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Abstract
In the present era, Total Quality Management plays a vital role in improving the quality of the products and services
offered by any organization with the support of most successful and vib economic policies in the country. Education is also
considered as a vital service in the service sector since it is linked directly with the development of any Nation. Though
Government has spent a huge amount of money for the development of the education sector and having a good educational
policy, the results are not very impressive and there is a continuous deterioration of quality in the education in India. This
highlights the need for quality enhancement strategies and techniques to be adopted in education sector. A lot of researches
have been conducted around the world to apply TQM practices in educational institutions which indicates how TQM is
very important in education sector. Accordingly this paper focuses on the perception of teachers on TQM practices
followed in colleges of Madurai. This paper also aims to study the management initiatives and application of TQM
practices at present in colleges to achieve academic excellence.
Keywords: Educational Institutions, Total Quality Management, Academic Excellence.

Introduction
Quality is seeking and perceiving the customer‘s needs and knowing how the organisations can
satisfy their expectations and needs and execute activities to improve their products and services.
With quality improvement, customers can be satisfied and increase their loyalty. Everybody is
concerned in quality education because the future of a country depends on the quality of education
prevailing in that country. Total Quality Management (TQM) is a management policy, which
becomes a tool for utilization and exploitation of all human, finance and technology resources in
educational institutions. The most important goal of the educational organization management is to
utilize staff capabilities, which can be easily achieved through TQM system (Sabet, H.S. et al, 2012).
The principles of Total Quality Management have proven very valuable to individuals, groups of
people and organizations to develop quality strategies. In fact, quality has become the buzzword in
every walk of like. Slackness in maintaining quality has been proved to result in definite failure. It
has become imperative that every individual acquires a fairly good knowledge on quality
improvement methodologies to be successful in life (Gopalan, K. 2004). TQM is a means for
improving personal effectiveness, performance and focusing all individual efforts throughout an
organization. It provides a framework within which one may continuously improve everything he /
she does and affects. It is a way of leveraging your individual effort and extending its effect and its
importance throughout an organization and beyond (Mishra, S.2002). Total Quality Management is
not a destination but a journey toward improvement. There is now a real need to incorporate the
principles of TQM in education and there is an even greater need to educate specialist in this field
and to propagate new ideas. It will also help to appreciate the role of measurement, quality strategy
and quality systems, etc. in the development of the Total Quality Management process (Bateman,
G.R et al, 1993). TQM is an approach of management to get better effectiveness, efficiency,
Shanlax International Journal of Arts, Science and Humanities
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cohesiveness, flexibility, and competitiveness of a business as a whole (Samuel, et al., 1996). The
TQM commonly may be able to define as making right things for the initial time, determined for
continuous development, satisfying customers, requirement, making quality of the responsibility of
each member of staff (Sahney 2002). According to Sangeeta et al, (2004) TQM is considered as a
learning system for continuous improvement for the students, educators, administrative staff, and
physical facilities. TQM describe a core set of individual and organizational behavior that has
proven to successful improvement efforts, and offer a general model for the improvement effort. It
will help to understand the benefits of continuous improvement of an organization (Hansen, W.L.
1993).
Importance of the Study
The reason behind choosing education sector for this study is that education plays an important
role in our economy. With the opening up of the economy of India, dramatic changes have been
observed in the education sector. Educational sector reforms in India and rapid growth has brought
higher employment opportunities, increase in income level, and changes in consumption pattern
and consequently there emerges a competitive environment in the country. But at present it is clear
that instead of improvement in quality of education, there is continuous deterioration in the quality
of education. Hence by implementing TQM in higher educational systems customer‘s satisfaction
through quality would reach at the higher level. While the educational "product" is not the same as
that of industry, higher education can improve the way it offers and delivers courses, provides
student services, manages and conducts research. TQM can help higher educational institutions to
find solutions as it stresses continuous improvement of processes and products by listening to the
stakeholders (customers, employees, investors, suppliers, society) like any other organization.
Objectives of the Study
1. To assess the perceived importance of TQM practices in colleges.
2. To study the management initiatives in practicing TQM in colleges at Madurai.
3.

To understand the application of TQM practices at present in colleges at Madurai.

