied.

R — softvvare's that are wsed by the end-isers like a Deviee manager which is found on

Control panel

Operating systems like Windows, Mae, Linus, and UNIX are the best examples that ranage all
the programs in a Computer, Since there are other systems software's that help the 015 i
perform all the tasks like BIOS (Basic Input/output system) that manages data flow between 05
and other attached devices such as keyboard, mouse, hard drives ete. Boot program loads the
Operanng system to RAM, an Assembler takes basic instructions and convers them to machine
Lnguage to perform operations and a Device manager controls all the devices attached to
pﬁ;up,_m_-r_ The utlity software’s like disk derangement, system restore, compilers and
debugeers are also installed on the Operating system software,

Application Softwarc is a program or a group of program designed for the end-user to perform
a speaific task in 3 Computer. The user direcdy 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 buile-in
tunctions to be used. Furthermore the Applications Software’s are also broadly cateponzed for
bener productiviry. 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 Microsof Office, Adobe Creatvity
suite, Security suite, Gaming apps and many more.

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

Enterprise Infrastructure Software provides the capabilities required to support
cnterprse soffware systems. It is mainly used for businesses, socicty or Orgamzation for
network security, surveillance system, transportation, sewage, communication, clecomciry
and water that need high investment for the systems,

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

Multimedia Software is used for development of media in our day w day life. There are
Various audio, video and nnage editing wols, printing media that can be used to maximize
the growth of 4 brusiness,

Conteni Access Sofiware is used to access the contents in a website for publishing digital
COntents and enlertaimment.
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Figure, Launching pg Word 2007
1.5.2 Ward Frm:essing Basics
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Figure. Screenshot of MS Word application

1.5.3 The Quick access Toolbar

Figgure. COmick Access Toollar
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when the icon is elicked, a window will appear and it will allow you to insert the URL (weh
2ddress) of the web page you want to link to. You can type in the URL yoursclf or insert a pre-

existing bookmark. On inserting the link, the link in your Word document can be dicked and
the web page will vpen up m i web browser,

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 4 picture of a folder) located in the
erandard roolbar. Alternatively, you can use the menu bar and navigate to Office Button>>
Open... (Shortcut: Crrl+ ).
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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: Cerl+5),
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Figure. Saving document with different formar

1.5.6 Formatting the text
Set the Background

Using the Background feature, you can apply a different color or a texture to the h:lckﬂmwj
of your document. To change the background of dye document, click on Page Lavolt from th
menu bar at the top of the application. Using the Bapeonitas npn'.:;.“ | ﬂg:; ¥ QLOR
ar FILL EFFECTS for the background of the document sl e
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Figure. Choosing the page color

Sﬂﬁng Borders
You can add a border to any Paragraph or cach page in a document,

1. Open a document in Office Word 2007, If yvou want to add a border to 1 paragraph or
text, sclect it. Typically, borders are added as a final change after writing a document.
. On the Page Layout tab in the Page Background group, click Page Borders.
- In the Borders and Shading dialog box, do one of the following:
# To add a paragraph or text border, click the Borders tab.
* To add a page border, click the Page Border tab.

© Under Setting, click the type of border you want.
o

sl b

In the center secion, modify the line style, border color, and width. You can even
click Art to add a design to 2 page border.

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

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.

=S [’T:,. b

b il.l.-ru.-u.wnu = T __E
e )
P e S R e

Figure. Setting text bordens
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nt size and the font

the jock and feel of your document by changing the for
color and font style.

cection or heading by changing the font
cext, select the particular text with your

dialog box opens which will give you
Font (Times New

Fonts

You can change
rype. You can highlight a particular
particular secrion of

To change the font properties for a
mouse. Then click on EORMAT and select FONT. A
¢he option to change the Font Size, Font Style (Bold, Ttalic and Underlined),

Jtoman, Verdana ete.) and Font Color.
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Figure, Setting font type, style and size
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Figure, Header and Footer

'L-inf Splfiﬂﬂ 1 .

you can chang¢ the spacin oen the lines or the spacing before or after each paragraph to

- she p.:.ﬂ{ruhr pext east readable. All documents are generally single-spaced. If you want
Jick en FORMAT and select PARAGRAPH. The

to change the gpacing on the Documents, ©
X h appears has 3 section on Spacing where you select the line spacing as “Single™,

dualog boX whic
“1.5 lines” or “[ouble” from the drop-down mentl.

Header

To mnclude 2 header

sres of the Header where you can type in

ase the woolbox (pop-Up window) which appears
date, ime etc.

options to insert the page number,

ect HEADER AND FOOTER. This highlights the
the name of your project. To insert page numbers,
along with the header. This toolbox has

lick on Insert and sel

Footer
Wow to edit the footer, again use the Toolbox and click on the icon, which switches benween
the Header and Footer, Once the footer area is highlighted. you can enter your name and other

relevant information in the footer.

::ﬂﬂcz:;[:;: ;;f;:"f hcad'.ﬂ and footer appear on all the pages of your document and are
Bt silacid ‘IEP“E'H n lhi_! document. lﬁrﬂ_u want a different header and footer for your
. "‘huwnrin . ﬁn. page Setup icon from the Design Tab. Select the Layout tab on the window
gure on the next page and check the option “Different First Page"'.
No ; _
mr'-:a:::unllﬂl:; :ll different Header :|m..l Footer for the first page andl you can casily omit including
er on the first page of your document.
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S e omument on, or reference/cite sourg B
Footmotes and cndiotes are used to-elaborate, €
LY

locument,

Fownotes To i f
. . To msert footnotes, firg
Fowtnotes are comments, which appear it thie hotwom of the page » Orst plycs

: ; fer to the footnore), N,
: . ition from which you want (o re "
yeur cursor at the reference point (position Sl : _
click on REFERENCES Tab, This produces the FOO'T IE"_C’_TE “P::‘&Ti‘n:‘:t‘i::br?w
where vou can select the oprion Insert Footnote button, This lﬂﬂ'—'mh it the
reference point and moves the cursor to the bottom of the page where you can imuﬂ?tgp:

the comsnment,

Figure. Inserting Footnote and Endnote

Endnotes

Endnotes are inserted at the end of the entire document, T ey

" : k= . E'd- m og
references i academic papers. are rypically us

“pnon. A windew pops up where YUl c:
an sel . S
number at the reference paing an et the aptioy Endnote, This inserts a ¢

tl 5
1L,

oy
can actually type the referenge OF Conpye

Correcting Spelling and Gramimgr
Onece your documeny 18 ready,
feature. Click the Review Meny
lughlights any spelling o Brammy

You cay F#
p!

I!H!l:li '}’ﬂl,n— mn‘lﬂ

l-l-“ll E‘.','Ig_ict S_p i
: ﬂ'"lu 1-
teal prpgy, Band Gy,

in
T on the document by ¥

e
in fimar. This opens a windoW:
the dﬂthment.
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Figure. Spelling and Granunar

“-'““I l:l.'!'l.'ll“-
¢ the number of words in your Document, Click on Review tab and selece WO D

T coun

COUNT, This opens 4 snall window displaying the number of words in your document.

Pages 1t
Werds 19,5F
Charsdters {no spaces) . 51,79
Charackemn (eth gpacesy  110,0
Paragraphs 1,300
Lnes 2,98

[l nchde testhowns, focknotes 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 layourt
and know how your printed document will look. To preview your document, click on Office

Button in the menu and select PRINT PREVIEW. Té print your document, click on Office

Butron 10 the meno and select PIRINT.

L | _#-usﬂ_w_n_rﬁuu—im;""”u' - [_""_J-m
| m. ' o - — . L
CTvmt HE e g PO |
. , Cipremsa
v [t i |
.-l'-n-l‘-ll'l'il' - T
E e | puarstoen o pophent |_l__ ..H ] |
ﬂ= i jrime - B 'k -
L — bt e
| | |
1 h-mmﬂhm b .
{ ekl by pusncks lvpa | 3, 4T '- ] :
| =elsk e gl = ; - by M P e A
T e ok T A T
hﬂ.lpﬂ_l - .I'l- i lE— - |
AR Prrmereeeeay ~WHL" T R UL oJR—— | ||
|lull|'li"‘""""" lul*l.l o~ oy uA

Figure. Printing the pages
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Figure. Setting the Page Breaks
Tracking Changes
This ool helps multiple people editing a docune

. 1t Wi Y
Ilfnrrs feature will mc.k all the changes ang COttettions ;};‘::l“:r*:b;’:-m'ﬂung the onginal documea-
Werent vwsers by using multiple calors Ta kﬂrp . kt f‘l erchitiate the corrections made M

document, you must elick on Track Ch
Tab on the Rikbion,

mEeEs icon, To start
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t of every character deleted as well as every character inserted. It also

The pracker koeps 1rac

L of basic formatting changes. Your will be able o track changes using some icons,
i '

keeps LR thie Standand Toolhar,

which are prEseit. B

sy you receive a document with highlighted changes, you can go over each change and
Chace 3 2 =
tecade whether 1w retpin ar reverse the change. Select the “Accept Change" or “Reject
Pl T I8

Change” option o accept or rejeet changes.

™ ] e e -
oo Triheg

tert]

Liser chansing e document

Figure. Editing the document wsing Track changes

You can alio make use of the icons in the standard toolbar to accept or reject changes and stop
mracking,

Format Painter

lr.-_ruu do not kmow 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
Stndard toolbar to apply some basic graphic formatting, such as borders, fills, and eext
ﬁﬁ:’mfﬁﬂg- First, select the part of the text with the desired formarting. 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
fm““'“ﬂ- {This will apply the saved format to the destination text).

Figure, Using Format Painter
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1.5.7 Table Manipulation

 fespanal, -
Tables are ueed 1 display data in 3 palile forila
then select TARLE To create a table:

#®  Place the cumer on Hhe pagee where

r igar L
LT il 1|1-L nc

i can creatc 2 Gl e B Wy
o

®  Ulick il losert Tals of the Ribon. )
i the Tables o]t

§15.
ﬂiumll'-i.

f rosws and €
Ling | entering the rows angd

® Lk the Talbles Nutron
: 1
o Mighlight the smumber of row and calul

- | n
Chek fsen Table and enter the i li
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2 Chek the Divawe Table: ¢reate yonr table b!.r &

columi.

I : R |T-:-bhm' $ 4]

- ool Humber of goknrs: 5 !
plirmbser of powes: |? =
AutcFi bahavior T
(® Foced column width:  [Auto =
) Aukofk to contents
(3 hukaFit Bo window
_E]hmhrﬁm@rghmm&s

Lo ][ Ccom ]

Figure, Inserting Takbl
g lable Figure. Changing the Table Size

1.6 Using Spreadsheet

1.6.1 Elements of Electronics Epreadsheat

Excelisa computerized s mport
preadsheet, which s I
the report and apal i o il
wnalyze the information, Bycp, workhogk -:cb;m; &5 tool that helps you to mk
55 of individual workshees,

shepts, Excel spr:aff:ﬂn:: 8] il qrp
til-‘.p orts
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mng cells, It soung 4 Lyt complic, g o thumbers yay place in cells, ¥

Lauuchi'ng Excel
Stepl: Clj > 8§
. P {:Ilck the Starr button in the
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sreph Click the Micrwadt Orifice folder
;.-:q-:- Click Micrentt Ovfice Excel 2007,
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Figure. Launching MS Excel 2007

Opening Excel
Macrosoft Excel wall automanically open with a blank spreadsheet spanning many columns and
rowws, Y ou will notice a number of toolbars with many more options included.

.
4

e
s et ot pt i T WL

KR

_.
kL
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k-,
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Figure, Opening an existing sheet
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from 1 to 65,536,
Square button loeated at the intersection of the column
Select All buttan anct row headings thae you chick to select the entire
contents of the worksheet.

Row headings

Tabs located at the bottomn of each worksheet in the
Sheet Labs workbook that displays the names of the sheets. To move
between worksheets, click the appropriate sheet tab.

The pane that provides AECess to frequently used tasks,
When yau st Excel, the Getting Started task pane
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Table osppiineaiinds anad Treseripains

& newe, hlank spreadsheey

" ";"""" 4 ey yosuisdy savedd spreadsheet

Qv vont v orren spreadsheet

within the tew vemion of Wond, which can help protec
censitive documents from betng copied or forwanded, Click this
for more information amd options

=T .

TETE ————

| S
i

Primes the corrent docunient

| Pramt

Preview the potential print of the current document

“Print Preview

Bicrosoft has enabled Information Righits M:1;:|.I|gq:|tw nt (TR.M)

Hﬁ_ﬁmn'h
within the new veston of Excel, which can help protect
semsitive docnments from being copied or forwarded. Chek this
for more intormation and options
? Copy Copies the current selection to the clipboand, which can then
be pasted elsewhere in the document
| Paste Takes the current clipboard conrents and inserts them
Undo Undoes the last action in the docoment, reverting “back™ a step
in tme
Insert Hyperlink Inserts a hyperdink to an Internet location
Auro Sum A drop-down menu of available mathematical operations to
perform
Sort Ascending Sarts the current selection in ascending order
Charr Wizard Opens the “Chart Wizard,™ which will walk you through the
creation of a Chart / diapram using the currently selected
information
Mucrosoft 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
Mare Options There are a variety of extra options you can call or add to the
toolbar, such as Spell Check, Sort Descending, Cut, Redo, ete.
By clicking the trangle, you can access these oprions: at the
same time, you can drag this toolbar ourwards more w0 make
e more available space for these options directly on the twolbar

Formatting “T'oolbar

The Formanriie :
mlﬂl.tll]‘].,, ool Tar contiins burons used o fomnat the appearance of the workbook, such

% Bold and Italics,

Figure. Formatting Toolbar
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Ll Descriptions
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Table, Formatting Comi

rqu Style

Size
Ruslid

- —1i6s)

Clangze the font of the !tlt‘ir_ﬂ___l;r.—
: .Ii“]“ : o T _._I_" "Il.:'f-'t1 _._____._.—-—'_-_—'—-—._____‘_‘-H.
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i e right
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S

’ Merge & Center

— |
- new cell that spans the wideh
Combine two selected cells into one

ic pew cell
of both and center the contents of th ———

is displayed
Change the style in which currency s display

Currency Sevle
Percent Style

B
2 displayed
Change the style in which percent are disp

|I Decrease Indent

i Iy one character
Decrease the indent of a cell by approxamately

T
| Border Add or alter the style of borders to formar a cell
]‘Fﬂl Color Select a color to fill the background of a cell
[Font Color Select a color to apply to a selection of rext
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front of you. What can
refer to 3 particular cel]

the cell in the uppermas

the

ng of the toolbars, but still have a huge window of cells i
you do with them? Cells can contain text, numbers, or formulzs Te
you call it by its column letter, and then by its row letter. For exarmple
t left comer would be "A1." The current cell(s) will always be bsted i

"MName Box," which appears.on the left below the toolbars.
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TE——
'I. = -

Figure, Selecting 3 cal)

Navigating the Spreadsheet

You can use the "“Up," "Do
spreadsheet. You can also

cell to the rgl, The
down. Il you enter te
Cursor on the line dj
left until the desire

"Enter” buton wi)

XL or numbers gy, Span furth
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Figure. Moving over the spreadsheet

A simple Spreadshect

Thus 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 sutomatically aligns to the
loft. Rooom has been allowed at the top and the left for column and row headin s, widch mve
been placed m bold.

E AT o
1 INAME  |ENGLSH [TAMIL  |MATHS
;3_.-.",511“1; 80| a0 g7
'3 |Sathya i) Bd 90
4 |Sva 78 0! a8

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 guite difficult to line it
up in the centre. Luckily, Excel has a solution. You can menge the cellks across which you wamt
the heading, centering it at the sume time.

To merge cells:
*® Select the cells to be merged.
* Chick the merge and centre button from the fﬁhﬂa\‘-ﬁﬂf-. toclbar.

