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MESSAGE

Man’s quest to satisfy his need is never ending.  His tastes and preferences in 

satisfying the need and utility vary across borders, depending on what is coined as 

mental accounting and neuro- economics.  Any establishment set up for the purpose 

of aiming at making revenue gains, focus on this aspect of 

round the globe falls in this pipeline.   

With additive and distributive functions, service sector sees through a 

breakthrough, ranging from accounting to finance from world embassie

delicacies all guided and channelled through socio

Committed to the tracing of this as academicians, the Department of Commerce has 

made a novel attempt knitting the individuality with the reality on 

TRENDS IN SERVICES SECTOR. 

The EAGLET- is the first of the series of in house publication the department 

has envisaged to make every other semester.  Like the eaglet that learns to soar high, 

through its little attempts, in the process of becoming the eagle, the publ

perceived to reach new heights in making the learned more learned by making 

oneself learned.   

One can see all eggs in one basket

an exploratory try, a descriptive thread 

going! 
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Introduction 

The dynamic environment of services today places a premium on effective marketing.          
A service is an economic activity that creates value and provides benefits for customers at 
specific times and places by bringing about a desired change in, or on behalf of, the recipient of 
the service.  Although it is still very important to run an efficient operation, that alone is no 
longer enough for success.  Employees must be customer service oriented in addition to being 
concerned about efficiency.  
 
The Role of Post Office 

The role of the post office is undergoing transformation the world over, as electronic mail 
and new technologies supplement traditional postal activities.  It is also simultaneously 
upgrading traditional services through induction of technology, and introducing new products 
and services in order to meet the challenges of providing faster, more reliable, and more 
responsive service to the customer in the face of increasing competition from the private 
courier industry and continuing advances in communication technology. 

 
Marketing of Mail, Financial and Premium Services 

Mail services being the primary service of the Postal Department, their mission is to 
provide high quality mail, parcel and related services in India and throughout the world.   
 
Marketing Strategy 

The marketing strategy of postal was to develop the market by introducing a range of new 
services and to bring technology in the postal operations. This will enable the department to 
increase the revenue and to reduce the cost. As a part of business expansion strategy, the 
postal organization had business alliances with corporate in communication, distribution and 
financial retail areas.  It has alliance with Western Union in terms of international money 
transfer.  Postal Department has with Prudential ICICI, IDBI Banks and SBI Mutual funds for 
the sale of mutual funds.  It has alliance with UTI Bank will enable us to have ATM network of 
UTI Bank linked with post office Savings Bank.  Alliance with Master Cards will bring the debit 
cards through post office.  With Standard Chartered Group it has entered into a comprehensive 
alliance for postal and financial services.  In the area e-post, it has alliance with Nettlinx 
Company.  

THE ROLE OF POSTAL DEPARTMENT IN MARKETING 
MAIL, FINANCIAL AND PREMIUM SERVICES 
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The Services Marketing Mix 
The Department of Posts (DoP) is one of the oldest and one of the extensive mail services 

in the world.  The DoP is governed by the Indian Post Office Acts, 1898.  The Indian Postal 
System currently provides a number of services which can be broadly classified into four 
categories:  

 
Mail 

Services 
Letters, Inland letter, Post Cards, Book Packet, Registered Newspaper, Blind 
Literature Packets, Parcels, Value Payable Post , etc. 

 Post Office Saving Schemes 

Financial 
Services 

Savings Account, 5- year Recurring Deposit Account, Monthly Income Scheme 
Account, Public Provident Fund Account, National Savings Certificates, Senior 
Citizen Saving Scheme Account , Sukanya Samriddhi Account, Kisan Vikas Patra.  
Money Remittance Services 
Money Order, Instant Money Order, International Money Transfer Service, 
Electronic Clearance Service, IFS Money Order, Mobile Money Transfer. Postal 
Life Insurance. 
Mutual Funds 
Postal Life Insurance 
Janasuraksha Scheme 
Pradhan Mantri Jeeva Jyothi Bima Yohan, Pradhan MantriSurakshaBima Yojana  
India Post Payment Bank  

Premium 
Services 

Like Speed Post, Express Parcel, Media Post, Greeting Post, Logistics Post. 