Hypothesis of the Study
There is significant association between the variables educational level of teachers, mode of
employment, work experience and perceived importance of TQM practices.
Literature Review
Total quality management has become a ubiquitous practice in modern industry over the past
few years. TQM is playing a vital role in the grooming industry. There is a consensus that by
implementing TQM, the overall effectiveness and performance of an organization can be improved
(Hogg, R.V. et. al, 1995). Adoption of TQM will help institutions of higher education to maintain
their competitiveness, eliminate inefficiencies in the organization; help focus on the market needs,
achieve high performance in all areas, and satisfy the needs of all stakeholders (Edwards, 1993). In
the beginning of the 21st century, most institutions of Higher Education in the world are facing the
same different waves of challenges represented in low productivity, increased costs, lack of financial
resources, adoption of ineffective methods to achieve its goals, low level of job satisfaction among
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employees, as well as, greater demand for enrollment, a diverse student body, the impact of
globalization and expanding technological demands. (Dimaano, 2009). According to (Al-alawi, 2000)
TQM is to improve quality standards and enable to excellence, through the achievement of several
benefits such as increasing production capacity, reducing the cost of performance and improving
the quality of the product or service provided to the beneficiary in order to meet the challenges in
the competition world. (Harris, 1994) There are three generic approaches to TQM in higher
education; firstly there is a customer focus where idea of service to students is fostered through staff
training and development, which promotes student's choice and autonomy. The second approach
has a staff focus and is concerned to value and enhance of responsibility for action by defined
working groups. The third approach focuses on service agreements seeks to ensure conformity to
specification at certain key measurable points of the educational processes. Osseo-Asare and
Longbottom (2002) propose ―enabler‖ criteria, which affect performance and help organizations to
achieve organizational excellence. These "enabler" criteria are leadership, policy and strategy,
people management, resources and partnership and processes. They also suggest ―result‖ criteria
including customer satisfaction, people satisfaction, and impact on society and key performance
results for measuring the effectiveness of TQM implementation. According to Ali et. al, (2010), TQM
is inevitably common factor that will shape the strategies of higher education institutions in their
attempt to satisfy various stakeholders including students, parents, industry and society as a whole.
TQM is the process of changing the fundamental culture of an organization and redirecting it
towards superior product or service quality (Gaither, 1996).
Methodology
The study was conducted among the teachers working in Arts and Science Colleges offered
courses both in aided and self-financing mode. A structured questionnaire was designed based on
the literature review for achieving the objectives of the study. Three sets of sixty two statements
related to TQM practices were given in the questionnaire. Primary Data have been collected by
visiting the arts colleges‘ premises and distributing the questionnaires directly to the respondents
for obtaining the responses. In total, five arts colleges were considered for the survey based on
convenience sampling method. In total the sample consists of 50 respondents. Statistical tools such
as five point Likert scale, percentage analysis, mean, standard deviation, and ranking are used to
analyze the primary data.
Data Analysis and Discussion
Since TQM and Management‘s TQM practices are qualitative factors, which cannot be measured
in quantitative terms, these can be measured with the help of Likert scaling technique. On the basis
of TQM resources, customer satisfaction, continuous improvement, TQM implementation, process
and product quality, supplier involvement, management change initiatives, kaizen, quality circles,
etc. totally forty two statements representing the TQM practices and Management initiatives in
TQM practices were framed. For every statement, five choices, namely, always, usual, neutral,
sometimes and never were given to the respondents for measuring their responses. Table - 1 shows
the scores of respondents on perceived level of importance of TQM practices in colleges into high,
medium and low.
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Table 1 Score on Importance of TQM Practices
The above table shows that the respondents‘ scores
Particulars
Scores
Number of
on importance of TQM practices above Mean + Standard
50
respondents
Deviation ie, greater than 4.2 is considered as
Mean
3.8400
respondents perceived a high level of importance of TQM
Standard
.26496
practices, respondents‘ scores below Mean - Standard
Deviation
Deviation ie, less than 3.58 are considered as respondents
Mean + Standard
4.10496
Deviation
perceived low level of importance of TQM practices and
Mean - Standard
the scores of respondents lying between 3.59 to 4.1 are
3.57504
Deviation
considered as respondents perceived medium level of
Low
≤ 3.58
importance of TQM practices in colleges. Table – 2 gives
Medium
3.59 – 4.1
the classification of respondents based on their perceived
High
≥ 4.2
level of importance of TQM practices.
Source: Survey Data
Table 2 Classification of the Respondents based on Perceived Level of TQM Practices
From table – 2 it is clear that 31(62 percent)
Perceived
No. of
Level of
%
respondents have perceived a high level of importance
Respondents
TQM Practices
of TQM practices, 8(16 percent) respondents have
High
31
62
perceived a medium level of importance of TQM
Medium
8
16
practices and 11(22 percent) respondents have
Low
11
22
perceived a low level of importance of TQM practices in
Total
50
100
Source: Survey Data
higher education institutions.
Management Initiatives in TQM Practices
Management is playing an important role in the implementation of TQM in higher educational
institutions. It takes the initiative to implement, encourages their faculty members to follow TQM
Practices and takes the follow up measures for its effective results. Table – 3 shows the scores on
perceived Management initiatives in TQM practices.
Table 3 Scores on Management initiatives in TQM practices
The above table shows that the perceived score on
Particulars
Scores
Number of respondents
50
management initiatives in TQM practices of respondents
Mean
4.0275
above Mean + Standard Deviation ie, greater than 4.3 is
Standard Deviation
.25759
considered as respondents perceived a high level of
Mean + Standard Deviation
4.28509
management initiatives in TQM practices, below Mean Mean - Standard Deviation
3.76991
Standard Deviation ie, less than 3.77 are considered as
Low
≤ 3.77
Medium
3.78 – 4.29 respondents perceived low level of management
High
≥ 4.3
initiatives in TQM practices and the score of
Source: Survey Data
respondents lying between 3.78 to 4.29 is considered as
medium level of management initiatives in TQM practices. Table – 4 reveals the classification of
respondents based on the perceived level of management initiatives in TQM practices.
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Table 4 Classification of Respondents based on the
Perceived level of Management initiatives in TQM Practices
From table – 4, it is clear that 20 (40 percent)
Level of
Respondents %
Management Initiatives
respondents perceived a low level of management
High
12
24
initiatives in TQM practices, 18 (36 percent)
Medium
18
36
respondents perceived a medium level of
Low
20
40
Total
50
100 management initiatives and 12 (24 percent)
respondents perceived a high level of
Source: Survey Data
management initiatives in TQM practices. Table – 5 reveals the ranking of the application of TQM
practices in colleges at Madurai.
Table 5 Ranking of the Application of TQM Practices in Colleges
S.
No
1
2
3
4
5
6