E ..hxé:ﬁx- .:. .

Al - | student Me
> student Report  T3=EEh ]
= T | | ! i | | _I ;

Figure. Merging 2 or more cells

41



~Tis selected,

y . -1ls
Ty aafriae Fpic €0 I y
e IR
- "u-J-"f i 1hie i ells Bil I Tt "ﬂhfrh = '”

{Fi
ey A
o Click the menie arie] ¢ ERILFE frat

Figure. Formut cells

Formatting Numbers
data that Excel stores numerically in los &

The Numbers tab gives you the ability to display
different ways. The Formatting toolbar gives you buttons for applying only very few of the v
selection of number format tat Fxeel contains. The options that you sce on the tab v

depending on whicly category of format you select, Cienerally speaking, Fxcel will display 1

sample based on the comtents of the active cell and the defayle option within the category you

selected, You can then pick from a list of format eodes until the sample i di o

i dmple 1 displayed the way yot
¢ Select the cells you want 1o formt,

Chaose Home Tal from ihe menn bar gy click figy
®upnon-Zformat cells, -
* Click the Number afs,

* Click the category of lirmmtlinp; Yoy

* Select the l'l.'h."t'lﬂl F}I!Ihp”j ||“" i :
H“'l”':ll.']'l- L] Iﬂ"k‘ W*‘E‘-dr

Chick OK 1 el e Hhaliogs gy

Ml e uld use frop, the Category lit
Simple gy, looks ¢he way you want jo
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Figure. Changing the Number format

Emnm Hﬂmb«l:r Fﬂml-ltﬂ-
There are occasions when you want numeric data to display in a way that Excel does not have

1 format for. When this happens, you can create a custom format.
o Select the cells you want to format.
s Choose Format from the tool bar.
e Click the Number tab.
# Choose the Custom category (the 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
vour 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 able 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 achieye this.

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

To apply conditiona) formatting,

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

- 5 fon e .
Calor scales: Color scales are visual guides that help you undestand data distibution and
Varation,

L ] 3 i
lcon Sets: Use an icon set to annotate and '__L:mﬂﬁi data into three to five Catcgornes

*eparated by a threshiold value,

Boules: you can yse o logical formula to specify the formatting criteria.



Figure. Choosing the condinons
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Frecze Panes
When you want certan raws or columns to remain static on screen while you scroll down or

qeross data on a worksheet, you van use freeze panes,

Choose view tah select Freeze Pancs
e Select the cell below arud to the right of the cells you want 1o —
o Choose Window from the anenu bar then click, Freeze panes,

o You will see solid lines appear below and to the right of the frozen rows and columns

Unfrecze Panes
e Sclect frecze panes you will see the unfreeze options in the box,

it [C)ViewSide by side’ |
T Hide Al synchionaus Seraiing | -

) Unhide | 24 Reset "l'l’H'Id“'-"-" F@’H"ﬁ' Works|
Unlreere Panes

-_!.
Panes =
Unlodk all rows and columns to scrofl

throwgh the entire worksheet,

* Freere Tap Row
C % Keep the top row visible while scrofling
|

thraugh the redt of the workshest,

Freeze First Column
Keep the first column visible while scrolling
thraugh the rest of the worksheet,
LR
1 ]

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 (JALT] [CTRL] if you are copying).

* Dirag 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
You can choose not to 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 multiple columns, highlight them.
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Insert Rows and Columns
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& Applications

1.6.3 Formula and Function

|:m-|m|'|'.lc
na #]'n-Fl:-’I*I‘-h'-"'f" appheation, at a very basic level, values are often

lih added, subtracted, multiplied
and divided. Excel recognizes formmilae because an e

| : al's sign precedes them {=).When
st balie fornmlac, the mathematical operators :Iclming the operation to be carried out are

a1 follows:

Adddition +
sSubtraction e
Multiplication *
Division !
Exponentiation *

Figure. Symbaols for Mathematical Operations

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

Typing Formulae

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

To enter a formula,
* Maove 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,

o X =B14C14D1
o T = b ='.i'l3'-:‘1‘§%i"ﬂ-'.?.ﬂ?“'.“ i

~ ISTUDENTE REPO Sgmiadiy
IAME  [ENGLISH [TAMIL _ [MATHS |TOTAL
sheela | 80| an| g7|aB1+C1+D1
Sathya | 89 89 El B
.. S A ) I 50| 98 i

Figure, Typing the ormula

Excel dutomatically recaleulates formulae. 1f you change one of the cells referenced in your

:':::jzula. 15 5000 a8 you press [ENTER] to confirm the changed value, your formula result will
L,
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Figure, Fill handle

1.6.4 Functions

Having maste
red by
PW [0 set up your own custom
ormulae
1 ﬂll: I:I'

calculations you wi
w‘sh_ I'i“WEVL
o i
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tiplic |
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and Elmie o
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= 2 s incividiee g
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18 Known as functiot®

Wi



T Uperating Sys

=S5LIM (132:0310)

The mame af the selected fumetion tells Excel what you want to do and the arguments generally

el Excel where the dara 15 that you want to caleulate.

To insert A fanction:
e Seloct the vell into which you insert your function

e From the Formulas ribbon, go to the function library tab and click on the Insert Function

t:’mt' ¥
bustton y

Autosum e
One of the most usctul 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 toalbar that will put the SUM function in the selected cell to obrain a total

mstanthy.

Function Box

There are some functions that are accessed more than others and for that reason, Excel gives
vou a slightly 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 sipn (=) 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,

* Sclect the function you require by clicking its name from the list.
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(hart Wizard

Excel allows ¥
within your sp
pchlight the data

gy — nterneiliate charts based off of information and daga
ate a column chart from the student grade data from before

o by greate Prasii

readsheets. | ot e

.

o present e rmation contained in the worksheet in a I-‘Jﬁihif formmat. Excel
: : . : 3 Ex
af charts mcloding Colomn, Line, Pie, Bar, Area, Scatter and more., T -“

o . r WEEW
the Insert Tab on the Ribhon.

Charts allosar Vo
affers many e

ihie chare available chick

Create a Chart

To Tcate 2 char,
e Sclect the cells that contain the data you want (o use in the chart.

e (Click the Insert tab on the Ribbon,
e Click the type of Chart you want to create,

T ookt - MiosotExcel

Daka Rewiew View Developer A

Modify a Chart
Once you have created a chart you ca

n do several things to modify the chart.

To move the cham,
e lick the Chart and Drag it another location on the same worksheer, or

o Click the Move Chart button on the Design tab,

o Choose the desired location (either a new sheet or a current sheet in the workbook).

Figure. Choosing the chart style
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Figure. Selecting the data source

To reverse the data displayed in the rows and columns,
* Click the Charte

* Click the Switch Row/Column button on the Dresign tab.

To modify the labels and titles,
* Click the Chart.

*® On the Layout tab, click the Chare Title or
* Change the Title and click Enter.

the Data Labels button.
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o Tools appear on the Ribbon when you click on the chart. "The toals sre located on
! 1 L I

i T“ 1’:r‘-i!ﬂ'r Layout, and Format. Within the Design tab you ean control the chart type,

jlipee Al Al ;
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Figure. Design tab

Within the Layout tab you can control

HSerting pictures, shapes and rest boxes, labels, axes
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CHAPTER 3: RETAIL SECTOR

3.1 Introduction

Inedia, being one of the most attractive CImorping miarkets, is expenencing a radical change in its
retail industry, Iapid developmeni of retatling in India has led to expansion of organised retail
gtores hoth in metros and i sivullor citics, The Iindian retail indusrr}r has crmerged as one of the
miost dyiame and Bst-paced imduostries due to the entry of several new players. [t accounts for
over 10 per cent of the country’s Gross Domestic Product ((GGIP) and around 8 per cent of the

employment, India s 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 supphiers, 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 gready increased in
complexity and sophistication. Similar developments in retail industry in India are inevicable
with nsing of major retail houses like Future Group, Rehance Retail, Shoppers’ Stop, and Maxox
Retail ete. Reetailing leads other sectors in costomer data capeure, data warehousing and analyses.
Ietailing, 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 Reetail Industry has immense potental as India has the second largest populanon with
affluent middle class, rapid urbamisation and solid growth of internet.

3.1.1 Market Size

India's recail market is expected to grow at a Compound Annual Growth Rate (CAGR) of 10
per cent to USE 1.6 million by 2026 from US§ 641 billion in 2016. While the overall recail
market is expected to grow ar 12 per cent per annum, modern trade would expand rwice as fast
at 200 per cent per annum and traditional trade ar 10 per cent. Indian retail marker is divided into
“Oirgamsed Retail Market” which is valued at $60 billion which is only 9 per cent of the total
sector and “Unorganised Letail Market constitutes the rest 91 per cent of the sector,

India’s Business to Business (B2B) e-commerce market 15 expected to reach USS 700 billion by
2020, Online retail s 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 USS 26 billion, of which
$3 hillion can be achieved in the next three years from 16 product categories, according to a
wudy by Federagon of Indian Clambers of Conunerce and Industry (FICCT) and Indian

Institute of Foreipn Trade (HFT).
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by FY2019.20, 4 per a joint report by India Direct Selling Association (IDSA) and PHp,

Indumn exports of locally made retail and lifestyle products grew ata CAGR of 10 PeT ceng fr,
2013 to 2016, The size of modem retail in India is expected to double to Rs. 171,800 g,
(LSS 25.7 billion) from Rs §7,100 crore (USS 13 billion) in three years driven by omni-chiyy
retail.

3.1.2 Investment Scenario

The Indian retsil trading has received Forcign Direct Investment (FD1) equity inflows totalirs
USE1.04 billion during April 2000 - June 2017, according to the Department of Induss
Policies and Promation {DIPP).

With the nsing need for consumer goods in different sectorg wcluding consumer electonie =

home appliances, many companies have mvested in the Indian recail space in the past i
maonths.

* US-based footwear company, Skechers, is planning to add 400-500 mare ewclusive oW
in India over the next five years and abo to launch ;

e oAk
s apparel and accessories colled™
a5 At increases its operations in Ingdiy.
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backs, and marketing,

Major sale on the Paytm mall for the “5""@?"}
1000 crore (US§ 156.14 million) for promeotion
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* lnvestments by privae cquity fims in Ingjay Petail sector reached UsS 200 millon
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s Future Group, a consumcr goods company in India has entered into a joint venture with
L]

Khimji Rumndas Group in UAE for selling garments in Oman with both the COMmpanics
having invested LSS 11.7 million each. The joint venture will first launch four o five

stores in Oman and prradually mcrease the count to 17 to 14,

s Amazon India plans to Jdonilsle irs storagze capacity i India by adding 14 new warehouses

by June 2017, aimed 4t maintaining apid groswth in sales and catenng o the remote parts

of Tadia,
Bang and Olufien, Pramish stereo and speaker system maker, has plans of setring up about

anlalane satellite stores by the end of FY 2007-18 in cities like Kolkata,

cight to ten &G
Hyderabad, Abmedabad, among others.

Watimart, wlobal retail gant, plans to open 50 new cash-and-carry stores in India over the

next three 1o four vears and locate half of the stores in Uttar Pradesh and Uttarakhand

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

Global e-commietee piant, Amazon is planning to enter the Indian food retailing sector by

mvestng LIS 515 mallion in the nexe five years, as per Mr Harsimrat Kaur Badal, Minister
of Food Processing Industries, Government of India,

US apparel remil major Gap Ine, has ded up with Arvind Group's fashion portal

MNNNow.com to sell its products online, which will help the retiler cxpand its presence

hevond metros and der=1 cities,

Hamlevs, has stated that India is one of the most important markets for Hamleys alobally,
and outlined plans of opening six more stores, taking its total store count in the counery

to 32 by the end of March 2017.

Roche Bobois Group, outlined plans of opening new stores in cities like Hyderabad,
Chennai. Pune, Kolkara 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 estare
asset platform Virtuous Retail, has acquired a portfolio of three shopping malls for USS
3001 million, and has committed an additional US$ 150 mullion as equity capital to expand

the portialio.
Future Consumer Ltd has formed a joint venture (JV) with UK’ largest whaolesaler,
Booker Group, with an investment of Rs 50 crore (US3 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 openmg around 30-40 big tlagship stores
across Delhi, Mumbai and Bengaluru, by 2020,

Mad Orver Donus (Maol2), outlined plans of expanding its operations in India by opening
nine new MO stores in Hyderabad and Chennai by March 2017,

Switzerland's luxury recil brand Bally, plans to re-enter the Indian markec in a joint
venture with Jeeliance Beands Lud, by opening its fiese store in New Delhi in March 2017,
and thercafter wiming w expand o four stores in Pelly, Mumbai, Kolkam and Chennai

over the next 3w 4 years,
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Future Group, a consumer goods company i India has entered into a joint venture with
Khimji Ramdas Group in UAE for selling garments in Oman with both the companies
having invested 1SS 11.7 muallion cach. The joint venture will firse liunch four to Gve
stores in Chnan and m-;.:hm”g.' wicrease the count o 17 to 14,

Amazon India plans to donble ws storagge capacity an India by adding 14 new warehouses

by June 2007, aimed at naintaining rapad growel i sales and catering to the remote parts

of India.

o Bang and Olafsen, Damsh stereo and speaker system maker, has plans of setting up about
eight to ten standalone saellite stores by the end of FY 2007-18 in cities like Kolkata,
Hyvderabad, Ahmedabad, among others.

e Walmuart, global retail smant, plans to open 50 new cash-and-carry stores in India over the
next three to four years and locate hall ol the stores in Uttar Pradesh and Urtarakhand
winle creating over 40,000 jobs in the two states,

o Global e-conunerce gant, Amazon is planning to enter the Indian food retailing sector by
mvesting USE 315 million in the next five years, as per Mr Hamsimrat Kaur Badal, Minseer
of Food Processing Industries, Government of India.

® US apparel retall major Gap Inc, has ded up with Arvind Group's fashion poral
NiNMNow.com to sell its products online, which will help the retailer expand its presence
bevond metros and cer-1 cities.

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

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

® A joint venture between Dutch asser manager APG Asser Management and real estate
asset platdorm Virtuous Fletail, has acquired a portfolio of three shopping malls for 1SS
300 million, and has commirted an additional 1TS§ 150 million as equity capital to expand
the portfolio.

s Foture Consumer Led 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 6{-70

casli-and-carry stores in India in the pext 3-4 years,

e Adidas India Prvate Linited, outlined plans of opening around 30-40 big flagship stores
serass Delhi, Mumbar and Bengalury, by 2020,

* Mad Over Dono (Maol), outlined plans ol expanding its operations in India by opening
mune pew MO stares in Hyderibad and Chenna by March 2017,

o Switzerland's luxury recol brand Bally, plans o re-enter the Indian market in a joint
venture with feeliance Brands Lud, by opening its first store in New Dethi in March 2017,
and thereafter aming 1o i.xp.-uul to four stores in Delhi, Muombai, Kolkata and Chenna
over the next 3 w 4 year.
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3.1.4 Government Initiatives

The Government of India has aken vanows initatives o improve the retail industry in India

e The Government of Fadia may change the Foreign Direct Investme

! : nt (FI rules in food
PrOCERSITg, 11 4 bl 1y preriml e-commerce companics and ﬁ:lu'll!ﬂ retailers to sell Made in
Tovcdia covisoanes 11n1ullll t%,

e Govermment of India bas allosved 100 per cent Foreign Direct Investiment {FD20) in online
retal of goods and services through the automatic route, therehy providing clarity on the
existing busnesses of e-conmmitee companies operating in lndia,

3.2 Types of Stores

It 35 a0 retailing that very drastic varations have happened during the kst two decades. Some
mstitutions have  disappeared  whereas newer ones have been added. This process of
deletion/addition still lasts m 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,
e,

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

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

DMscount Stores

[Hscount stores also offér a huge variety of products to the end-users bur ar a discounted rate.
The discount stores usually offer a limited range and the quality in certain cases might be a lietle
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 household ftems, propedy placed and orgamized
in spectfic departmenes 15 called a supenmarket, A superimarket is an advanced form of the snall
grocery stores and caters to the household needs of the conswmer. The various food products
fineat, vepetables, dary products, juices ete)) are all propeely displived at their respective
departments to catch the attention ol the customens and for them to pick any merchandise
dependent on their chowce and need,

Warehouse Stores
A retail forrat which sells lmiated stock in bulk at a reduced rage is called as warchouse store.
Warehouse supplies do not hother puch about the interions of the store and the products are
not properly displayed.
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3.3 Types of Merchandising

i and selling prodocts 1o ",
oo . BrChee rocess of displiying . 4
Merchandising 1s the practice and p to influence customer inteng 4 Ceach

§ 8 FERTLT
Whether diginal or in-store, retailers use merchandising

thear sales goals

o : : 1sing techiique
In both brick-and-mortar and digntal stores, a variery ﬂFmEi'Llhaﬂ'iﬁmH = qw—f are us
artange products, communicate their value, and create an optimal Cl‘rsmlT:cr En.:fpenmcn Mm
disciplines fit under the umbrella of merchandising, and there are a variety o ”R":hﬂ-"vdlmg

types.