 
Business Solution : Cash on Delivery facility, Express Parcel, 

    Business Parcel, Bill Mail, Direct Post, Retail Post 
    Business Post, Logistics Post, e-Payment, e-Post 
    Message, Speed Post Business Solutions, Opening 
    A Corporate Account,. 

 
Instant Money Order (IMO) 

IMO is an instant online money transfer service between two resident individuals in Indian 
territory.  The various features are – a) Transfer money from Rs.1,000/- to Rs.50,000/- from 
designated IMO post offices, b) Simple booking procedure, c) Same day delivery can be taken 
by receiver from any other IMO post office in India during working hours on presentation of 
photo identity card, d) Payment of iMO amount below Rs.20,000/- can be taken in cash, and e) 
A message from the list of standardized messages can be sent without any extra charge. 
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International Money Order 
A state of the art international money transfer service is available through the post 

offices in India, which enables instantaneous remittance of money from 185 countries world 
over, to India.  The recipients can in fact collect the money in cash in minutes after the sender 
has made the remittance.  This service is made available by the Department in collaboration 
with Western Union Financial Services, USA.  The service is targeted to particularly fulfill the 
needs for immediate cash of NRI dependent families in India, visiting international tourists 
and foreign students studying in India. The service was officially launched in Tamil Nadu circle 
during May 2001.   Initially the service was introduced in Chennai and later expanded in the 
Circle. Presently, the service is available in 544 post offices in the circle. 

India Post has recently launched International Money Remittance service on the 
International Financial System (IFS) platform of Universal Post Union (UPU). At present the 
service is operational with La Poste Group, France and UAE. However, the service will very 
soon be extended to Ukraine, Laos PDR, Mauritius, Sri Lanka, Cambodia and many other 
countries. 
 
E-Post 

e-Post service, launched on 30th January 2004, utilizes the last mile advantage provided by 
the Department to enable people to send and receive message or scan images through e-mail 
in all post offices in the country.  People who would not normally have access to internet are 
able to send and receive e-mail message with processing an e-mail ID, thereby bridging the 
digital divide.  To make it useful for business a corporate version of e-post was also launched 
on 18th October 2005, which allows simultaneous sending of e-post to a maximum of 9999 
addresses. 
 
E-Payment 

With its tremendous reach and expertise, India Post specializes in acceptance of payments 
across the counter and their consolidation. e-Payment is a ‘Many to One’ service through 
which bills (telephone, electricity etc) paid by customers in post offices are electronically 
consolidated.   
 
Pricing /Tariff 

Under the Indian Postal Act, 1898, the Central Government fixes the tariffs for various 
postal articles and these are approved by the Parliament.   
 
Promotion 

The fast growing Indian market, increasing competition among brands and the maturing 
and standardization of goods and services put a pressure on the marketer to be innovative in 
strategy.  There have been substantial developments in postal department also.  A range of 
services, including 'Direct Post', a service for the corporate sector to distribute its brochures 
and pamphlets through the Postal Department, has been launched on July 18, 2005.  



Eaglet Emerging Trends in Services Sector 

Page 4                          The American College, Madurai  
 

In addition, the postmen will not only deliver letters but also pick up letters, including 
Speed Post, at customers' doorstep. The Department of Post was set up a Business 
Development Directorate in 1996 to design, monitor, develop and market value added 
premium products of the Department. The Directorate now has a Parcel and Logistics 
Division, a Marketing Division and Operations Division.  Marketing and Parcel 
Divisions have also been created in all the Circles. 