Particulars

Mean

Standard
Deviation
.886
1.137
1.199
1.359
1.465
1.443

Rank

Provision of sufficient equipment and resources
2.10
22
Ease access of peer.
3.18
9
Visually appealing environment in the college.
3.54
1
Support services arrangement in the college.
3.30
6
Improve teaching methodology constantly.
3.34
5
Sufficient staff allocation in the college.
3.28
7
Theoretical and practical knowledge is upto the level in
7
3.50
1.474
2
the subject area.
8
Staff members are upon the qualification level.
3.36
1.453
3
9
Having good teaching experience in the teaching field.
3.24
1.318
8
10
Proper communication among all levels of management.
3.35
1.389
4
11
Understanding the student‘s needs.
2.62
1.123
16
12
Willingness to help the students.
2.68
1.154
13
Availability of guidance and advice properly to the
13
2.74
1.121
11
students.
14
Giving personal attention to every student.
2.70
1.192
12
15
Focusing on the student‘s career.
2.54
1.073
19
Relevance of curriculum to the future jobs of the
16
2.64
1.064
15
students.
Building good communication skills and team work
17
2.56
1.146
18
among the students.
18
Flexibility of knowledge among all groups of students.
2.26
.828
21
19
Having cross – disciplinary knowledge.
2.52
.931
20
Containing primary knowledge, skills in the particular
20
2.84
.710
10
area.
21
Effective presentation of the subject area to the students.
2.66
.823
14
22
Sequencing all the topics and relevant area properly.
2.58
.972
17
Source: Survey Data
The above table shows that in the application of TQM practices the first rank is given to visually
appealing environment in the college, second rank is given to Theoretical and practical knowledge
is up to the level in the subject area, third rank is given to Staff members are upon the qualification
level, fourth rank is given to Proper communication among all levels of management and so on. The
least ranked practices are Provision of sufficient equipment and resources, Flexibility of knowledge
Shanlax International Journal of Arts, Science and Humanities
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among all groups of students, Having cross – disciplinary knowledge, Focusing on the student‘s
career and so on. The standard deviation is more or less same for all the applications. This shows
almost all the respondents are having almost same opinion regarding the application TQM practices
in colleges at Madurai.
Association between Educational Level, Mode of Employment, Work Experience and TQM
Practices
To examine whether there is any significant association between the variables educational level
of teachers, mode of employment, work experience and perception on TQM practices Chi-square
test is applied. The results are given in Table – 6.
Table 6
Chi –
Educational
Square
Level
Test
Chi –Square
38.400a
value
Df
4
Asymp. Sig.
.000
Source: Survey Data

Mode of
Employment

Work
Experience

.720b

18.800a

1
.396

4
.001

The table.6 shows that there exists a
significant
association
between
the
educational level of teachers, work
experience and TQM practices. There exists
no significant association between the mode
of employment and TQM practices.