Retail Merchandising
Retail Merchandising refers o the various activities which contribute to the sale of produes i

the consumers far their end use, Every retail store has its own line of merchandise g offer

the customers. The display of the merchandise plays an impartant role in attrac ting the customa
into the store and prompring them to purchase as well, Merchandising helps in the atmess
display of the produces at the store in order to increase their safe and generate revenues for the
reeail store. Merchandising helps in the sensible presentation of the products available for ulem
entice the customers and make chem a brand levyalist.

The display of merchandise at the store Phys an important role in attracting the customers B8
the store. The display of the products at the retail store goes 5 long way in influencing the buyis
behaviour of the consumeys, The presentation of the produces s essental to l.'l'l:‘:lh,' cha B
impression in the minds of the CONSUIMErS,

{ . reass Merchandising

o merchandising mentions to i e display of contlicting a4 unrelited products togethé”
camn addaonal incomes for the store. Products from, different capegpp.. . ai:.; ‘ : e
place for the customers 1o find a relation ong them ynd M k 48 rflr.s are Kept tog

Ck up all,

According o cross merchandising:
* Unrelated products are displayeq together
!

* The retailer imakes profirs by linking Products which

4
. T sense
belong to differen Categories, e not related inoany
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* Cross Merchandising helps the customers to know about the various aptions which would
complement their product.

s Cross Merchandising makes shopping a pleasurable CXPETienoe a8 ib saves CUstomer's

precious tne.

The custoaner the first instance can’t 1|.‘.|."'g." decide whiat :||| Ell_- neels apart |!':r~|-}r:|1 the F.Irndl.lL'E
he has already purchased. Through cross merchandising, the retailer sintartly eries his level best

to convinee the customens o buy additional products apart from his existing list,

Cross merchandising will typically Iabour best if you have marketing signape that makes it very
clear o vour shoppers what the intent of the three items are. As an example, lmagine a
beautfully displived end cap containing the above mentioned organic cereal, soy milk, and
bananas, Add m 2 mice sign or banner which might read “Start Your Day with the Right
Breakfst”, Just that simple sentence can have a nujor impact on the movement of these items.
Even though it may scem obvious that this promotion is all about breakfast foods, by actually
puttng the word "breakfast” visually in frone of your customers, you have made the intent of
the display clear and undentandable, and therefore easier to shop,

Visual Merchandising

The ant of growing the sale of products by efficiently and sensibly showing them at the retail
outlet 15 called as visual merchandising, Visual merchandising refers to the artstic display of the
merchandise to attrace the potential buyers, prompt them to buy and eventually increase the

sales of the store. In simpler words, visual merchandising is the arc 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 imporrant 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
thrawn in heaps.

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

Why Visual Merchandising?
*  Visual Merchandising helps the consumers to easily find ot what they are looking for,
* It helps the costomiers o know about the latest trends in fshion,

The customer withom any help can actually decide what be intends to buy.

It increases the sales of e store and results i inereased level of customer satisfiction.
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to work, Showing potential here could get one to the top quickly, The At i s
engross excellent orEanisition and dealing with customens, so first-rate DO e
people skills are of paramount inportance, Store Operations is the frontine and the face i
reta] business,

It i 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 praduate recruitment programmes, the place where
tramee myanagers leam the tricks of the tade and what 15 most very important to all retailers; the
art of selhng and giving the customers an exciting and ulfilling 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 wath a siile.
®* The store should not give a chaotic look,

* The products should be properly amanged on the shelves according to their sizes and
patrerns. Make sure products do not fall off the shelves.

= There should be no foul odor in the store as it irritaces the customers.

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

» MNever dump unnecessary packing boxes, hangers or clothes in the dressing room. Kecp 1t
clean.

o Making sure the customers are well artended.

o MNot 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.

o Not allowing the customers (o carry more than theee dresses at one ome to the tnal room.

s Imwllation of COTY's and cameras to keep a close ebservation on the customers.

s FEach and every merchandise should have a secunty tg.

e Asking the store helpers to submit carry hags at the seconty.
s Making sure the sales representative handle the produces carefully.

Clathes should nor be having unwanted stains or dust marks as they lose appeal and Eul o
smppress the customers.

o Installing 2 generator for power backup and to avoid unnecessary blck outs.
s Keeping expensive prodicts in closed cabiets.

* Instructng the children _|_:|.;:!:_ 1o taiich breakable products.

¢ The customers should _]uﬁg:...:-musc ol Teehng safe inside the store.
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3.4.4 Inventory and Stock Management

* The retatler must ensure to management of mventory to avoid being “out of stock’
* FEvery retail chain should have its own storehouse to stock the merchandise.
* Taking adequate steps to prevent loss of nventory and stock
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retail stores mmay combine many sectors together under one division, while larper stores create
varous divisions for each parmcular funcoion along with many layery of management.

For example, the amall specialty shop may uve all of s emplovers under one category called
Store Odperations, A linge departmoent store may lave a complete ﬁ*ﬂrri-'ilrl'imlhg of a manager,
assistant manager and sales associates for its Sporting Goods department. Home and Garde n, Bed
and Bath, and each additional department,

In erder to define the store's organization, start by specifyig all tasks that need to be performed.
Then diade those responsibilities among various individuals or channels, Grroup and classify
cach task mto a job with a ttle and description. The final step 15 to develop an organizational
chart.

3.4.6 Importance of Store Organization

Store Layout

Why s good layout so importane? s 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 satsfacton is the ease with which the customer finds his way in the store. Besides, the
customer expects 10 be led along the main departments of the store, Therefore 3 good layout is
a matter of customer satisfaction.

Of course, there are also commercial factors that argue in favour of the impartance of a good
lavour, A good layour provides you with the opportunity of influencing store tumover, The
appropriate shelf layout, the arrangement of the produce range or a well-thought out spor for
special offers all have a direct effect on turnover. So 1 good layout may very well ereate a boom
i & store's mrnmover! .

Finally, of course, the layour also has an organisational component. Each store has it own best
sofution for logistcs problems. This applics especially to stores with a fast turnover of goods,
stores that sell produces that are difficult o market or produces that take up a large amount of
space cte. Defining specific conditions is an absolute necessity for the sale of goods that require
# ceran (sales) ambiance, And, finally, it is important 10 keep both customers and sales
cinployecs satsfied,

Purposes of the Store Layout
A good store layout serves many purpases, such as for instance custonier fow, the prevention
ol shoplifting and logsics. The main purposes are discussed in greater dewil below.
s Customer flow
One of the maing Jrurproses of the layoun s undoubredly 1o create smooth customer low

through the store. To athiewe dids, it 1s unportant to create the right balance berween fast
and smooth (customer) o “the one hand and provision of space on the other.
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to respond rapudly to seasonal changes. A good layout allows for this. Flexibilivy is key where

the nead for space, margm i the marker and presentaton are concerned,

3.5 Retail Advertising

Advertmsmg i how a company encourages idividoals o purchase their products, services or
ideas, An advertisenent (or "l for short) s everything thar pulls good attention wwards these
thangs. [t wsally desipaned l”.'- anadvertising assistnee for an adentificd spasiisar, and perdormied
theongh a varen of media, Ads appear on relevision, as well as radio, newspapers, nagszines

amd as ballboards o streets and ciries.

Parpose of advertising

The basie goal of advertising 15 10 create awareness in the atentions of people, about the
availabality of products and services and impact them o buy the sone, The olonuce aim is to
enhunce the sales of the organization. Some of the Purposes of advertising are:

* Conunumcates information: Ooe of the most imporaat purposes of advertising is to
canvey or conmnuicate 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 poods 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 faces about new
produces and services which enter the market, through advertising. Besides, the request
for existing products and services has to be maincined as well as enbanced with the help
of advertising. The ultimate purpose is o improve sales cicher 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 marker, the prospective buyers
automatically become interested to buy such products and services. In chis way, advertsing
supports the efforts of the sales force of an organization and creates ground for the salesmen
to approach the prospective buyers,

Edocates 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 utilivy of several products and services,

Builds poudwill: Advertising helps the purpose of promoting  fdendlines for the
orgamzanon. Many advertisements aim ot impressing the consumers that the firm s
patrionc, progressive, maginative and very much worned with quality. This creates
povdwall i the muinds of the general public aboue the Gem, This goes a long way in
creating a favourable impression about the organization on the prospective buyers.
Creates imagpe for the product or service: Another significant purpose ol promaotion is to
create an dnage both for the produce as well as for the organizaton. This s done by
emnphasizing the charactenstic featores of the products or services through adverhisements,
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Advertisements have taghines to creare awareness of a product or service in the most effics
way,

* The tagline has to be TP and remmarkable to create the desired impacr,

* The tagline should noy be long-lasting else the effect gots nullified.
®* |t has to be catchy,

® It should be simple to memorize,
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feed. Advertisers aedvertised their offerings and value propositions with lietde regard for the
diverse necds, wstes, and values of consumers.

OMien, this "one size (s all® approach was oty il ||||I1|-IF-.|‘||[ diue o the

measuring resalts incterms of sales, Bt as methoads for collecting

lack of tools for
anel analyzing consumer data

o, marketers were progressively
able to comrelate promotonal activitkes with consiiner |1un-|;|_|i,i|,r_.| P

through single—sonrce technolopy such as store scanners WP

attens,. Companies also

began o dowesize their operations and expand marketing tasks within their QrErEations,
Advertmmg agencies were also expected o understand and provide all marketing functions, not

st adventisog, for their clicims,

Foday, comporate  markering budprets are allocated woward  irade PrOmIOtiong, Consamer
promotons, branding, public relagons, and achvertising. The allocation of communication
budgens away from mass media and raditions) acbvertsing has raised the importance of IMC
miportance for effective marketing, Mow, marketing is viewed more 25 a two-wa ¥ COnversation
between marketers and consumers.

3.6.2 Benefits of IMC

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

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

* It is more effective: When you integrate your campaign it will be miore effective. By
conununicating  constantly  via a vadety of channels, you are reinforcing your
communicatnon which, in turn, makes your message more powerful. The uniformicy of
your message will raise make awareness and ruse, and will lead to the customer thinking
af you fiest when they are ready to buy or make a reference to a friend or colleague,

* Increased efliciency: Integrating your campaign will help you to modernize YOUT Process,
Once you have definite on the single pronged approach that will be implemented across
your varous clannels, you will find that you luve a ruch less complicated campaign to
rurn. Instead of needing o create varions resources for different sping of the campaizm, you
can utlize the same mmagery and messages throughout and eut down on planning,
mieetimgs and resource.

* You will save money: Photography, graphics and content are costly to 1 business. By
mtegrating your cinpagn you will eliminate the need for repettion, as when you
mitegrate, your share across chunnels and this will save you bodh woney and valuable fme.

* You will increase morale: An um*ur.'m'tl CATPAE Ll do o lor of good N terns of
butlding trust 1n your brand and mcreasing, revenue, but it can also lielp your business

83




- das [ I'H.I]I t“‘EE‘LhL
; ot team h i
i ated campalpn ¥ . T i
1] \ HET] "“':1-‘.111“.' I :l-.rlgl'_-t“-_'!'rr nt ﬂn
: 1 Wohen yon rin o
‘met n o of  commmumscaion o ong
anidd stav o

’ Ehir,: !
¥ owil g My
tEEﬁitn

Teady g o N

oy

he work done 1 4,
ile, bur the
¥ LCATEL IV : i

TS e cammpatgn g 2 ; Jl-ailed machine
EAMsE e ey ol 4 Cliontn Fovker i v

; Is wall alsor Tave trmes
miileple cliannels will ;
the nex VAT i,

3.6.3 Management of IMC in Retail
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The first step wowards imanaging e prated marketing communication
tarpet andience, You necd to understand, who are tie cosn ners wanild

Lo dentify the
actually benent
o your producis, Underscand thewr needs and expectation,

e The second step s o know sl you intend to comimumicare, Me bragl pircsircstiosr bracly

waorthil help vnless and vt you are really sure of swhar you warnt e shore w

ith your
|111l-.'||l|-l-| Al existing costonery

o Carefully desipn vour messapge. Clheelk the coment ol the INCSEIEE, INUSARE Structure,
fosmmiat, spellings aml sooon,

®  The next step w to wdentity the various channels of commmmication, You need to b really

carelul while selecting the chunnel of conumunication so that th

* Hight messpe pocs to
the night customer at the right place and rphil time,

o Allocate vight resonrees for brand promotion. Decide how much can yoru sprend on varous
marketing and promotional actvities, A marketer needs 1o wiscly assign budgers for
various promotional actvities such as advertising, P activities, banners and so on.

-

The most crucial step s o nessure the results of integrated nrketing communication.
Fandd ot whether the combination of all muarketing tools has actally helped you reach a
wider audience and promote your brimds more effectively.

3.7 Sales Promotion

Sales promonion aims to provide a short-term boost to sales. While a frank price cut is one
option, sales rmse looks for alternatives that are more cost=effective - costing less o implement
but providing a bigger increase in sales. Another category of sales promotion focuses on outlees
where your product 1s sold. Visual merchandising shows aim to make vour product more visible,
ERCOUraging consumers 1o make an impulse purchase or to choose your brand rather than a
vampenton. As well as pomt-of-sale displays, merchandising options include ENCOuragng
retatlers to devote more shelf space to your goods or offering specially packaged products.