 
Place (or) Distribution Network 

A good distribution system gets the product to where the target market wants to purchase 
it, when the consumer wants to buy it and in good conditions.    

India Post is committed to fulfill the Universal Service Obligation in terms of providing 
basic postal services throughout the country, irrespective of terrain, at an affordable price.  For 
meeting this requirement it has set up a wide interconnected network.   
 
People 

People as the fifth element in the service marketing mix apply not only to service 
personnel, but also recognizes the role that other people, the customers, play in service 
delivery.  In postal service, providing of value added service is a difficult task for the 
Department and in the case of customers it is difficult to receive the same due to its high 
charges.  Even though the postal department manages a large number of populations, it is not 
able to offer its all services to all customers. 
 
Physical Evidence 

Physical evidence gives satisfaction to the postal department customers.  It provides 
customers with a means of evaluating the service and includes facilitating goods, décor and 
comfort.  For example, postal department's image plays an important role in terms of physical 
evidence and this can be developed through value added services.  Branding, house style and 
décor, logos and staff uniforms are typical example of the physical means which can be used as 
physical evidence. 
 
Process 

This is given much attention by the services sector in recent times.  The principles by 
which service delivery processes can be designed, implemented and monitored are influenced 
by the following specific characteristics of services: a) Customer participation in the process, 
b) Location of service delivery, c) The service itself, d) High-contact or low-contact service, e) 
Degree of standardization, and f) Complexity of the service. Processes are often designed 
around how charts or blueprints setting a standard sequence of actions, must take place in 
order for the service to be implemented. 
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Technology at Its Best 
The DOP Mobile Money Transfer is a service that enables instant money transfer from one 

place to another place using mobile, through Indian post offices. The consumer just needs to 
have a mobile while the actual transmission of the money is initiated by the Postal Assistant, 
using his/her special handset. The process for money transfer is very simple to understand 
and follow. This service will be a boon for those sections of our society who regularly remit 
money to their homes at faraway places and who have no access to any other financial 
instrument like bank account etc. except mobile phones. In order to give benefits to customers 
a rationalized tariff structure has been adopted for Mobile Money Transfer Service. A remitter 
has to just pay Rs46 (Rs40 Commission+Rs6 Service Tax) for remitting amounts between 
Rs1000 to Rs1500; Rs80 (70 Commission + Rs10 Service Tax) between Rs1501 to Rs5000 and 
Rs114 (Rs100 Commission + Rs14 Service Tax) between Rs5001 to Rs10000.The names of the 
Post Offices providing MMTS service can be seen in details upon clicking the name of the state.  

Postal department services are discussed briefly but enough to understand its 
contribution to the services sector.  

 
References 
1. The Hindu-Business Line, Madurai, 19 July, 2005, p.7. 
2. Christoper Love Lock, Jochen Writz and Jayanta Chatterjee. Service Marketing – People, 

Technology, Strategy. Dorling Kindersley (India) Private Limited, New Delhi,  2004. 
3. www.indiapost.gov.in 
4. www.indiapostkerala.org  
5. www.postalenvelop.org 
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Introduction 

Financial Services is an essential component of the financial system. Services offered by 
Banking, Insurance and Financial Companies are termed as financial services. The important 
objective of financial services in India is rising of funds, deployment of funds, providing 
specialised financial services and contributing to the economic growth. In financial services, 
banking services play a vital role globally, more so in India. 

Due to the Liberalisation of Indian economy, number of foreign and domestic banks has 
been found initiating the needed changes in their strategic decisions. Marketing of banking 
services has become very competitive and expects a change even in the functional style and 
properties of the public sector banks. This draws the attention on the marketing of banking 
services. The use of convenient technologies particularly by the foreign banks totally increases 
the expectations of the customers. 

The important reasons for marketing the banking services are to understand and to satisfy 
the customers, by excelling in the competition, formulating innovations in banking services 
and offering the world class services to the customers. The banks services are mainly 
segmented as those for household sector, industrial sector, trade sector and institutional 
sector, region wise and rural sector. 