Findings and Suggestions
The findings of the study reveal that the college teachers are accepting the importance of TQM
practices in higher educational institutions. The study also highlights that the management initiative
towards the implementation of TQM practices is also very low. The results of the study also shows
that provision of sufficient equipment and resources, flexibility of knowledge among all groups of
students, having cross – disciplinary knowledge, focusing on the student‘s career are having poor
application in higher educational institutions and they are very much lagging in the required
application of TQM practices. There exists a significant association between the educational level of
teachers, work experience and TQM practices. But there is no significant association between the
mode of employment ie, whether they are working under regular or self-financing scheme and
TQM practices. TQM is successfully proved in various manufacturing and service industries in
providing quality products and services. So application of TQM concept will yield good results in
Educational sector also. It is the fact that the quality of education is going on deteriorating even
though the number of educational institutions are going on increasing. The efforts taken to apply
TQM principles and practices in all higher educational institutions will definitely help to enhance
the quality in higher education directly and school education indirectly. So the management and
faculty should realize the significance of Total Quality Management in higher education and ensure
their level of contribution towards the success of this concept since it is the combined responsibility.
Conclusion
Quality in education is a rather complex topic. Total Quality Management provides evidence
that quality and excellent education happens in an organization with high level total quality
management indicators. TQM can be applied to higher education, but it must be modified to fully
recognize some unique aspects of education viz., education is a service industry with no visible,
tangible product. Benefits of TQM include heightened employee morale, better teamwork among
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departments, bridging faculty–staff functions, increased quality from customer viewpoint and
continuous development of everyone who is part of higher education institution. If educators apply
TQM principles they would plan more accurately, perform better, estimate their achievements and
take all necessary actions in order to prosper and stay focused on excellence.
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Abstract
Work constitutes the major source of income for majority of people in the world. When the demand for material things
in life increases or the bargaining power of labour decreases, people are forced to spend more time in workplace and less
time for personal life. In due course of time this lead to over stress and work-family conflict in employees. They may not be
able to work with peace of mind and this work life imbalance creates a kind of unrest among their family members also.
These workers cannot perform their duties effectively, which in turn lead to low productivity of employment. Hence it is
the responsibility of the employer to make provisions to their employees to balance their work life and personal life.
Sometimes it requires provisions beyond the legal requirement of employee welfare. As a part of Corporate Social
Responsibility (CSR) towards employees, it is the need of the hour that organizations to take necessary measures to
improve the work life balance among their employees to create a healthy and productive society. This paper aims to look
into the global and Indian perspective of work life balance concept by comparing the CSR initiatives towards this aspect
taken by some Multinational and Indian companies.
Keywords: Work life balance, Corporate Social Responsibility, Child care.

Introduction
It is a common scenario all over the world, the organizations are demanding more and more
from their employees. For most people, work is the means for better life and for improving the wellbeing of the family. Organisation expects its employees to work in tandem with its objectives and
goals thus contributing positively to its productivity. When the demands of work hamper the
pursuit of other life interests, it is likely to create a crisis and the resultant stresses and strains
among the employees. Today, women make up 40 percent of the global workforce, and they are
becoming an increasingly important part of the world‘s formal workforce as they shift from
agricultural work to industry and service sector jobs. (International Labor Office. 2008).
Demographic changes as seen in the increasing number of women in the workplace and dual career
families have generated an increasingly diverse workforce and a greater need of employees to
balance their work and non-work lives (Bharat, 2003; Komarraju, 1997; Rajadhyaksha & Bhatnagar,
2000; Ramu, 1989; Sekharan, 1992). In India also, the demographic changes are seen in the forms of
increasing number of women in the workforce (Census of India, 2011). Breakage of joint family
system and urbanization factors has made it essential for the new generation employees. Familyfriendly policies can help the women employees to balance the work and family responsibilities,
yield benefits for themselves, for their families, and their employers. Family-friendly policies can
benefit employers also, can help them for retaining highly skilled employees who might otherwise
seek more accommodating employers or leave the workforce entirely. Implementing of familyfriendly policies can also decrease absenteeism, enhance productivity, and can improve employers‘
attraction ability. Hence, today work-life balance has become an increasingly pervasive concern for
employers as well as employees.
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Need for Work Life Balance Programmes as a part of CSR
The European Union defines Corporate Social Responsibility (CSR) as ―A concept that an
enterprise is accountable for its impact on all relevant stakeholders. It is the continuing commitment
by business to behave fairly and responsibly and contribute to economic development while
improving the quality of life of the work force and their families as well as the local community and
society at large.‖ Since organizations growth and profitability depends on the contribution of their
employees in terms of hard work, loyalty, efficiency etc., employers are also responsible to keep
their employees happy and stress free both in their work life and personal life. Keeping the
changing scenario in mind, organisations should not restrict themselves to the mandatory welfare
practices as stipulated by law but they are becoming more conscious towards the need, desire and
growth of their employees, their families and society as a whole. According to social exchange
theory, by offering informal family friendly culture the organizations demonstrate their efforts in
favour of the wellbeing of their employees. As cited by Deepak Chawla & Neena Sondhi (2011), the
more ‗Supportive‘ organizations shape an implicit psychological contract (Rousseau 1995) between
the organization and the individual. This aids and enhances his work/non work conflict and at the
same time increases individual‘s sense of commitment. Informal initiatives/support is the support
given by family members, colleagues and supervisors to decrease the load and or stress of work-life
interface and which is not part of written rules and regulations.
Work –Life Balance Initiatives in MNCs – Global Scenario
By realising the importance of work – life balance of their employees, almost all the Multi
National Companies are following a number of work – life balance initiatives as a part of CSR
towards employees to improve their work – life balance level. Table – 1 given below shows the
Work – Life Balance Practices of selected MNCs.
Table 1 Work – Life Balance Initiatives – Global Scenario
S.
No

Name of the
Company

Work – Life Balance Initiatives
1.
2.