Sales proomotions are often mixed up with advertising, For instance, a television advertisement
mentionimng a contest awarding winners with a free tmp to a Caribbean Bland mav give the
contest the appearance of advertising. While the distribution of the marketer's message through
relevision media is cenainly labeled as advertising, what is contiined in the message, namely the
contest, is considered a sales promaotion,

Sales are the Tifeblood of a buaness-without sales there would be no trade in the first place;
therefore it is very vital that i a business wants o succeed, it should have a sales Proumonion
strategey in nund. The F!Till}il!’}" ullji,'cti'.rr ool i mles ]'lrmlmtinrl i% 10 improve a cOnmpany's sales h-‘.,r
forecasting and mindifying your targer costomer's purchasing bebavior and patterns. Sales
prennation s very inportant as it not only helps w boost sales but it also helps 2 business to diw
new clients whole ar the same tme retining older ones,

A business can promowe isell through and effective sales promotion becase it savs something
abonat work amd helps the business wo wdenufy themselves. They can be o low-cost way of
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sell and extend and reinfarce your beand, Loyalty programs can be an effective sl Prumge,
tool and allow you te trck snd mcasire your results,

Inaginatively and carefally plinped sales promotions can deliver Tong-tern benesy 03
omganization. Often naog surprisingly, they look like last minure PaInic measires ang o
signal failure, not sueces, Omne well-planned, far-reaching promotion i« better than hemd
little one-off thae bear no relation to the ovenl| skratepy. As the e
ol is sales or ransactions. However, promotions can byt plnne
period witlin 2 specific market SCEIMENt, 50 it is not

e implivs — the s
o to increase sales overaly
always about inmmediate resuls,
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to stock new products or deal with new services, Free samples, trade diseounts, eash

digcounts are basically sales promotion measisres,

e To attract new customers: Sales promotion measured abio play a significant role in
attracting new costomers for an onaniation. Wally, new costomens are those persons
that are won away fronn other Binos, Sanples, pfts, prizes, ete. are used o CNCOunge
comsumers too iy A oew brand or shile their patromape to new dealers,

o To mduce existing costoaners o buy more: Sales promotion devices are most often used
po mnduee the existing customers of a finn ta buy more, Product qu_-v.rl;;lur:.““_-m, offering
three |1-|1.1-|.11I'. 5 at the cost of (RLUR N dlisconimi CEMTMIIS, ARG SO ol the sales [T
devices wsed by firms to motivate the existing buyers to buy more of a specific product,

e Helps the firm to remam competitive: Most of the companics undertake sales promotion
actianes moorder to remain in the competitive market, Therefore, in the modern
competiive world no finn can cscape the responsibility of undertaking sales promotion
ATTIVINES.

® To merease sales in off-seasons: Many products like air-coolers, fans, refnigerators; air-
condiioners, cold drnks, room heaters, ete. 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, finms try to encourage the purchase of such goods
i off-seasons alko. That is the main reason behind discounts and off-season price
reductions of such items in the market during slack seasons.

* To add o the stock of the dealers: Dealers like wholesalers and retailerss usually deal with
a variety of goods, Their selling activity becomes casier when the manuficturer
supplements their efforts by sales promotion measures, When 4 product or service is well
supported by sales promotion, dealers are automatically induced to have more of such
TLCTTRS.

3.7.2 Limitations

Sales promonon 15 a powerful and effective method o produce immediate short period positive
results; it 1 not a remedy for a bad product or bad adverdsing. In fact, & promotion is speed up
the killing of a bad product. Some of them are listed below:

* Increased price sensitivity: Frequently promoted brands in the produce category, especially
on the basis of value, make consumers and traders more price sensitive pot only for the
promoted brands but for wther brands as well in the similar product category. Consurmers
wait for the prometion deals 1o be announced and then purchase the product. Ths 1
true even for brands where brand loyalty exists, Customers wait and timne their purchases
to coincde with promotional offers on their preferred brands,

= Dhuabiey imape ey berome amished: 11 the promotons i a product category have been
rare, ur the product occurs w be of high involvement category, the campaigns could have
A neginive eflecy about s gquality imape, Consumens may stare doubting chat perhaps the
product has not beer selling well, the quality of the product s true comypared o the price
or the product is hkely to be dissontinned because it has become outdated
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Heavy wse of sales promotion, in certain product categones, may be responsible frir tm

brand quahiey mage diluton.

The anmument given in Bvor is that companics should develop superior produces 0T seniy
whch are better than competitors and consumer should be convineed through APPrOpPris
tocused advertising about the superiority of the product and it image,

This wall result an lasting brand identities reflecting consumer values. Then there wil bey

need to offer any extra benefics: only the lasting brand image will keep customens loval e
brand.

3.7.3 Tools

Advertsing, prometions, social media and public relatio
different and specific methods. Salec advertisings
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e Buy One,
Offering a free product if the consumer pureliases one 15 a tine-honored sales promotion

that works for ceveral reasons 10 vour margins are high enough, you might be able to
evets for bosth products at your selling price for ance. This type of promotion
au 1o donble the amount of e the consmmmer uses your procduct, potentially

tor a better experience and an aflimty for vour product, This stategry also can help

oy o SR ":iJ.i

§ |

Get One Free: Consumens lowve a gooud deal, and they love frechics even more.

COVET Your o
allows w
leadmg
vour decrease your dependence on costly, frec-sample piveaways.

Point-ol-Mirchase Display: To stimulate impulbse buys or to remind regular clients not
to leave the store without an exact prtuhut, nurketers have used in-store displays for
generations. These are signs, racks or other physical promational pieces that sand our
from their surroundings while touting a particular product or offer.

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 i 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 epps or orange juice to even out the promaotion financially. Some
cateries offer entrée or sandwiches as loss leaders becavse they make enough profits on
additional sales of soups, salads, fries, drinks and desserts to turn a profit. Loss leaders aften
have a dual goal of generating a profit and getting consumers into a store to stimulate
furire 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
3 comumon process and data model, covering broad and deep operational end-to-end processes,
such as those found in finance, HR,, distobution, manulactunng, service and the supply chain.

ERP applications automate and support a range of administrative and operstional business
ProOCesses across multiple industries, including line of business, customer-facing, adminstratve
and the asset management aspeces of an enterprise. However, ERP deployments tend to come
ar a sigrnificant price, and the business benefits are difficult to justify and understand.

Lok for husiness benefits in lour areas:

I'T cost savangs,
Husiness process elficicney,
As a business process platform for process standardization and

As a catalyst for husiness innovanon.

Mast enterprises focus on the first two arcas, because they are the easiest to quantity; however,
the latier two areas often have the nnost significant impact on the enterprise.
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* Castomer relationship manageinent: Improve customer “ mm"‘l‘ﬂq
upsell apportunities, o
* Project management: Get what you ieed ta deliver work on time and on h“dm'ﬂ:;
better hilling and project nrotitoring. L.
* Humuan resources management: Get help attracting and retaining good employ,, o
tools to help hire, manage, and pay your teamn.

*  Dusinesy intelligence: Make smart decisions with easy-to-use TEPOING, anajyy -
business intelligence tools,

3.9 Supply Chain Management

Supply Chain Management is the manmagement of a nerwork of interconnected iy
nvolved in the ultimage provision of praduct and service packages required by end cimome
{(Hardand, 199¢), Supply Chain Managenent pans all movement and storage of raw mend

work-in-process inventory, and finished Boods from point of ongin to point of consungs
{(supply chain),

Supply chain management (SCM) is 2 process useq by companies to ensyre thar their 17
chain is efficient angd cost-cffective. A supply chaj

1n i3 the collection of steps that a company 2t

0 tmansform rw components jncg the final prodyer The following ary fiye basic compees
of SCM.

1) Plan

2) Develop {Source)

3) Make

4) Deliver

5) Meetum
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o Develop (Source): ”“.,.I”.l: v the next .!.T.'IHL- n supply chain management It involves

building a strong relationshap WI.H.. '*'”l"F‘l"-'."" of the rw materials needed i making the
praduct the company delivers, This phase l.ll'unl‘.r-.'q. not only wlentifying relighle supplicrs
bt abso planming methods Tor shipping, delivery, an Payiient,
Companies mnst choose aipphiers o deliver the goods and serviees they need o Create
thewr product. Theretore, supply chain MianageTs must '!"'-’L‘|”F1 aset of Pricing, dl:'lju.rl:'t".-"
and paymmient proe s witly suppliers and create metricy fiir rrlnuiturj:l;.; ki Improving
the relanonships. And then, SCM managers can Pt together processes for managing their
pods amd services mventory, including receiving and """r'rl-!r"llli-'. *hjt!mf:mu;, li’-lmﬁ'n'ing
q.hrln o the manufactunmg Getlities and aothorizing supplicr payements

o Make: A the thind stage, make, the product 5 manufictured, tested, packaged, and
scheduled for delivery, Tlhis is the manufacturing step, Supply chain managers sehedle
the activibies nedessiny for production, testing, p;u:k;lgiuu and preparation for rll:]wr_'n.-',
Thas 1s the most mctric-itensive portion of the supply chain - one where cotmpanies are
able 1o measure quality levels, production output and worker productiviey.

* Deliver: Then. at the logistics phase, customer orders are received and delivery of the
poods is plamed. This (ourth stage of supply chain anagement stige is aptly named
deliver.

This s 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.

* Retom: The final stage ef supply chain management is called return, As the name suggests,
dunng this stage, customers may return defective products. The com panty will also address
tustomer questions in this stage, This can be a problematic part of the supply chain for
hany companies. Supply chain planners have to ereate 3 responsive and flexible necwork
for receiving defective and excess products back from their customers and supporting
customers who have problems with delivered products,

T ensure that the supply chain is operating as efficient as possible and generating the highest
level of costaimer satisfaction at the lowest cost, compamies have adopted Supply Chan
Management processes and associated technology. Supply Chain Management has three levels
oF actvities that different parts of the company will focus on: strtesic; tactical: and operanonal.

E'I:LF:I'H‘_;;H
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L company tmagement will be looking o high level strategic decisions conceming
the while

UrEnzaton, such 45 the sige and Jocation ol manufacturing sites, partnerships with
L ETR et T -
PPhen, produ s wy e manufactured and sales markets.
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o activities ing lud Iruih:h|1H-1'I-‘lil'-l'“"°‘|‘ii“ with supplicrs and customers, and integratng
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3.9.2 Key Features of Supply Chain Management

supply chain softwares are robust, leature-rich technology softwares that enhance operations

froan end-to-eiul.

Todav's popular supply chain software can help companies achieve and maintain a competitive
edge by empowering them o streambine and enhance their most important supply chain
aperanons from stant to Bosl, Watls supply chain softwire in plice, orgainizations can maximize
cost-etlicieney, merease productivity, and give their bottom line a big boose.

Thes tunctonality is designed to fully automate and support supply chain processes from end-
-, and meludes:

Inventory Management

I ", ! w, Kl i i - 5 '
With 4 supply chain package, companies can significantly improve the way they track and
nuanage their supplics of raw materials and components needed for production, finished goods
ko satisfy open sales orders, and spare parts required for ficld service and support. Tlis eluninates

cxcess and waste, frees up valuable real estite for other important purposes, and minimizes
related storage costs,

Crder Management

Supply cliag : ' . . ;
Pty chain sofivare can dramatically accelerate the execution of the entire order-to-delvery

eycle by helping ¢ ' ' | I
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3.10 Job Roles

erviewe of some of the top rewil gobs, including what the Jab entails, the
Here's an overy

,.||,|,'||I|5l.

gons needed o per lured, andd the median carmings.
.J L

::::::1-1; amed purchasing agens buy the |1I"|:HII|!|:'|:'E. soled in retail stones, They are responsible
for evaluating vendors, negotiating prices, ordering, and arranging delivery schedules. One
of the perks is getting to attend trade shows to check out what's new. At large retaflers,
buvers work out of corporate headguarters, Smaller orpanizations may have an in-house
buvyer,

Clashicr

This i=n’t the best paying rewail job, but it's one where there are no formal educational
requircients for new hires. You can apply online at most major retailers, and on the joh
rraining is provided, Opportunities are available ac department stores, EFOCEry stores, gas
stations, and other retail establishments. Positons arc plenaful, with 2.8 million people
emploved as cashiers in 2015, Many positions are part-time, though some employers offer
benetit,

Customer Service Rlepresentative

There are many different customer service roles in retil, The job could be working at che
customer service desk handling returns and payments, providing product information and
pricing to customers, or responding to mquiries about availability and delivery,
Demonstrator/Product Promoter

Demonstrators and product promaoters share information on new products, and products
which are being promoted, Depending on where vou waork. you could be giving away
tood or beverage samples, suggesting makeup options to customers, sharing information
an products in the store, or otherwise getting customers to notice the product vou're
pitching.
Department Manager

A department manager is responsible for one section of a retail store. F

or example, grocery
stares: haye

managers for produce, frozen food, meat and seafood, and dairy. This job
could be-a promotion from g stock or associate
candidates with experience in that departinent,
Distrier Manager

District Managers handle
Supervise aperations and i
IT Coordinatar

Mewil IT Conrduators provide operations and use

Y mclude hardware, sofiware, mobile,
oubileshion g re

Job, or the emplover could recruit

A proup of stores, uswally within a peographic tertitory. They
anage the stores within their Tegion.

Fsupport for retailers, Responsibalines
messaging, and server support. 1T Coondinators
solve ssues, and upprade aud MEdntIn store systems.

Human esonrees Manapger/ 1

raining Manager
| |1.IrIL|r|

Moesiupees M

Aagers are respomsible for recraiting, hiring, training, and employee
Febitions, | ),

P I-I.IIIII.'__“H th' rL'L.Illv..'r. this rele corglid o cither a store or COrponiie I_'I-{h] L1
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. Sales Associate
This is 4 hgh employment occupation, with 4.3 million retail salespersans employed in

the ULS. in 2015, and 7 pereent expected growth between 2014-2024, It isn't a high
[ when Yo [l“;l-: sl ihe AV e ]JI‘HH'I}" Fate, bt there iy e an nppﬂnunjw by

pay."iu_s:jﬂ
an add up when you're selling high ticket items like furniture

COTTIIIESION, That ¢

gar
o8, or automaobiles.

appliane
Srore Manager
Manager fs tesponsible for the day-to-day operations of the store including

The Store
cnstomer service, productivity, promotions, and profitability. The role may

mveniory,
nelude hinng, scheduling, raining, and managing employees.

Team Leader/ Assistant Manager

A retail Assistant Manager helps the Store Manager with day-to-day operations,
Depending on the size of the store, job responsibilities may inchide oversight of a specific

srea of the store or assisting with general management.




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 downturm 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 insticutions. Public-sector banks control more than 70
per cent of the banking systemn assets, thereby leaving a comparatively smaller share for its private
peers. Banks are also encouraging their customers to manage their finances using mobile phornes.

'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:

» 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.

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

e 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

financing activities.

® The Insurance Regulatory and Development Authority of India (IRIDA) has allowed
nsurers to mvest up to 10 per cent in additional der 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 Reeserve Bank of India

for permission to establish a local subsidiary in India, with the vision to create a retail
branch network in India.

e 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.

e IndiaPost has received the final license from RBI to start its payment bank dperations,
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 defiries a bank a5 "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 easy 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 utility
services and agency services.
7. Profit and Service Orientation
A bank is a profit seeking institution having service oriented approach.
8. Ever increasing functions
Bankiﬁg is an evolationary 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” 10 its name to enable people to know that it
is a bank and that it is deahng 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 fo]lomng

types:

_Types of Banks
h 4 ¥ . v
. Development Specialised
Central B?.mk Banks Banks
L 4 w
Commercial Banks Co-operative Banks

o Public Sector Banks » Primary Credit Societies

e 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. It 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
1§sue 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
®. Public Sector Banks
These are banks where majority stake is held by the Government of India or Reserve

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

. 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 Jarmmu and Kashmir Bank Ltd., Bank of Rajasthan Ltd., Development Credit Bank
Ltd, Lord Xrishna Bank Ltd., Bharat Ovexseas Bank Ltd., Global Trust Bank, Vysya Bank,
ete, ' '

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 & Cbartered Bank, Grindlay’s Bark, 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 commeon 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 gnidelines set and issued by the Reserve
Bank of India.

Types of Co-operative Banks

- » Primary Credit Socicties
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.

* 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 coﬂ—operatiﬁe banks.

* State Co-operative Banks
These are the apex (highest level) co-operative barks 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. '

» 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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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.

. 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
ate: 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

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

Undertake government business like payment of pension, collecton of direct tax (e.g.
income tax} and indirect tax like excise duty.

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

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

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 receipts 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.

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.

Trustee and Executor: Banks also act as trustees and executors of the property of their
customers on their advice.




* Remittance of Money: Banks also remit money from one place to the other through bank

drafts or mail or telegraphic transfers.

B. General Utility Functions

s 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
is very nominal.

¢ 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 statistical data collected by them.