At present, in India, 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.  

The cooperative credit institutions and the public-sector banks control more than 70 per 
cent of the banking system assets, thereby leaving a comparatively smaller share for its private 
peers. Finance Minister has recommended various measures to speedup the India's transition 
to a cashless economy, including a ban on cash transactions over Rs 2,00,000, tax incentives 
for creation of a cashless infrastructure, promoting greater usage of non-cash modes of 
payments, and making Aadhaar-based payments more widespread. 
1. 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 black 
money and the growing menace of fake Indian currency notes, thereby creating 
opportunities for improvement in economic growth. 

2. The Reserve Bank of India 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. 

BANKING SERVICES IN INDIA- A PARADIGM SHIFT 
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The Government and the Regulator have Undertaken Several Measures to Strengthen 
the Banking Sector in India 
1. Government of India has decided to amend Section 35 A of the Banking Regulation Act that 

will allow the Reserve Bank of India (RBI) to direct banks for the recovery of non-
performing assets (NPAs) 

2. The Reserve Bank of India (RBI) has proactively instructed bankers 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. 

3. The RBI has allowed banks in India to raise funds through issuance of rupee-denominated 
bonds overseas, also called masala bonds, within the current limit of Rs 2,44,323 crore set 
for foreign investment in corporate bonds. 

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

5. The National Bank for Agriculture and Rural Development (NABARD) plans to provide 
around 200,000 point-of-sale (PoS) machines in 1,00,000 villages and distribute RuPay 
cards to over 34 million farmers across India, to enable farmers to undertake cashless 
transactions. 

6. 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 Mr Amitabh Kant, Chief Executive Officer, NITI Aayog. 

7. The Ministry of Finance has lowered the threshold for making electronic payments to 
suppliers, contractors or institutions from Rs 10,000 to Rs 5,000, in order to attain the goal 
of complete digitisation of government payments. Banks are also encouraging their 
customers to manage their finances using mobile phones. 

 
 Modes of Cashless Transactions Offered by the Bankers in India 

Mobile Wallet: This is basically a virtual wallet available on the mobile phone.  Customers 
can store cash on the mobile to make online or offline payments. Various service providers 
offer these wallets via mobile apps, which are needed to download on the phone.  Bank 
customers can transfer the money into these wallets online using credit/debit card or Net 
banking. This means that every time to pay a bill or buy online via the wallet, the customers 
need not furnish the card details.  By using this mobile wallet, the customers can pay fees, bills 
and make purchases as well. 

Plastic Money: This includes credit, debit and other cards.  It can also be a smart card. 
Physically, a bank card will usually have the client's name, the issuer's name, and a unique 
card number printed on it. It will have a magnetic strip on the back enabling various machines 
to read and access information.  Depending on the issuing bank and the preferences of the 
client, this may allow the card to be used as an ATM card, enabling transactions at automatic 
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teller machines; or as debit card, linked to the client's bank account and able to be used for 
making purchases at the point of sale; or as a credit card attached to a revolving credit line 
supplied by the bank. 

Net banking: This is the method of online transfer of funds from one bank account to 
another bank account, credit card, or a third party. Bank customers can do it through a 
computer or mobile phone. Log in to the bank account on the Net and transfer money via 
National Electronic Funds Transfer (NEFT), Real-time Gross Settlement (RTGS). 
 
Conclusion 

Demonetisation was implemented by the Central Government on 8th November, 2017 
to fight against corruption and black money.  Banking sector plays a vital role and was mainly 
affected due to this transition period. Banking operations were badly affected during the 
period of demonetisation.  Even though, banking services determines the growth and 
development of the economy money is circulated through financial institutions as well. .  
However, as of now, bankers encourage the customers to avail the different banking services 
by using various modes of cashless transactions in India. 
 