1

Yamaha Corporation

3.
4.
1.
2.

2

OMRON
Corporation

3.

Established the Work-Life Balance (WLB) Promotion Committee.
Reduce working hours and implement and improve work-family
support systems for the variety of circumstances encountered by
individual employees.
Work-Life Balance Action Plans were developed and
implemented in each department.
Company provided training to the Work-Life Balance Promotion
Officers of each department.
Area-limited employment arrangement targeting those who deal
with childcare or care of a sick/elderly family member.
Career reentry initiative gives hiring preferences to former
employees who want to return to work after experiencing ongoing
extenuating circumstances.
The reentry application period is within three years after
resignation, and reentered persons are employed as regular
employees. Employees who require longer leave than annual paid
holidays for advanced fertility treatment are eligible for this
initiative.
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1.

3

Citizen Holdings &
Citizen Watch

2.

1.

4

Canon Inc.
2.

1.

5

Ricoh

1.
2.
3.
6

Mizuho Financial
Group, Inc.

4.
5.
6.
7.
8.
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Shortened working hours for child care is available until children
completed the third year of elementary school, and working hours
may be reduced by two hours per day so employees can provide
nursing care.
Extended the eligibility for pooled leave scheme, which is
designed to support employees looking after and raising children,
until the end of junior high school as a means of promoting
flexible working.
To enable employees to focus on childcare responsibilities with
peace of mind, Canon Inc. offers an array of programs, including
childcare leave for employees raising children up to the age of
three, reduced work hours for employees with small children and
a childcare leave support program, which go beyond the legally
stipulated minimum requirements.
Canon Inc. adopted a volunteer leave system in recognition of the
growing interest in volunteer activities within the community and
among the employees. Under this system, employees wishing to
participate in volunteer activities certified by the company may
take up to one year of leave.
Childcare leave and shorter working hour programs were
introduced in 1990, even before the enactment of the Child Care
Leave Law. The childcare leave program is applicable to
employees with children aged two and under, offering up to
10 days of paid leave to employees who return to work within
three months of the birth of their child. The shorter working hour
program, applicable until the children of eligible employees
complete third grade at elementary school, provides three options
for working hours and nine for starting times, offering a total of
27 different work time patterns to choose from to best meet the
needs of individual lifestyles.
After childbirth leave.
Child care leave and Short–term paid child care leave.
Shortened work hours due to child care adjustments in timing of
working hours for childrearing and caring for relatives.
Overtime work exemption for childcare or nursing care.
Worksite transfer - Transfer due to childcare or nursing care.
Husband's child care leave after child birth.
Nursing care leave and Nursing care subsidy - Subsidy for
expenses for a home helper or a babysitter.
Family care leave and Work–Life Balance Support System.

Organizational responses to Work-Life Balance issues in India
In general, the response of Indian organizations to work-life issues has been limited. The
reasons for this include a culture that does not empower women, an assumption and expectation
that the (joint) Indian family is in a better position to provide support than non-family institutions,
and demographic factors including a low rate of organized workforce participation among women
as compared to men. Although Indian government policy on work and family issues has
traditionally been patriarchal in nature, the most progressive work-family programs in Indian
organizations come from the public sector. Family-friendly measures offered include reduced hours,
Page 10

Nesamony Memorial Christian College, Marthandam

Vol. 5

Special Issue 6

April 2018

ISSN: 2321-788X

career break leave, responsibility leave, and parental leave. Most of the Indian organizations are
characterized by inflexible employment practices, with less attention paid to child care and elder
care needs of the employees. (Catherine Hein, 2005). India is yet to ratify the Workers with Family
Responsibilities (Convention No.156, 1981). But some practices in line with its recommendations are
followed in Indian Government like Maternity Leave, Dual Career Planning, common posting
transfers and so on. Indian Companies both in the Public and Private Sector provide Maternity
Leave, Paternity Leave, Emergency Leave, and Annual Leave. Some companies even provide career
break. Part-time work, working from home, flexible working hours is also practiced in some
organizations. A 2007 survey by the Management and Personnel Office of the Government of India
found that just over 6% of the workforce employed in the public sector made use of such measures.
Most of the users, not surprisingly, were women.
In the private sector, most of the multinational companies and in the IT and ITES sectors
offering well-defined work-life programs. The motivation for multinational companies to offer
family-friendly measures to their Indian subsidiaries is partly to maintain uniformity in HR practices globally, partly in response to the demands placed on them by younger men and women
employees, and partly as a tool to retain talent. Table -2 shows the measures taken by various
companies in India towards promoting the work – life balance of their workers.
Table 2 Work – Life Balance Initiatives – Indian Scenario
Name of the
S. No
Work – Life Balance Initiatives
Company
Procter &
1. Work from home for its employees.
1.
Gamble India
2. Reduced work schedules.
1. PWC has put in place a women‘s network for senior women. This
Pricewaterhouse
is aimed at empowering them to manage work-life balance better.
2.
Coopers Pvt
2. ―My Mentor‖ aimed at self motivation and taking charge of one‘s
Ltd.
work and life, has been very well received by participating
women employees.
1. Flexible work schedules.
2. Compressed workweeks and alternate work schedules.
3. Telecommuting and home office.
3.
Intel India
4. Part-time employment.
5. Childcare assistance.
6. Resource and referral services.
7. Health and wellness benefits etc.
1. Flexible workweek schedules.
2. Working from home.
3. Part time employment.
4.
IBM India
4. Family counseling.
5. Leave of absence programmes.
6. Recreational activities, clubs and helping employees deal with life
events, from getting married to taking a career break.
1. Work flexitime with certain mandatory hours of work and fiveday working provisions.
Tata
2. It conducts regular seminars on nutrition, better living and stress
5.
Consultancy
management.
Services (TCS)
3. ‗Maitree‘ is an initiative for the spouses of employees and it has
helped in bringing together the families of the employees.
Shanlax International Journal of Arts, Science and Humanities
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1.
2.