» Help in Transportation of Goods: Big businessmen or industrialists after consigning goods
to their retailers send the Railway R.eceipt 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 seeking 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.

¢ 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.

o 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

of 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 |
the customers. They help in availing loans from non-banking financial institutions. i

4.1.6 Types of Bank Accounts

With the advancement in banking technology, many banks are offering tailor made products w0
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 2 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)

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

Total credit should not exceed 1Lakh rupeesin 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.

B. 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 year.
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 Account-

=

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.

Pzyments can be done uplimited number of times.

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

Intemet banking facility is available.

Recurring Deposit Account (Cumulative 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
cligible 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 affer 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 s classified as ‘Short
Deposits’.

The minimum amount that can be deposited under this scheme is Rs. 5 lakh for a period

Cof 7-14 days.

Fixed Deposit Receipt

Any resident individual- single accounts, 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, earnest
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. '

Interese 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

An individual, Non-Resident Indian, Foreign lnstiputional 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 1D/ 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

NR.O (Non-Resident Ordinary Rupees) Account
NRE (Non-Resident External Rupees) Account
FCNR. (Foreign Currency Non-Resident) Account

Specifics NRO NRE FCNR
' NRIs / PIOs / OCls NRIs / PIOs / OCls
] o : (Individuals / entities of - | (Individuals / entities of
Accognt Any- In@v14uﬂ resident Bangladesh / Pakistan Bangladesh / Pakistan
Opening outside India j . ? :
require prior approval of {require prior approval of
RBI RBI
In 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-resident
individuals. With 2 local |individuals. With a local |individuals. With a local
Account ' - \ : , , :
close relative on 'former |close relative on 'former |close relative on former
Or survivor basis' or survivor basis' or survivor basis'
Money in . . ' US dollar, pound
which Indian Rupees Indian Rupees stetling, Yen, Euro,




account i Australian dollar &
denominated Canadian dollar
Nomination |Allowable _ Allowable Altowable
Account Savings, Current, Fixed, |Savings, Current, Fixed, .
Type Recurring deposit Recurring deposit | Term Deposit only

Interest Rate

Banks are allowed to
determine interest rates

Banks are allowed to
determine interest rates

Banks are allowed to
determine interest rates

for Deposits for Deposits for Deposits
Fixed . . .
3 o As applicable to resident |Min — 1 year Not less than 1 year and
deposits ,
period accounts Max — 10 years not more than 5 years

TDS on Interest received

Income Tax |on NRO deposits to be | Not Taxable Not Taxable
deducted at 30.90%

R epatriability [ Not Repatriable. Repatriable Repatriable

%r?;izs 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 . .
. requirements requirements
parties
Loans in . . 1) Without any financial
Abroad Without any financial ceiling on the loan

1)To account

1) Not Permitted

ceiling on the loan
amount subject to

amount subject to

holder 2) Not Permitted standard mared standard margin
2)To third . g requiresents
parties requirements 2y Not Permitted
Foreign

Currency

leans India

1)To 1) Not Permitted 1) Not Permitted 1) Permitted
Account 2) Not Permitted 2) Not Permitted 2) Not Permitted
holder

2)To third

parties

4,1.7 E-banking (Electronic Banking)

With advancement in information and communication technology, barking 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 th:ough 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 ‘electrenic 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 corrvenient 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 bave 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 G_overnment Initiatives

® Under Pradban 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, Govemnment 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, 2016, 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 economic 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 Bankig 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 barnks 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 carnpaign 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
Tatwan dellar denominated futures contract that will track the National Stock Exchange's
{INSE) Nifty 50 index, thereby providing international investors with more efficient access
to the Indian capital market.

Warburg Pincus LLC, the US-based private equity firmn, 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 mullion to
capitalise its real estate-focused non-banking financial company {NBFC) named Rising
Straits Finance Co. Pvt. Led, 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
d.eal worth US$ 130 million.

Avendus Capital plans to start its structured finance business with a dedicated fund of size
Rs 500 crore (US$ 73 mullion), which will be prmarily raised from domestic investors,
and will aim for investmemts in growth companies, mid-market companies and

opportumnities 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, Madhya 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, Ltd
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.

4.2.3 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 iflicit deposit schemes, Establish 2 Computer Emergency Response Team for
financial sector (CERT-Fin) and set aside Rs 10,000 crore (US$ 1.5 billion) towards
recapitalisation of banks.




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 Operation Clean
Money Portal, in an attempt to create a tax compliant society as well as a transparent tax
administration.

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 permitt.ed the security exchanges to launch
options contracts in the commodity 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
invesunent 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 (R BI) has extended the access of its Unified Payment Interface
(UPT) 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
(US$ 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 {UPI), 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 turnover 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 insugance industry of India comnsists of 57 insurance companies of which 24 are in life
insurance business and 33 are non-life insurers. Among the life insurers, Life Insurance
{:orporation__(LIC).is the sole public sector company. Apart from that, among the non-life
_'i'nsurers there are six public sector insurers. In addition to these, thete is sale national re-insurer,
namely, General Insurance Corporation of India (GIC Re). Other stakeholders in Indian

'I_tis{l'rﬁnr':é ‘market include agents (individual and corporaté), brokers, surveyors and third party
- adiministrators servicing health insurance claims. = e :

. Out of 33non—l1fe msurance compames,ﬂve prlvate sector 1nsurersarereglsteredtou,nderwn rite
* policies exclusively in health, personal accident and travel ih:;u_r:;:;fri_(:_'_f_:'_s'.egjﬁéﬁts. They are Star
" Health and Allied Insurafice Company Ltd, Apollo Munich Health Insirance Company Ltd,

M"aﬁ'Bﬁﬁé'Hea'l't_l':f'I'risti'ré{ﬁ'cg'ijn'ipa'hjf Led, Religare Health Insurance("lompmy 1td and Cigna

TTK Health Thsuranée Company Ltd. There are ewo more specialised insurers belonging to
public sector, namely, Export Credit Guarantee Corporation of Thdia for Credit Instirance and -
Agriculture Insurance Company Led for crop insurancé. EERR ' '

Though LIC continues to dominate the Insurance sector in India; thé introduction of the new
private insurers will seea +ibEait éxpansion and growth of both life 4nd non=life sectors in 2017.
The démands for new thsurance policies with pocket-friendly pfer'rﬁi.ifhs' are sky high. Since the
domestic economy cannot grow: drastically, the insurance’ sector in Inidia is- controlled for a

' With the increase in incoine and exponential growth of purchasing power as well as houschold:
savings; the insurance sector in Tndia would introduce emerging trendsilike product innovation,
- malti=distribution, better claitns mianagement and regulatory wrends it thie Indian market.

Tﬁé'goﬁérﬁméﬁt'af[sd"s'tﬁifés' Hard to provide insurance to individuals in'a below poverty line by
introducing schemes like the™ - S : : : ORI

s Pradtian Mantri Sursikoha Biid Yojana (PMSBYY,
ORashtnyaSwasthya Bima Yojané (RSBY) and
' Pradhan Mentri Jeevan Jyoti Bima Yojana (PMIJBY).
' I.n.t.rér_dn_.cti(;p} ofthese schemes ié?\f(juld__}.:lt_‘,.lp.ﬂ;lé lowet and .I"o{#.ér—ﬁ:liddle:_.i.riéoﬁle. c.atég.or'ies to
utilize the new policies with lower premiums in India. )
W1th _'sé_\r_fcfa_i_ iéguléfoty_ ch.;mg.es in thé ins;ﬁra_ncc sector in Indj.a, t.}.le.fu.t.“ure looks .pretty awesome

and 'piqoi;i_ising.._fgr_ 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 substantially increase the growth
of the Insurance sector in Indxa

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-November 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 1,50,456 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 (IPQ) 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. ' ]

s New York Life Insurance Cornpany, thc largest hfe 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. '

e New York Life Investments, thé global asset managemient division of New York Life,
along with other investors like Jacob Ballas, will own a significant minerity ownership in
Centrum Capital by being one of the leiding global investors in buynng the available 30
per cent stake worth US$ 50 million of Centrum Capital.

» Aviva Plc, the UK-based Insiirance company, has acqun‘ed an adchtmna] 23 per cent stake
in Aviva Life Insurance Company India from the joint venture (JV) 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 _
e Growing interest in insurance among people; innovative products and distribution
channels aiding growth '
Increasmg demand for insurance offshonng

Growing use of internet has started i increasing demand

Attractive Opportunities
# Life insurance in low-income urban areas
- Health insurance, pension segment

® Strong growth potential for rmcmmsurance espemal]y from ruiral aréas

Pohcy 'Support
s Tax ulCenthCS on msurance products B R
. Passmg of Insurance Bill glves TRDA ﬂembﬂlty to frame regulauons
. Clanty on rules for insurance JPOs would infuse liquidity in the mdustry

. Repeated Attempts to make the SECtOr more lucrat:lve for formgn part::r:lpants

Incrcasi'ng Iﬁvestmcnts-_-;-. _ T : R T I
@ 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

~'® Increase in FDI limit to 49% from 26%, as proposed in 2012, will further fuel investments




4.3.4 Policy Measures

Tax Incentives

Figure. Key Regulatory Changes (Source KPMG '-’TechSm R esearch)

Insurance products are covered under the exempt, exempt, exempt (EEE} method of
taxation. This translates to:an eﬂ'cctwa tax: beneﬁt of approximately 30% on select
investments (including life i msurance prenmurns) every financial year

In 2015, Tax deduction under Health Insurance Scheme has been increased to UUS$ 409.43
from US$§ 245.66 and for senor citizens tax deduction has been increased to US$ 491.32

Union Budget 2015-16

L2

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 Rashtriya 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
mtroduced. 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 Yaojna”

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 (IPQs)

Cormpanies will be able to raise capital if they have embedded value of twice the paid up
equity capital

119




Approval of Incrcase in FDI limit and revival package
‘o Increase in FDI limit will help compames raise capital and fund their expanmon 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 opportunities across business lines. =~

Low—mcame Urban and Pension Markets

o Incrcasmg life expectancy, favourable savmgs and greater emp}oyment itr the private sector -
- will fuizel demand for pensmn plans _ _ o

- Proposed new pensu:)n b1!l by govemment will further promdc new opportunities to
insurers - S :. : *“

| = ‘Theré is scope to mt:roduce: new—gcneratlon pension products such as Variable Annuity

: - and Inflation Indexed Annmty Although the pace has declined; the number of enrolments
in the Jan SumkSha scheme has risen to 132 milliori, The ]an Suraksha_schemc mclucles a

- personal acc1dent cover, term msurance ind a pension plar. . '

By 2030, India will have around 180 million people in the age ‘bracket of 60+ years

 “In 2015, three schenies telated to insurance and” pensiori, Pradhan Manti Suraksha Bima
Yojana, Pradhan Mantri Jeevan Jyoti Bima Yojana and Atal- Pension Yojana were
launched. The number of policies in the Pradhan Mantri Sutaksha Bima Yojana, a part of
_'the Jan Suraksha scheme, reached 98 million on Novcmbér'.24 2016

: As on October 2015, Indian Ret:lrement system Was mlked iast in the global pensmn
index which witnessed a fall in value 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
fanmers




» To provide crop insursnce to fanmers, Government has launched various schemes like
Mational Agnculture Insurance Scheme (MATS), Modified Mational Agricaliure
Insurance Scheme (MMALS) and Weather-based Crop Insurance Scheme (WBCIS)

* Total sum insured under crop insurance s USE 836.6 milhon

» Gavernment of Indis plans to increase the coverage to 50 milhon during the 12% Five-
Y ear Plan

Micro-insurance: Tapping India's Rural Wealth
The bissiness environmment in India's micro-insurance sector supponts healthy growth
= Macro Level
| TRDA drafted microinsurance guidelines in 2010, which contin numerous favourable
| MIeASUCeS m.r;h as
o Lower threshold limits for agents’ commissions
o PRural areas must account for 7% of new life insurance policies in the first year of finm’s
operation and rise to 20% over the next 10 years
= Intennediate Level
In order to reduce microinsurance distribution costs, IRDA proposed microinsurance
schemes to supplement exising government insurance schemes
The namber of regional rural banks and NGOs operating in the rural sector will aid
| distribution of micrainsurance products
s Micro Level
| The annual income growth rate in roral Tndia is expecred to increage to 3.6%over 2010-
I 30 from2. B%during 19902010
Abour 3 million people comentdy bhave microinsurance, while the entiré market is
expected to be in the range of 140300 million '

Health Insurance Markets
o Only 1.5-2% of total healthcare expenditure in India is cumently covered by insurance
providers
® From 13.3% of the towml non-life insurance premiom in FY07, health insurance
conmbuted 27 43% in FY'15

o Total health insurance premiums mcreased from LISE 733.1 million in FYO7 o USS
3.069.97 million in FY15, withessing growth at a CAGR of 19.60%
| o In FY17 (Up two June 2016) gross direct premium income underamcten under health
| wisurance 15 US.17 billion
s Absence of a povernment-funded health insurance makes the market attractive for private
players
| s [RDA recommended the government to reduce capital requirements for stand-alone
| health insurance companies from USE 21 million to USH 10 million

| s Inmroduction of health imsurance portability expected to booit the orderly growth of the
health insurance sector

e g T

e
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s Increasing penetration of health msurance likely to be driven by govérnment-sponsored
initatives such as RSEY and ESIC

« In FY15. population covered under health insurance through government sponsored
schemes reached 351 milbon

s Government-sponsored programmes expected to provide coverage to neary 380 millon
prople by 2020

e Private insurance coverape is estimated to grow by nearly | S%annually dll 2020

e Health insuranice coverage o cross 630 million people by 2015

o InJuly 2016, IRDA isued Health Insurance R egiilations, 2016 These regulanons replace
the Health Insurance Regulations, 2013, As per these new norms, comparies will provide
hetter dhita disclosure, pilot products, coverage In yOUnger years, ic.

® As per the latest data, only 18 per cent of peaple in urban argas are covered under any
kind of health msurance scheme

o Rashiriya 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

s Strong growth in the automotive industry aver the next decade will be a key driver of
molor msurance

e Proposed IRDA draft envisages a 10-8(%rise in premium rates for the erstwhile loss-
making third-party motor insurance

e In FY16, number of commercial vehicles and passenger wehicles sold in the country were
recarded ac 0.8 million and 3.4 million respectively, while the number of 283 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:

s The Budget has made provisions for paying huge subsidics in the premiums of Pradhan
Mantri Fasal Bima Yojana (PMEFBY) and the number of heneficianies will increase to 30
per cent in the next two years from the present level of 20 per cent. As part of PMFRY,
Jis 8,000 crore {US§ 1.35 billion) has been allocated for crop insurance in 2017-18.

¢ By providing tax relief to citizens carning up to Rz 5 lakh (UUS§ 75000, the govemment
will be able to increase the number of taxpayers. Life insurers will be able to gell them
insurance products, to further reduce their tax burden n furure. As many of these people
wete undemstating their incomes, they were not able to get adequate insurance cover.

e Demand for insurance prodocts may rise as people’s preference shifts from formal
wvestment product post demonetisation,
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® The Budget has attempted to hasten the implementation of the Digital India initiative. As
people in rural arcas become more tech savvy, they will use digital channels of insurers to
buy pelicies

The Government of India has tken 3 number of inidanves to boost the insurance induostry.
Somie of them arg a5 follows:

e Govermunent of India launches Pradhan Mantri Vaya Vandana Yojana, a pension scheme

which will provide guaranteed 8 per cent annual return to all the senjior citzen aboye 60
vears of age for a4 policy tenure of 10 years.

The Union Cabinet has approved the public listing of five Government-owned general
mnsurance companmes and redoucing the Govermment’s stake o 75 per cent fiom 100 per
cent, which is expected o bring higher levels of mansparency and accountabilicy, and
enable the companies to rase resources from the capital marcket o meet their fund
TEqUITEniens.

The Insurance Repulatory and Development Authority of India (TRIDAT) plans to isue
redesigmed indtial public offering (TPO) guidelines for insurance companies in India, which
are to looking to divest equuty throogh the IPO ronee.

IRDAT has allowed insurers to invest up to 19 per cent in additional oer 1 (AT1) bonds
thit are 1ssued 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 unigueness of India’s Life Insurance Sector

Life insurance products in Ihdia enjoy generous tax breaks. This could be one of the reasons

Tndia recorded a higher penetration rate (2.7%).

Life Insurance Taxabibity in India

Particulars

India

Deductibiliny

Individuals can deduct prenuums paid, subject to the overall maximum
limir of INE. 150,00 (per person/per year) under Section 80C of the
Income Tax Act. Por a policy taken on or before 31 Mar, 2012, preimmium
is fully deductible up ta 20% of the sum assured. For a policy taken after 31
Mur 2012, preminm is fully deductible up o 10% of the sum assured,

Interest

Bididop Mot Taxable
Mot mxable provided the policy’s premivm mees the deductibility
P condition, ele excluding the death beneft, all other receivables (mamricy,
e surrender) will be taxable as per the individual tax slabs in respective years.
H&ﬁ:ﬁ: Insurers also have to deduct a 2% tax at source if the amount paid on a
policy, mncluding bonus exceeds INE100, 000 1n a financial year, if the
pohcy's prenuum did not meet the deductibality condition.
deﬂﬂfeds P8 | Mot Taxable
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4.4 Job Roles

* Financial Analyst
Financial analysts advise individual bank clients and businesses on investrments. 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 mn offices, they may
be required 1o work long hours. According to the LS. Department of Labor’s Bureau of
Labor Statistics, employers vsually require financaal analysts to have a bachelor’s degree in
subjects bike accounting, finance, statistics or economics.

# Bank Teller
A high school diploma i required 1o get hired as a bank telléer. Bank tellers are often
among the first people that customers see when they enter a bunk. In addition 1o
processing customer transactions (e.g. loan payments, savings deposits), bank eellers answer
guestions, including explaining bank products ke loans and certificaves of deposit
customers. Strong customer service skills are needed 1o sueceed as a bank teller.

* loan Officer
Employers generally require loan officers who work with individual customers o have 2
high school diploma. Loan officers who work with businesses or commmercial chents must
generally have a bachelor's degree, according to the stadstics bureau. Depending on their
employer, loan officers may receive on-the-job traimng after they are hred. They
complete functions like meeting with custorners to review their financial histery and B
out and process loan apphications.

¢ Financial Manager
Financial managers must have at least a bachelor’s degree and munst generally bave 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 busineses or individuals make investment decisions.
Typically you need at least a bachelor's degree, but 3 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 o figunng out how to pay for college,
advisors identfy different options and help individuals make the most of their money,
such as through speaial tax cxempoions or incentives,

® fccountants

One of the most well-known Anancial positions, accountants analyze, plan and evaloate
business expenses and income. Many have a bachelor's depree only, but a master’s is useful
COadh.

* Anditors
Auditors review accounting records on behalf of chents, looking for discrepancies or losses.

124




Loan Oxficers

Loan officers help people identify and apply for loans, from mortgages to personal loans,
They evaluate the candidates' joh history, income and overall credit worchiness. Loan
officers typically have a background and education in finance or economics,

Collectors

While collectors tend vo get a bad reputation, they play a pivoual role for companies. They
manage accounts and keep track of bills and acempt to collect on past. due invoices. Many
collector positions require just a high scheol diploma, but a bachelors degree is welcome.
Bank Tellers

As a bank teller, you cash checks, accept deposits and process account withdrawals. Mose
bank tellers have a high schoal diplama or a college degree in fimance or cconomics.
Treasurers

Treasurers manage an organization's fnances, objectives and goals. They maintsin the
organization’s budget and oversce investment strateges and major expenditures. Most
treasurer position require advanced degrees, such as a master's or PhID,

Buyers

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

Budget Analysts

Budget analyses evaluate company budgets, identifying areas of surplus or Joss, They help
the company create a new comprehensive budget that will guide company effores going
torward.

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 competiion
ot layoff.

Actuanes

Insurance business is all about probabilities and assumptons on occurrence of perl insured
agnnst and adequacy of premium to cover losses. Actuaries are invelved in the
development of insurance products and their pricing. They also help in monitoring
solvency and valuation of the liabilitiss,

Chartered Accountants and Finance Professionals

Insurance accounts and valuation of sses and liabilities to assess solvency on an ongoing
basis underline the need for Chartered Accountants and ather financial professionals 1n
Insurance companies. Maintenance of mandatory level of investinents and spreading chem
as per policy requirements 5o as to ensure safety, liquidity and profitability 1z 2 challenge
m insurance business making it an attractive profession for Gnance professionals,

Risk Managers
Insurance is covering the financial risk of individuals and busipesses, The risk managers
are wsually engineers who have in-depth knowledge of perception of magmtude of Hsk,




sifety, hazards and loss minimisation in case of nocurrence of an event resalong in o claim
This is & highly specialised field.

Legal Professionals

Insurance, being i conmact betwesn insured and insurer, interpretacion of clauses, tenns
and conditions of coverage asumes a lot of significance in claim handling. Rejected or
faudulent claims often lead to litigation. Certificate of Compliance wath regulatory
requirements by a legal officer 15 essential before any new produce 15 filed for regulacory
approval. Thus, insurance industry has a large requirement of legal experts for the drafting
and interpretation of policy conditions, dispute resolotion and handling lingaton
emanating out of business especially claims.

Capital market professionals like bond traders, financial risk managers, traders, research
professionale and business analysts play a key role in investment of policyhelder funds so
that they meet the requirements of safety, liqudity and retum of Investnents o protect
pulicy 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. postedd appropriately and kept mativated for continued performance.
The large contingent of agenis who are associated with msurers alio pose a challenge from
the HE front to ensure their training and to keep them motivated so as to provent
attrition. These requirements on an ongoing basis make the role of HR. profesionals
imyportant in insurance ndustry,

Marketing and Advertising Specialists

Insurance is described generally as a product whach is sold rather than purchased. This 1
largely because insurance is aimed at protection from risk and not necessarily for retuens
a5 in the case of saving or investment products. Marketing of insurance products, therefore,
assmimes great impornce for greater expansion of insurance business, The moreasing use
of social media, internet and électronic media has brought i 2 quantum change in
approaches to markeeing which was largzely through print media. Integrating the varous
marketing media for a successful marketing campaign requires advertising and marketing
skills making insurance an ateractive field for markeong and advertisement specialists;
Compliance Officials and Company Secretaries

Famnibiasity with the keas and regulatons of the country and rules/ gumdelines prevaihing
sperific to each kind of business which is isured makes insurance an acractive field for
industry specific compliance experts.

I T Professionals

Most of the operations of msurance cOMpancs are performed using computers and across
networks, which are essential and integral to any forward looking and customet oriented
business organizabon. Therefore, there is a cantinuing need for IT professionals even i
irsurance sector to have seamless flow of information through various operational systems
in delivering efficient senace to the customers,
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* Underwriters:
Underwriters examine the proposal for insurance and assess the risk sought to be covered
to decide whether to provide insurince or not and if so, the race of provading insurance
as per the underwnting policy of the company.
Medical Professionals
Of late, health wnsurance is emerging as the most important segmient in insgrance sector.
Doctor plays a key role in medical underwriting of the proposal before acceprng the
proposal. Further, doctor plays a key role in verification of claim payiments against the life
and health insurance coverage. In health insurance, the most important intermediary i3
"TPA" or Third Party Administrator who s engaged by the insurer for a fee or
remunsration o act as a service provider to the insured on behalf of insurance company.
According to [RDAI (TPA) Regulations, 2001, at least one of the directors of the TEA
shall be a qualified medical doctor registered with the Medical Council of India. Medical
profesionals have good opportunities in msurnce a5 well,

There are Cost Containment Specialists as well as Loss Control Specialists who help

the insurers by supgesting measures for loss prevention, minimistion of the costs and sk
maAngement.
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CHAPTER 5: ITES SECTOR

5.1 Introduction

[ncian [T-1TeS industry has boilt its reputation in the global arena based on several
differentiators-chuef among them being manpower. Ower the vears, organizations across the
world have come to recogmize 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 spnificant resource and gain bottom-line bensfits by harnessing its
power and in addinon to the hamess the quality and innovation benefits, by working with the
top of the line:

Going forward, however, the scenano 1 expected to be very different. Instead of just cost
arbitrage the world will look to India for highly priced and specialized talent. Ageing westen
econamies are already ficing severe skills shortage, and will, in the years ahead, require people
with advanced technology skills and domain knowledge. In the near future it would akso be an
added requirement to nurture mobility between occupations and acros labour markets.

If India is to emenge as the skills factory of the world (at all levels of the value chain, the hub
that manpower starved pations look to in future, a huge effort will have to be made now,
build for the vears ahead,

India stself will need people. With the global markers veeting towards recovery, 1T-1TeS
orgamzatons in India are back fnro hidong meode. ln fact, by 2020, the ‘sector is expected o
create direct employment of 10 mallon and ndrect employment of about 40 million, touching
diverse sections of society.

The global sourcing market in India continues to grow at a higher pace compared o che IT-
BPM industry: The global IT & ITeS marker (excluding hardware) reached USS 1:2 mllion in
2016-17, while the global sourcing marker increazed by 1.7 cmes to reach USS 173-174 billion.
India remuined the word's top sourcing destunavon in 2016-17 with a share of 55 per cent.
Indian IT & ITe5 companies have set up over 1,000 global delivery centres in over 200 cities
around the world,

Muore importanidy, the indusery has led the economic transformation of the country and altered
the perception of India in the global economy. India's cost compentiveness in providing 1T
services, which i¢ approsumately 3-4 ames cheaper than the US, continues 1o be the munstay
of 15 Umique Selling Proposition (LISP) in the global sourcing market, However, India 15 also
gaining prominence in terme of intellectual ¢apital with several global IT firms setting up their
inrevEsbion centres in Tadia




The I'T industry bas also created sipnificant demand in the Indian education sector, especially
for engneering and computer science. The Indian IT and 1TeS industry is divided into four
major segments - [T services, Business Process Management (BPM), software products and
engineenng services, and hardware.

5.2 IT Services Sector

The IT Services segment 15 the largest contnbutor to the 1T indusery, accounting for more than
half of industry revenues. IT services mvolve a full range of engagement tvpes that include
consulting, system mtegranon, [T oussourcing, and managed services.

Following are the core acovities of [T services sector
o T Consulting
o Systerns Integration
= Custom Applicadon Development {{CALD)
* Software Deployment and Support
* Infrastructure Management Consulung and lntegration
& I[nfrastracture Management Operations
* Software Tedting
* [T Education and Training
& Services Orriented Architecture (SOA)
s Application Management
* [nformation System Outsourcing
» Hardware deployment and support
= Web Services

5.3 BPO Services Sector

BPO mcludes processes that may be [T-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 compunies have BPO
divisions/subsidiaries. The growing area in this segment is what 15 called a3 Knowledge Process
Crutsourcing (K170,

Following are the core acovities of BPO sector:
& Customer Interachon & Suppore (215)
* (Customer Care
* Finance & Accountng (Fi&h)
® Poesearch and Analyrics
* Human Resource Mamagement (HR M)
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* Procurement Seovices £ Supply Chan Management
e Knowledge Services (KPO / Knowledge Process Outsourcing)
* Legal Services {LPC) 4 Legal Process Ounmonrcing)

5.4 Market Size

The internet industry in India is likely 1o double to reach 1753 250 billion by 2020, growing to
7.5 per cent of gross domestic product (GDP). The number of intemet wsers in [ndia is expected
to reach Y3 mulbon by 2020, supported by fast adoption of digitl technology, according to a
report by National Association of Software and Services Compandes (NASSCOM).

Indian IT exports are projected to grow at 7-8 per cent in 2017-18, in addition ro adding
136,000-150,000 new jobs doring the sime period.

Digttal commerce market in India 1= set to geow at 304 per cent vear-on-year to B 220,330
crore (LISE 34.11 hlbon} by December 2017, according to a report by Internet and Mokbile
Association of India and IMRB Kantar.

Indian technology companies expect India's digital economy to have the potential to reach 1753
4 willion by 2022, as against the Government of India's estimate of US$ 1 million.

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, Nit Aavog.

Employees from 12 Indian start-ups, such as Flipkart, Snapdeal, Makemytrp, Naukn, Ola, and
others, have gone on to form 700 start-ups on their own, thos expanding the Indian start-up
ecosyitem, India ranks third among plobal start-up ecosystems with more than 4,200 sar-ops.,

Total spending on I'T by banking and sccurity firme in India is expected to grow 8.6 per cent
year-on-year to UISE 7.8 billion by 2017.

The public cloud services market in India is slated to grow 35.9 per cent to reach USS 1.3 ballion
according to IT consultancy, Garmer. Increased penetration of internet (including in rural areas)
and rapid emergence of e-commerce are the main dnvers for continued growth of data centre
co-location and hosting market in India, The Tndian Healtheare Information Technology (IT)
trarkes is valued at US$ 1 bilkon currently and is expected 1o grow 1.5 nmes by 2020, [ndia's
business to busmess (B2B) e-commerce market is expected to reach US§ 700 billion by 2020
whereas the business to comsumer (B2C) e-commerce market is expected to reach USE 102
billion by 2620,

Cross-border onhne shopping by Indians is expected to increase B3 per cent in 2017, and total
onling spending i projected to rise 31 per cent to Rs 8.75 lakh crore (USE 128 billion) by 2018,




_ Iadian 1 IT‘s core’ competenmes and strengths haven attraf,ted 51gmﬁcant mvebt:ments frorn 1'1'13._]01‘ -

. _""countnes The computer Software and hatdware sector in India att:racted cumulative FOIClgI’l

. Direct Investment (EDI) inflows worth US$ 22.83 billion between Apnl 2000 and December
) 2016 accordmg to data released by the Department of Indusmal Policy and Promotlon (DIPP)

Leading Indlan IT: fitms. Ilke Infosys;: Wipro, .’.-TCS ancl Tech Mahindra; are daverm"ymg thcir'- '
_’_o&'ermgr':and showcasmg leadmg ideas. 'ln._-blockcham 'amﬁcza _:mteﬁigence to: clients” usmg_" :
mnovanon hubs resea:rch and deVelopment eentres in order to create dLEE'erentnted offemlgs

Some of the ma_]or developments 1A the Inchan IT and ITeS SECEor are as follow

Tndia plams to create wu'eless Technol ey :)G.. by the end of th :year' 2020 whzch Wﬂl help:' :
Ind:a'-' 1n'_rea]151ng 1ts most 1rr1portant goals of “Increasmg the GDP rate” ' “Creatmg'

g one—stop porta} for busmesses lookmg to. adopt or rt:ﬁgrate to technology that wﬂl make_'_
them future ready for the bxggest taxatlon reform of goods and serv1ces tax (GST)

: Warburg Pmcus LLC . the US based pnvate eqmty:'ﬁrm pians to invest around US$ 75‘; :
illion in sefies C round of fundmg to buy a mgmﬁcant stake in Capltal Float in onlme
'Crecht plal‘form : IR o - _ L R




* Apple’s supplicr and assembler, Taiwan-based Winstron, will set up an iPhone assenhly
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,

* Payun’s online marketplace unit raised US$ 200 million in a fanding round led by 2 US§
177 million investment to be made by Alibaba Group Holding Ltd, and balance by SATF
Partmers.

+ Intel Corporation plins o invest in Dhgital India related solutions snch as India stack,
Unigque Identification (UIDY), e-government 2.4} and other government initiatives, and
scale up operations of its data centre group (DCG), as per Mr Prakash Mallya, Director
DHCG, Asia for Intel Corporation.