6.

Zensar
Technologies

3.
4.

9.

Agilent
Technologies

1.

1.
2.
3.
10.

Shell being

4.
5.
6.

11.

Hindustan
Unilever

1.
1.

12.

Citi India

2.
2.
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Child care arrangements such as crèche facility to employees.
―Madat Online‖- a 24/7 service which is available for employees
to take care of some of their personal day-to-day activities (e.g.
dropping cheques, drawing cash, pay telephone bills and school
fees of employees‘ children).
It provides information services such as information regarding
housing/education facilities for children.
It organises stress management programmes, arranges social
events such as family day and fun days at work regularly.
Provides freedom and flexibility in deciding time and place of
work to its employees and rewards employee performance than
working more number of hours.
Flexitime and work from home.
Employees‘ perception about work-life balance is assessed every
year.
It advocates video or teleconferences to reduce business related
travel.
It also organises midweek meetings to avoid weekend travel.
It discourages overtime work and taking work home on
weekends.
Personal leaves cannot be carried over to next year and are not
encashable so that employees will use personal leaves for self and
family.
Work-from-home option apart from the special leave entitlements;
sabbatical and career break up to 5 years.
Allow employees to work from home for two days a month if
their role permits it.
Employees can also opt for flexible work options such as flexi-time
and remote working, depending on their role.
The company recently introduced a Concierge Service within the
office premises, helping free up valuable time for employees.

Discussion and Conclusion
In India, many of the companies following the work – life balance practices are IT and ITE
companies. Other companies are not yet given weightage to the work – life balance related problems
of their employees. Based on the current culture, political climate, economic situation, and societal
factors, there may be a number of work-life balance initiatives that multinational organizations
might consider for strategically addressing the needs of the business and the needs of their
employees in India. They should provide flexibility in terms of when and where work is conducted
to reduce employees‘ conflicts, stress, and work interruptions and maintain or increase their
productivity. Transportation facilities may be provided by the company to assist employees with
work conflicts and delays caused by long and difficult commutes. A collegial atmosphere at work
with opportunities for colleagues to interact informally, such as creating communal and casual
spaces for chatting, listening to music, or getting a cup of tea or coffee with friends can be created.
Health consciousness of employees may be increased by providing more information about good
exercise and healthy eating, and by providing health check-ups. Though some companies provide
gyms, basketball courts, and other recreational facilities, the climate and culture make it difficult to
exercise at work. Medical coverage for parents and a separate form of leave for dealing with family
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issues (similar to FMLA in the USA) can be provided by the organisation. Also, contract with well
known hospitals to provide quality nursing care, or compile a vendor list of quality elder care
providers. Partner with local childcare providers to develop quality standards and performance
guarantees on behalf of employees will helps to better child care. The company must invest in
training for employees to build skills, and to encourage employees to use technology more
efficiently. Above all Gender Equality should be maintained within the organization and
demonstrate that work-life programs are beneficial to the business so that both men and women
recognize their importance for talent attraction, retention, and development. Though organizations
are not legally bind with more work-life balance practices, atleast they should help their employees
to maintain work – life balance as part of their corporate social responsibility. This will definitely
increase the employee loyalty towards the organization and both the employees and the
organization will be mutually benefited.
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Abstract
This research investigates the determinants of perceived service quality among the customers of private sector banks.
It examines the effectiveness of the five dimensions in the banking sector and measures the service quality perceived by the
bank customers. A survey was conducted among the customers of private banks. The findings show that female customers
are high responsive than male customers. However the customers feel more secured and able to communicate better with
the private banks. This study concluded that the service quality is one of the most important factors in the private sector
banks.
Keywords: Service Quality, Customer Perception, Private Bank.