5.6 Skill requirements in the IT and ITeS Industry

The Indian IT and ITES industry currenty employs about 2.2 million persons in comriparison
to (L8 miillion 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 chis growth.

Major trends impacting skall requirements for the IT Industry:
¢ Continuous demand for skilled worlkforce
s Demand for skilled workforce in I'T consulting
* Demand for skilled workforce in specific industries hke BFSL, Healthcare, and Education
& [nability to Tomovate in skill development
» Increased share of other business verticals
* lIncreased opportunities in the Indian marker from other markets like Europe
= Evalution of newer pricing madels
* Evolution of new technologies ke Clond Computing;

5.7 Major trends impacting skill requirements

Inereasing share of business fiom KPOs

Highi-end research and analytics, online market research, and legal advisory
Increasing demand of end-to-end sermvice 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 i tier-2 and der-3 cities, At the same gme, risks such as
protectionism, secunty, poor infrasoucture, and lack of sall development can dimpen 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 modek and technology offerings.
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Baged on the trends witnessed in productivity and the likely growth potental of the I'T and
ITES industry, it is expecred that the industry would employ about 7.5 million2 persons directly
by 2022. A large portion of this employment is expected o occur m the I'TES (BPOVEPO)
exports sector, followed by IT exports and then in the domestic market, The incremental human
resource requirement i the IT and ITES seceor & expected 1o be about 5.3 million persons all
222,

5.8 Business Process Outsourcing (BPO)

Business Process Oumourcing (BPO) is the delegaton of an ntensive business process 1o an
outside service provider who owns administers and manages it according to 3 defined set of
metrics, Business-process cutsourcing 15 generally for back-end admimstrative functions that are
necessary to run a business but are not 3 part of the core bustness.

In business process ousourcing {BPO), a client’s business proces is performed by a vendor.
Certain business processes of the client are tranisferred over to the vendor, and the vendor’s
affice then becomes the “back office” for the client’s outsourced business processes, The vendors
are given the responsibility to manage the client’s busines processes, such as call centers,
emergency hothnes, cliims management, helpdesks, data management, document processing
and storage, financial services (banks and mstrance), payroll, auditing, accounting, travel
management systems, various logistes and information systems services. Hence, a BPO vendor
needs o have the capability to provide consistent levels of customer service Spanming acToss 3
range of services and businesses,

Though BPO has inherent tisks, i also provides many benefits to the client. Apart from focusing
on shortterm cost sovings and operational efficiencies, it 1% important that BPO be performed
with 4 strategic mundset, whereby decisions are based on wider business context and help in
gaining competitive advantages in the tough external effvironment.

I India, Business Process Outsourcing (BPO] is the fastest growing segment of the TTES
(Information Technology Enabled Services) industry. Factors such as economy of scale, busines
risk mitigation, cost advantage, unhizaion mprovement and superior competency have all lead
to the growth of the Indisn BPO industry, Frusiness process outsourcing in India, which started
arund the mid-90s, has now grown by leaps and bounds.

India is now the world's favored market for BPCY comparmes, armong pther competitors, such as,
Anstealia, China, Philippines and Ircland. The BFO boom in India 1 credited o cheap labor
costs and Indias huge talent poal of skilled, English-speaking professionals. Fuesearch by the
PMational Association of Software Services and Companies (NASSCOM) las revealed that
quality orentation among leading BP0 companies, 24/7 services, India's unigue geagraphic
location and the investor friendly tax stucture in India have all rade 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 inffastructure or the technology required to
execute the business processes and hence saveés on capital expenditure,

The vendor's economies of scale and economies of scope help in reducing the cost 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 execuung the business processes,
which i turn makes the cosss more predictible for the client.

BPO allows orgamzations to focus its core business, and outsoures the poncore business
that take up a considerable amount of management time and resources.

BPC makes a client’s sansition to newer business processes easier, wherein the legacy or

current business processes are oussourced to a vendor during the transition periodd.

BPO gives more fexibility in managing labor:

2 Any upsurge or downswing in the volume of business process work would ental
variations in the required anpower. The client does not need to worry about this
becaunse the recruitment and staffing for vutsourced business processes would be the
vendor's respomsibility. A vendor orgamization can more easily manage variations in
manpower needs since it would be executing a huge number of business processes (for
various clients) that mvalve a large number of vendor employees working on simnilar
tasks. The vendor can easily balance out variations in staffing needs across i3 vadous
BPOC projects.

o BPO frees up a client’s in-house tesources (infrastructure, manpower, ere)) frem
noncore acuivities, and they can instead be utilized in the development of core
competencies and progesses that could give the client a competitive edge in the market.

o BPO gmives the client access to the process and rechnical expertise of the vendor
persunnel, which can have a positive impact on the way the client’s business processes
are sHecuted.

To stay competitive, most vendors strive to adopt the best business process ALY

models that can guarantee better quality and service, Hence, clients cin benefit from the

quality provided by the best-in-class vendors.

3.8.2 Disadvantages of BPD

It'is important to dwell upon the posible disadvantages of BPO services before outsourcing any
work. Here 15 2 list of some of the shortcomings BPO companics.

* Although outsourcing 1s considered cost-effective, there are some hidden costs. So before

sigrng 4n assignment make sure to have detsiled contrace paperwork.

A smgle BPO company may associate with multiple organizations at a time. Comsequently,
providers cannot concentrate comprehentively on asipned tasks, This will lead ro slow
tumaround times, poor quality and shaggish issue settdement.




_""Even af 'BPO' compamcs guarantee data secunty, ther are” hlg -nsks of exposmg-__-
’ conﬁdentlal data mamly assoc:ated with” human resources, Tecruitment; payroll and

If the' nght BPO prowder is not chosen, it Is:'dzﬂicult to get the expected final outcome _
“Tire inay be issues related” 'to':hngulsmc variations, time frammies and “classification: of .
-:'-respcnmblhtzcs Sometnnes outsourcmg leads to loss of controlz above thc corporate b
E business process s L e e

3 Classification of BPO

: Fl’giil‘f_:’-. 'Honzontgr;pd_ Vertical BPO




CHAPTER 6: HOSPITALITY SECTOR
6.1 Introduction

The hospitality industry & a broad category of fields within service industry that includes lodging,
event planning, theme parks, transportation, cruise line, and sdditional felds within the tONTIsIT
midustry.

The hospitality industry is 2 multbillion-dollar mndustry that depends on the availability of letsure
time and disposable income. A hospitality unit such 4s a restaurant, hotel, or an amusement park
congists of multiple groups such as facility maintenance and direct operations {servers,
housekeepers, porters, kitchen workers, bartenders, management, marketing, and human
resources eto.).

Usage rate, or its inverse "vacancy rite”, i an important variable for the hospatality industoy, Just
# a factory owner would wish a productive aset to be in use a5 much 23 possible {28 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. Thas led
to formation of services with the aim to increase usage rare provided by hotel consolidators.
Information abour required or offered products are brokered on business nerworks used by
vendors as well as purchasers:

In looking at various industries, "barriers to enery” by newcomers and competitive advantages
between current plavers are very imporant. Among other things, hospitality industry players
find advantage in old classics {location), inital and ongoing investment support (reflected in the
mitenial upkeep of ficilities and the luxuries locaced therein), and particular themes adopred 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 acomal concern for the happiness and well-being of the
custorners that i communicated by succesful organizations is a clear compettive advantage.

6.2 Tourism

6.2.1 Indian Market

The Indian tourism and hospitality industry has emerged as one of the key drivers of grawth
among the services sector in India. Tourism in Indis has significant potendal considering the
rich cultural and historical heritage, variety in ecology, termains and plices of natural beauty
spread across the country. Tourism is also @ potentdally large employment generator besides
being a significant source of foreign exchange for the country.
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Figure. Indhan Market: GDP from Tourism & Hospiality
6.2.2 Market Size

Lncha’s rising middle class and increasing disposable incomes has continued to support the growth
of domestic and outbound tounsm.

Domeste Tounst Visits (DTVs) o the States/Union Termtores (UFTs) grew by 15.5 per cent
y=o-¥ 1o 1.65 hilhon (provisional) doring 2016 with the top 10 States/UTs contdbuting about
84.2 per cent to the total number of DTV, as per Ministry of Tounsm.

Foreign tounst armivals {FTAs) in India increased 18 per cent year-on-year to reach 723,000 in
September 2017, FT As on e-Tounst Visa in India increased 71 per cent vear-on-year to 118,000
in Seprember 2017,

India’s Foreign Exchangs Eamings (FEEs) increased 16.1 per cent year-on-year to USH 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 meble untl 2030 from
USE 30 billion in 2015,

International hotel chains will likely increase their expansion and investment plans in India, and
ate 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 rourism and hospitality sector is among the top 10 sectars in India to attract the highest
Foreign Direct Investment (FDT). Dunng the period April 2000-June 2017, the hotel and
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‘tourism sector._ attra::tecl around US$:10.48 bﬂ]mn of FDI 'accordmg to thc data released by -
Department of Industnal Pohcy and Promotion (DIPP) '

Witk the rise; in; 1 the: number of global tounsts and reahsmg Indla 3 potential;’ many compames _-: 5
have invested in the tounsm and hospxtahty sector Some of the recent mvestments in this sector '5 -
"'areasfollows REREEER Ln e
3 mkemmpaggea US$330 m --,'11,-'5;1:&@&; Crip:com Intemational Ltd, Naspers Ltdaﬁa_ z
5 few undlscloscd mvestcn: . in a, b1d to’ w1thstancl competmon in ‘the t1c ketmg segment -
: MakeMyTnp has ag;reecl to buy Thibo Group s India'travel Buisiness at & déal value of US$
. 720 mﬂhon thu"y creatmg India’ 'largest onhne travel ﬁrm WIth a valuc 0fUS$ 1 8 bﬂhon -
sas’ estimated by Morgan Stanley

-:Yellow Tie: I—Iospuahty_ Ménagement LLP 'specmhsmg in frarichise management of food; :_'
and bcverages firms; pians to invest: up to US$ 15~20 million: in ﬁve réstaurant veritures of
- celebnty'chef Mr Harpal Smgh Sokhl vv]th the aim to have 250 outlets under these brands'

As .per mdustry expezts rmd—hote segment in Inché is expccted to recelve'lﬁvEStments of
" Rs 6 600 crore (U S$ 990 rmihon) exciudmg ]and over next ﬁve years Wlth major hotel'_ .

several steps to make India‘a global t 'un_ 1 hub.

In the Umon Budgct 2017-18, the Govemment of Indla armounced sorme iniitiatives to gwe a
Boost to the tourism and hosp1t3hty sector such as setting up of five special tourism zones, special < 1
“pilgrimage’ or tourisiii trains and: worldw:lde_ launch of Incred1ble Indla campa:lgn ameng othcrs S

Some of the 't maj or initiativés taken by the Govemment of Ind1a o gwe a boost to 'the tounsrn
; and hosp1tahty sector of Incha are as fo}lows A o




s’ geographlcal dwersxry in’ terrns” of ‘mountais,’ planes ‘and; platcaus 3nd' also the medicinal -
'3 'dlversxty teachmg it :"the Sc1ence of Lafe (Ayurveda) Indla showcases a vatiety of tourism options. |

whlchf' mcludes Ecologu:al Tounsm Pllgnmage Tounsm Hlstorlcal Tour:sm, ﬁdventurej'_--




"Tounsm Medxcal Tounsm and an upcommg Ayurveda Tounsm So Tounsm i Incha could' -
be broadly cIassﬂied on the basls of above mennoned categorles i

Lejsure tourism: Teisiire tfime caii be defined as “frée time”, not doing any work. Tt is that tisie.. |

to do things that you normally have no time for in your daﬂy life. Leisure tounsm mcludes a'_-'
hohday Wlth the foﬂowmg e L e

: Sléey 'r'elax, readmg, Walk on the beach takmg 4 scenic drive o Sport
aCUVItICS hlkmg, swummng, surﬁng, runnmg SURURT e -

Shoppmg for goods that will be us'-_e'd b’y 'thé'tou'ris't;

Busm ess To unsm

" Business tourism ¢an be deﬁned as “travel for the pur_pose of busmess

Busmess Totiris mi can be divided into three sections;

» E a) Treclmg for: goods to be resold 011 a wholesaie basm

B b) Conduct uémess transactxons S '
Llegr vis_i'tmg a client, "co'ni'ti‘aict‘riegoti'atioﬁ :

c) Attendlng conference exh1b1t10n or event assoczated mth thezr busmess

5 Ecofogmal Tounsm |

The rich dlvemty in ‘the ﬂora and fauna with a bIessmg of the beaunful natuml tractions has s
= encouraged Ecologlcal Totitism in’ Tndia Th“_'-' forests cover: o the Andaman and: Nlcobar._"'-._"-_ L

" istands; - Ofitsa, Megha}aya and” the Mala af Coast: the: Kaziratiga and’ Jii* Corbette- mldhf'e'.' ' _
Sanctuaries; the mountain’ rangeés in’ North Tndia and’ ¢he’ Hill Stations sich: as Shimla; Kaliy;. = L
Manali; Qoty; the Paradlse on Earth, Kashrmr ‘the beautiful beachés at Goa and the backwaters o o

of Kerala and much more is nothmg but a feast for a]l nature 1overs

'PJIgnmage Tourismi R SR SRR : =
Iridia has 2’ very strong mythological backgrou‘nd and is also kniown s the' LAND OF GODS

" AND GODDESS:' India beirig the' most ¢ultirally” developed country and the birthplace of : _
.many samts poets and philosophers has ‘miarked growth if Pllgnmage Touristn since aficierit. .~ .

timiés ftself, Kedarnath, Badrinath Arnarnath; the Goldei’ Temple at Amritsar; Dvwarka, Dargahs .

“and Maspds at Delhi and Ajmer, churches and tempIes at Goa are some of the common’ tounsts S R

attractlons pertammg to Pﬂgrn:nage tounsrn

Indla 1s Py Ia.nd- whxch.- gave bifth- ta many Iegendary rulers and Wamors creatmg.a.”- glorxous _- N
historical’ background Every city or place in’ India has 4 story o tell about its lustory The .-
common tourists” attractions for the same iriclids the Taj Mahal at ‘Agra, the beaut:lfu}ly carved e Co g
Ajanta EHora and Khajuraho caves; the forts at Delhl Rajasthan and Mahamshtra one of the e




Medical Tonrism

Medical Toursm i an upcoming kind of tounsm i India. Due to low cost and efficient
medication faciliies more oumber of people all over the world considers India to be a beter
option for medicanon purpose, The later part of the paper studies Medical Tourism.

Ayorveda and Yoga Tourism

Ayurveda may be regarded as the *Science of Life" which was developed long ago m 600 BC.
India his wimessed an owverall growth in toudst armvals due to the wproming; Avurveds
Tourism. The state of Kerala in South Inda s the popular destination of Avurved: Tourism.
The mamn focus of Indian Yoga & nothing but simple ‘vogasinas’ and meditanon which
rejuvenates one's mind, body and soul. There are many Ashrams i India encovraging Yoga
Tourism. The mountan ranges of the Himalayas, Rishikesh, Kedamath, Gangotn of northern
India are some of the places where one can get eternal prace and satisfy their spiritual quese and
age the prefect destinations for Yoga Tourism.

Adventure Tourism

Due to iz geographicil divessity India s one of the finest places for Adventure Tourism
Mountaimeenng, skang, trekking in the ranges of Himalayss, Camel sifirs in Rajasthan, River
rafting in the Ganges near Rishikesh, Rock climbing, Wind rafing and much more of an
adventure for every adventure lover is bestowed by India upon s Tounsts.

Sparts Toorizm

Sports tourism relers to mtemational mavel either for viewing or pamicipating in a spoming
event. Examples inchede international sporming events such as the Olympics, world cup (soccer,
rugby, and cricket), tennis, golf and Formwmla 1 Grand Pox.

Wildhife Toorism

Wildlife tourlsm is the obhservation of wild (non-domestic) animals in their narol] environment
or in captivity, Tt includes activities such as photography, viewmg and feeding of animals. This
form of tourism offer tounsts customized tour packages and safaris and is closely associated with
eco-tounsm and susainable-tourism. Other minor fonns of toordsm include Shm toorsm,
Luxury tournsm, Agntoursm, Geo-toursm, culinary ourism and many more. Toursm is also
a profitable industry for the ollowing sectors: accommodation venues, tour guides, recreation,
attracbons, events and conterences, food and beverage, mansportation and the travel rade.

6.2.6 Opportunities

Whether you want to further your existing career or switch to another, the hospitaliey industry
offers a wide range of exciting job opportunities, Although many people mmmediately think
about hotel work when they hear the word "hospitality,” individuals secking management
paositions in the field can choose among a number of viable employment sectors including travel
and tounsm, camno management, and various food and beverage industries. Although it is
valuahle o amass some practical, entry-level experience i your chosen area of interest, if you
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truly want to adwance in your career, most duthoritacive sources recommend obtaimng an
appropriate college degree in the academic discipline of hospitaliry administration,

The hospitalicy industry can give an opportunity to operate a tour comnpany, plan events at a
resort, or board a cruise ship as a recreation director. However, in order 1o succeed in any of
these dynamic fields, the importance of college-level hospatality administration training cannot
be underesomated.

Far those with the proper education and drive, the opportunities in the hospiality industry are
nearly limatless. The Weorld Travel and Tourism Council recently released a reporc that
compared economic growth in the hospitality industry to growth in other markel sectors. The
organization ultimately determuned that hospirality and tourisn has one of the highest potentiils
for expansion of any mdustry.

The exceptional economic growth of the hospitality mndustry fuels an exceedingly quick rate of
career evolution. This acceleranion can take the form of rapid promotion opportunities or
vertical career moves mnte more complex and prestious work environments. Because of the
dynamic and fast-paced nature of the industry, many hospitality organizanons odter
administrative positions (o employees at comparatively young ages.

At the management level, workers in the hospicality industry receive all of the waditional
benefits, such as competitive healtheare packages and retirement plans that people have come to
expect from a senior professional pesinon. However, the hospitaliy indusery, by 13 very nature,
typically offers a range of unique and exciting fringe benefits. Depending on your specific arei
of professional interest, vou may be eligible for free or discounted housing, hotel rooms, arfare
and ground trapsportation, 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 abour the
intricacies of hospitality administration and familianze yourself with the diverse opportumties
that dre available in a wide varisty of hospitality Gelds. In addition 1o general hotel and restaurant
management, you imay want to consider looking into employment options in the following,
often overlooked, areas:

& Airline and railway oavel

» Conferences and convenbons centres

® Travel agencies

s Tourist offices and ministries of tourism
s Tour operators

* Spas and wellness centres

& Cruise companics

» Event managemeit
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_ 'k tounsm'mdustry'eams fore1gn exchanges worth_Rs 21 82 crore: Prev:lous year '-
the g;rowth rate of the tourisma sectot of Indian ¢ economy Was e as; 1 ' ' '

_ : - is: eve'n reﬂectecl 1n 1ts tounsm" The chfferent parts of the country offer )
"_;:-'Wlde vanety of mterestmg pIaces to v131t Whﬂe the mtemauonal tounsm is, expencncmg a :' '-
dece]erated growth the Indlan counterpart is not affected LR ' '

3 _'Theme- Parks

'M”d’r'e’ Indians were “taken for 3 ride” as the Indian théme park industry gtew at 1025 per cent_
Hin 2016 tc reach Rs 2930 crore up ﬁom Rs 2660 ‘crore in 2015 accordmg to'a report released"-_--'




by Ficei and KPMG. The induscry, however, has to make greater strides to march the global
levil.

The global theme park market, buzzing majorly on theme parks in che US, Japan, Clhuma, Hong
Kong and Korea, and vanous others coming up in Dubai and Abu Dhabi, 15 currently valued at
s 2.7 lakh crove.

The amusement and theme park industry in India 15 about two decades old and it 15 relatively
new when compared to its ongin i USA & Europe. This mmdusery found s roots in India
during mid and late 19803 when a few mnovative entrepreneuss took challenge of ploneenng
few amusement parks in Delhi, Kolkam, Muoumbal and Chenpai. The growth in this indusory
srarteel only in the kst decude and thur happened possibly during the advent of globalizacon
when economic potential of the social capital bepan to be perceived.

6.3.1 Facts on Indian Amusement Park Industry

® The amugement industry in India is at a growing stage corrently 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 Fs 000 crores
and is estimatesd to grow by 1% per cent per annum in next couple of years.
The amusement and theme park industory is deemed to be worth Ris. 10006 crores in India
by 2020,
Cumrently for a populaoon of 1.15 hillion in the country, chere are only 120 amusement
parks and 45 Family Entertainment Centers. This indicares that the growth potential of
Indian amusement and theme park mdustry s substanoal.
Gilobal leaders in entertainment parks and actractions like Universal Smidios, Disney, Sony
and Ripley Entertamment are mulling over mvestments of bilhions of dollars in India
comsidening the vast potential tn this region. Private equity funds are also agpressively
dedicatng resources towards this sector.
The Indian small and big plavers in the Amusement Industry are looking at the
tremendous growth potential of this industry in the next 5 years.
Growth of India’s retail secror had been the madin driving force for the amusement industry
in Trclia

Globally, domestic and intermational tourises comprise more than 50% of the total footfall
at popular amupsement parks.

Transpors corridors like expressways and the Metro line are bringing an increasinig number
af people closer to entertainment hubs.

The high growth potential of the industry in highly populated India wall boost tourisni,
social infrastructural development a5 well 25 employment generation. The succeds and
growth potential of this industry is resulting into the advent of new manufacturers of
amusement parks' ndes 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' =




potential Amusement parks have ‘not: recewed thelr due recogmtmn for thezr enormous -
potennaI asan mﬁ'astructural fEtCllltY for toutism. The amusement industry worldw1de isa very
- “significant part of the tmmsm -effort; In India; the touristd policy does not address the needs and: b
the. potentzal of the’ amusement mdustry -As: such ' toda}r the amusement mdustry in Indw
nrecewes no specwl mcentwes S SO L e

:3-"6- 3.4 Recreatlon Industry "'Amusement parks

L Recreat.lon Industry is currently orie of the most exc1t1ng Sectors in Indla The current market- -
: :._'_"for leisure is, estlmated to cross uUsD 1 bn in next few years. The leisure industry mamly consist: -
of amusement park;: malls’ family’ entertaitiment centexs (FECs) and multlplexes The present-_ =
e consumer base i estxmated around 30 rrn]hon .peop]e

AL present thete are”arounid 200 FECs in the Country and the number s expected to grow o |
:-._:400 in the next coup]e of years: Amusement parks contnbul:e nearly 40% of the total 1e1sure s
industry turmover e . O e

" Through' the years t ngh there is'a healthy growth; but at the same nme itis burclened'by local'-__- -
_ ‘entertiinment tax rangmg from 10 t6: 25 per céent 1n"vanous"states Further if 4 any Imposmon of
_'-”Central Tax like Service Tax WIHI cnpple the whole 1"dnstr:y The 1ndusrr5r can absorb either of
the taxes and beth ; h' "statedﬁ Furth et he ufged to ma.ke amusement mdus ry anintegral paft

3 Essel Worldf' (Mumbau).
Fun ni food vln'ag;e(neim)_ -
Niceo' Park (Kolkata) B
"Ocean Park (Hyderabad)
'Veegaland (KOChl.j.
._'.:VGP Umversaanmgdom (Chenna1)
’ .Vlsmaya (Kannur Kerala)
:_Wendeﬂa: (Bangulere) ;
.. .Woﬂds of Wonder (Entertamment Clty dea)




6.4 Hotel Industry

Orver the last decade business opporiunities in india had intensified and elevated room rates
vecupancy levels in India. Even budget hotels are chirging UISD 250 per day. "Hotel Industry
in India' success story 15 only second to China in Asia Pacific. The Wordd Travel and Tourism
Couneil, says chat India ranks 18th in business travel and will be among the top 5 very soon.
India’s big success stones include the new model for development and growth; 2 model that 15
nmuquely made,

Indian Heotel indusory’s room rate are most likely to rse 2% annually and occupancy to nse by
80%, over the next two yvears. "Hotel indostry in india 158 ganing its competitiveness as a cost
effecnove destination. The "Hotel Industry® i likely to add about 60,006 quality rooms, currently
in different stages of planning and development which would be ready by 20012.

MNC Hotel Industry pgrants are indtiating for Joint Ventures to sam their share of pie in the
race, The Indian Government has approved 300 hotel projects, where balf are for the luxury
range. Analysts sav that the manpower required by the hotel industry has increased from 7
million in 2002 @ 15 million in 2010, More and more [T Professionals are moving inte the
Metro cities as the 1ISD 23 hillion software services sector pushing 1vo the Indian economy.
Indian Hotel Industry 138 set up o grow by 15% a year. In- 2010 during the Commuonwealth
Games 1 Delhi 50 mew Intemnational budget hotel chains moved into India. One of the major
reasons for the increase i demand for hotel rooms 1n the cousitry is due 1o the boom of 1T,
telecom, retail & real estate indostnies, India’s mcreasing stock market and new business
opportunities are always been attractive for foreign investars and corporate travellers to look for
business opportunities in the counery.

- With a consistently growing nuddle class and increasing disposable income, the toursm and
hospatality sector 1 wilnessing a healthy growth and accounts for 7.5 per cent of the country'y
GDP. According to a report by KPMG, the hospitality sector in India is expected o grow at
16.1 per cent CAGR w reach Be 2799 thowand crore in 2022.The hospiality sector
encompasses & wide vanety of activities wathin the services sector and is & major job provider
both direct and indirecdy. The sector attracts the most FDM {Foreign Direct Investment) inflow
and 15 the most important et foreign exchange camers for the country, It also conmbutes
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 trpes of hotels reflect the old glory and grandeur of India, they are mostly the old havelic
and mansions of ancient tmes which have been mamed into Hentage Hotels, and these provids
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tounsts with an opportunity o experience roval pleasure in traditional ambiance. They mostly
concentrate in the princely states of Rajasthan, Della & Madhya Pradesh,

Luxury Hotels:

These hotels are equipped with world class mfrastructorz] amenitics, they offer the wourises with
a fine lodging and dining experience. They extend o warm welcome to the customers catening
primarily to the upper class executives:

Budget Hotels

These kids of hotels are like home away from home, they accommaodate customers from upper
middle and middle class. Mostly names ag Economy Class Hotel, Business hotels and discount
hotels, the budget hotels support the modem infrastuctural facilities for a comfortable and
pleasant stay.

Resorts

Resort hotels in India are mostly found in hill seations and sea side rourist destinations. These
are located armidse natural beauty, they are the ideal place to emjov some valuable tme with
family and friends or in solimde,

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 & ITC
Hotels are some of the known hotels in the hote] industry that are famous for unique amenities
and superb accommodation arrangeimenes.

There are also the ITC Maurya Dell, ITC Mantha Mumba, and Fort Radisson of Radisson
Group mn Kolkata, Radison 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 atiractove for international investment and as expected these are the
cities with the largese development pipelines, combined these cities account for 8% of the 161
projects 1 the pipeline and 16,734 pusstrooms; which i 68% of the rooms in India®s roral
pipeline,

6.4.2 Latest Developments

Indian Hotel Industry holds a special place in the intemational world of hospitality. India is
culturally the most diverse place in the world, It serves as the vivid kalewdoscope of landscapes,
magnificent historical sites and royal cities, nosty mountun retrears, colourful people, och
cultures, and festivities. Luurious, hot & cold, chaotic and tranguil, ancient and modem India
leaves a last ame 1mpression.

In recent years the Indian government has tiken several steps to boost trivel & toursm which
have benefited the hotel industry in the country. The initatives by the govemment include the
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- 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 eourism indusery. While
it is very much flourished in the outside parts of the country, India has large cruise tourism
potential. Cruise tourism in Tndia is not that developed as of new, but slowly the companies are
planning for launching a number of services for the interested people to mavel in cruises in India.

India being a country full of vast and beautiful coasthnes, evergreen foreses and idyllic towns can
be a perfect destination for cruise rravellers. South East Asian countries are fully flourished with
cruise market whereas India lacks behind in che required infrastructure and services that are
needed. This i one of the biggest challenges of the cruise market in India. Also, there is not
enough financial support for the purpose of cruise tonnsm.

Alsa, taking a look at the infrastructure in India, the ports are miostly used for the purpose of the
freight transport and not for the tourism purposes. And while the cruise tovnism requires the
ports to be used for the purpose of toursm, it affects the future of cruises severely.

The cruise tourism infrastructure must be very well planned ont in order to hold the numiber of
passengers on the port with the required services for them as well s che large spaces for shaps 1o
park for matntenance purposes. But, looking at the current scepano of the states like Goa and
Cochin, they look very much fivorshle for the grand voyage tours in the near future. The cruise
companies also have lately started developing an interest n India a5 it serves as the cfoss over
destination for Seuth Fast Asian destination. This has significantly increased the cruise tounism
potential in India. Alsa, the big cruise companics have started taking interest in [ndian staves lke
Goa and Cochin.

The werld famous, Morwegian Cruise Lines recently agreed to send a ship o India for the first
time which was departing from Dubai and crossing over Goa, Mangalore and Cochin before
reaching S Lanka. Thist was a big step in the future of cruise tourism in India as it opened
apportunities 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 Cruige plans to offera cricker and Bollywood themed
cruise with its voyage Jegs at Kochi and Murihai. This marks as one of the g steps in the cruise
market of India,

Also, the Carnival subsidiary Costa Cruises has recently announced plans for a senes of sailings
out of Mumbai on the costn neoclassica starting from this winter, This cruise basically plans ro
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
waking places, cruise tourism in India is sure to boost s way n the global market by next 5-10

years.




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

tangles of trees, watching for tiger sightingy
surrounding the Sunderban Tiger Peeserve.

The itinerary includes a visie to Bhagabatpur Tsland which serves a3 a hatchery and sancuary for
Gangetic crocodiles.

There is also seven tght tour b

m Mangalore and Cochin City,
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6.6 Job Roles

restiurant. At some hotels, this s an Ertry-|

COnCierges o have yeary of expenence,

Event Plinper

Many hotels have conference PGS Or event spaces that they rent Our for various events,
ranging from meetings to weddings, An svent planner works with the Company or
individual te arringe the event, and make sure 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 1 fast-paced, and a good memory i crucial.

o Fast Food Worker Skills

o Food Server Skills List

o Waiter / Waitress Skalls

o Restaurant and Food Service Skills
Food and Beverage Prepazation
Food and beverage preparation may include costomer 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 rools of the trade, such as espresso machines
and kitchen equipment, more general abilities are absolutely required. These include,
again, artention to demil, plus 2 commitment to safety, the abihity to-wiork well as part of
4 teamn, and the ability to work quickly and calmly in a lugh-pressure environment.

o Bartender Skills List

o Chel Skills List
Maintenance and Cleaning
Someone has to keep restaurants, hotels, and clubs clean and sanitary. Cither work includes
repairing cquipment, changing light bulbs, and replicing broken locks on bathroom stall
doors, for example. There s substantial overdap between the oustodial 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.

& Mantenance and Janitorial Skills Tast

Management
Haspitality management requires skills some that are specific to the industry and others
that are important in any management context When applying for such a pesition you
will have ro 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, fo
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