Introduction
Service Quality
Service quality is a comparison of expectations about a service with performance. A business
with high service quality will meet customer needs whilst remaining economically competitive.
Improved service quality may competitiveness.
High service quality is imperative and important for competitiveness of service industry. There
are plenty of service quality models which enable managers and practitioners to identify quality
problems and improve the efficiency and profitability of overall performance. One of the model
influential models in the service quality literature is the model of service quality gaps. Considering
the complex nature of how customers judge service quality, number of researches has been done in
the area and models have been developed to explain the nature of service quality evaluation.
Review of Literature
The term service quality is commonly used to express different concepts. Johnston and Clark
(2005)1 use the term service quality to describe how an organization treats its customers.
Accordingly, service quality covers how customers‘ requirements and desires are met, as well as
how the service delivered matches customers‘ expectations. It can be seen from the above that
service quality can be defined as customer satisfaction, which is the outcome of the assessment
made by a customer about the service offered. This assessment is based on comparisons of their
perceptions of service delivery with their prior expectations. This is similar to Cronin and Taylor‘s
(1992)2 definition, that service quality is the vital antecedent of customer satisfaction.
Sasser et al. (1978)3 and Caruana (2002)4 have pointed out that service quality is the result of the
comparison made by customers about what they feel service firms should offer, and perceptions of
the performance of firms providing the services.
Gronroos (1984)5 also defines service quality as the outcome of the comparison that consumers
make between their expectations and perceptions.
Parasuraman, Zeithaml and Berry (1985)6 have reviewed various studies on service quality and
offer three propositions, as follows:
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Service quality is not as easy for a customer to evaluate as goods quality;
Service quality perception is the outcome of the comparison that a customer makes between
their expectations and the performance of a service;
Quality assessment not only depends on the outcome of a service, but also includes assessment
of the process of service delivery.
Parasuraman, Zeithaml and Berry (1988)7 define service quality as ―A global judgement or
attitude, relating to superiority of the service, whereas satisfaction is related to a specific
transaction‖. This clearly suggests that service quality is an overall judgement of a service provider
and the outcome of the comparison between customers‟ perceptions and their expectations
(Zeithaml), (1988)8
Objectives
1. To ascertain service quality variations across selected private banks in Kanyakumari District.
2.

To identify the services of banking industry this influences the quality of services by private
banks in Kanyakumari District.

Research Methodology
Primary Data
Primary data refers to the collection of first hand data. Data is collected through circulating
questionnaire to 200 bank customers at private sector banks in Kanyakumari District.
Sample Unit
The sample unit from this research study is private sector bank customers of ICICI, HDFC, AXIS
and TMB in Kanyakumari District.
Analysis and Interpretation
Demographic Characteristics of Respondents
The various demographic variables selected for the study are discussed below.
Table 1 Gender Wise Classification
It is inferred from the table.1, out of 200 respondents 54.5% of
Gender Frequency
%
Male
109
54.5 respondents are male and the remaining 45.5% respondents are
Female
91
45.5 female. This is because the male respondents have more accounts in
Total
200
100
bank.
Source: Primary Data
Table 2 Age Wise Classification
Age
Frequency
Below 25
24
26-30
52
31-35
39
36-40
23
41-45
32
Above 46
30
Total
200
Source: Primary Data

%
12
26
19.5
11.5
16
15
100

It is inferred from the table.2, out of 200 respondents 26% of
respondents are between the age group of 26-30 years, 19.5% were
between the age group of 31-35 years, 16% were between the age
group of 41-45 years, 15% were between the age group of above 46
years, 12% were between the age group of below 25 years, and
11.5% were between the age group of 36-40 years. This is because
the respondents between the age group of 26-35 years are employed
and they are attracted towards the facilities providing by the bank.
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Table 3 Marital Status Wise Classification
It is inferred from the table.3, out of 200 respondents 73%
Marital Status Frequency %
Unmarried
54
27
of respondents are married and the remaining 27%
Married
146
73
respondents of unmarried. This is because the married
Total
200
100
respondents were planned for the future and save money.
Source: Primary Data
Table 4 Education Wise Classification
Education
Frequency
Under Graduate
29
Graduate
75
Post Graduate
51
Others
45
Total
200
Source: Primary Data

%
14.5
37.5
25.5
22.5
100

It is inferred from the table.4, that the education
qualification of respondents are 37.5% were Graduate, 25.5%
were Post Graduate, 22.5% were Others, 14.5% were Under
Graduate. This is because the graduates get many study loans
and also they were employed.

Table 5 Occupation Wise Classification
Occupation

Frequen
cy

%

20

10

81

40.5

29
70
200

14.5
35
100

Government
Employee
Private
Employee
Business
Others
Total
Source: Primary Data

It is inferred from the table.5, that out of 200
respondents 40.5% of respondents are private
employee, 35% were others, 14.5% were business,
10% were Government employee. This is because
the private employees have more accounts in
private bank than Government employee because
Government employees get their salary and other
benefits pensions are through by nationalized
banks than private banks.

Table 6 Income Wise Classification
Income
Frequency
Below Rs.10000
21
Rs.10001-Rs.20000
49
Rs.20001-Rs.30000
55
Rs.30001-Rs.40000
36
Above Rs.40000
39
Total
200
Source: Primary Data

%
10.5
24.5
27.5
18
19.5
100

It is inferred from the table.6, that out of 200 respondents
27.5% respondents receives income between Rs.20001-30000
per month, 24.5% receives Rs.10001-20000 per month, 19.5%
receives Above Rs.40000 per month, 18% receives Rs.3000140000 per month and the remaining 10.5% of respondents
receive income Below Rs.10000. This is because the respondent
with low salary has no balance money to save in the banks.

Existence of the Difference between Two Groups
Null Hypothesis
H0-There is no significant relationship between reliability, tangibility, responsiveness,
assurance, empathy and customer perception and service quality in private banks. To test
hypothesis using t-test.
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Table 7 Relationship between Gender and Service Quality in Private Banks
Interpretation
Std.
Factor
Gender Mean
T
P
Deviation
Since P value is less than
Male
16.9541
4.05605
Reliability
7.328 .007** 0.01 H0 is rejected at 1%
Female 17.6484
3.38091
level. Hence concluded that
Male
17.4771
4.11095
Tangibility
3.407 .066
there is significant difference
Female 17.2308
3.54049
between male and female
Male
16.8624
4.02876
Responsiveness
8.212 .005**
customer with regard to
Female 17.6374
3.28470
Male
16.9174
3.98174
reliability. Based on mean
Assurance
1.812 .180
Female 17.3626
3.65305
score 17.64 female customers
Male
16.8073
4.03796
are better in reliability than
Empathy
2.529 .113
Female 16.8242
3.43703
the male customers (16.95).
Male
17.3761
3.75842
Customer
1.792 .182
This is because the female
perception
Female 17.8242
3.52639
respondent can be easily
Source: Primary Data
believed about what the bank
Note: Denotes significant at 1%
ensures. Since P value is
greater than 0.05 H0 is accepted at 5% level. Hence concluded that there is no significant difference
between male and female customer with regard to tangibility. Based on mean score 17.47 male
customer are better in tangibility than the female customers (17.23).
Since P value is less than 0.01 H0 is rejected at 1% level. Hence concluded that there is significant
difference between male and female customer with regard to responsiveness. Based on mean score
17.63 female customers are better in responsiveness than the male customers (16.86). This is because
the females are can be easily satisfied what and patient in personality than the male.
Since P value is greater than 0.05 H0 is accepted at 5% level. Hence concluded that there is no
significant difference between male and female customer with regard to assurance. Based on mean
score 17.36 female customers are better in assurance than the male customers (16.91).
Since P value is greater than 0.05 H0 is accepted at 5% level. Hence concluded that there is no
significant difference between male and female customer with regard to empathy. Based on mean
score 16.82 female customers are better in empathy than the male customers (16.80). Since P value is greater
than 0.05 H0 is accepted at 5% level. Hence concluded that there is no significant difference between
male and female customer with regard to customer perception. Based on mean score 17.82 female
customers are better in customer perception than the male customers (17.37).
Analysis Using Garret Ranking Rank the Services of Banking Industry
Table 8 Percentage Position and their Corresponding Garret’s Ranking Value
Table.8 shows that percentage position for
Percentage Position
Rank
Value
100
the ranks 1,2,3,4 and 5 and their corresponding
Rank(- 0.5)
(Rank-0.5)/10
Garret‘s ranking values. For rank 1, the calculated
1
.5
10
75
percentage position is 10 is 75. This value is given
2
1.5
30
60
in the Garret‘s ranking table for the percentage 10
3
2.5
50
50
which is very near 10.06 (see appendix) as like for
4
3.5
70
40
all the calculated positions, the table values are
5
4.5
90
25
referred from Garret‘s ranking table.
Source: Primary Data
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Table 9 Ranking given by the Respondents

Table 10 Ranking the Services of Banking Industry
The total score is calculated by
multiplying the number of respondents
ranking those factors as 1,2,3,4, and 5 by
the respective table value given. Mean
score is calculated by dividing the total
score by the number of respondents. From
the interpretation that Internet Banking is
st
given as 1 rank by most of the respondents as the important factors to service quality, Investment
Banking is given as 2nd rank by most of the respondents, Retail Banking is given as 3 rd rank by most
of the respondents, Corporate Banking is given 5th rank by most of the respondents.
Findings
Majority of the respondents are male in this study. And the male respondents have more
accounts in the bank.
The respondents varied from various age groups, the respondents between the age group of 2635 years are employed and they are attracted towards the facilities provide by the bank.
According to the data collected, majority of the respondents are married, the married
respondents were planned for the future and save money.
It is found that the education qualification of respondents, the graduates received many study
loans and also they were employed.
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