References 
1. Business Line Newspaper from9th November, 2016, 15th November, 2016. 
2. Services Marketing- Jha. S.M.Sulthan Chand & Sons. 2010. 
3. Financial Services, Natarajan and Gorden, Himalaya Publishers, 2011. 
4. Banking Practices, Tax man Publications, 2010. 
5. On line Banking Services, Wikipedia.com 
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Introduction 

With the burgeoning population having demand for sophisticated living, the use of energy 
has increased especially in developing countries, like India, where demand for energy has 
scaled new heights.  Energy utilised is manifested in electricity usage, in homes, offices, parks, 
museums, libraries, places of worship and so on and so forth. The zooming demand requires 
zooming supply, too.  However, in reality it is just not the same.  Electricity usage cannot be 
negated at least in the near future. 
 
Statement of the Problem  

The generation and distribution of electricity is in the hands of the State Government.  
Generation is from water, coal and wind named, hydro, thermal and wind power respectively.  
Since the generation of electricity is dependent on depleting resource, namely, coal, it is 
awfully difficult to match wants and needs. Wind and water source are at the mercy of the 
nature and hence harnessing energy becomes difficult. While it is true of an existence of 
multiplier effect on demand, the non existence of unscrupulous working cannot be ruled out.  
There requires an honest soul searching of what is done at the distribution of electricity. 

It is possible that all generated components are not distributed optimally.  Since it is state 
owned marketing professionals are generally derailed from such rendering of services. Red 
tap ism and bureaucratic bottlenecks are some of the many barriers in distribution networks. 
 
Services Marketing Mix- Current Practices 

Product mix: Conventional fuels are used in generation.  There is a wide gap between place 
of generation and distribution units. 

Price Mix: Differential pricing strategy is followed. 
People Mix: Pertinent professionals do not enter into employment in state owned 

enterprises.  
Promotion Mix: Except in times of dire need for energy conservation, there had been no 

significant campaigns for promoting effective use of electricity. 
 

Suggestions  
It is time that the state owned electricity units are given private participation for supply to 

certain sectors, which are making capital gains. 
Employment of marketing professionals and stream lining the functioning of units and 

boards are deemed necessary considering the pit falls in the present day context.  

DUSK TO DAWN – EN ROUTE 
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To open the twilight to Indian economy, it is therefore the need of the hour to adopt best 
marketing services to state run units, which will install accountability and good governance to 
PSUs. Then India will march from dusk to dawn where the full force of the sun will brighten up 
the country, lifting it up on high. And so, ethical practices taught in educational institutions will 
en route the journey of dusk to dawn! 
 
References 
1. Jha, S.M. Services Marketing, Himalaya Publishing House, New Delhi, India, 2014.   
2. Various issues of The Hindu, National News paper, Indian edition.  
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Introduction 
 Retailing is a business activity dealing with buying and selling of goods and services in a 
small level to the ultimate consumers.  It includes subordinated services, such as delivery.  
Purchasers of this business are individuals who are not business buyers but they buy it for 
their personal or family consumption.  Such retail establishments are often called Shops or 
Stores.  In fact under distribution process, retailers are at the end of the supply chain and 
provide the final link between producer and consumer.  They purchase in bulk from 
wholesalers and resell in small quantities to consumers and usually keep more variety of 
products.  The retail is classified as organised and unorganised retailers. Though the organised 
retailers like the chain stores and supermarkets operate in many places, the unorganised 
retailers, that is traditional formats of low cost retailing like local kirana shops, owner manned 
general stores, pawnshops and convenience stores and the like operate in a specific area and 
their area of operation is small. Both organised and unorganised retail sectors are prevailing in 
Indian market.  In fact, Indian retail sector is highly unorganised.  The traditional retailing was 
established in India a few centuries ago.  It is a low cost structure, mostly owner-operated, 
having lower labour cost and little or no taxes to pay.  The traditional retailing sector is run by 
generation after generation.  Historically, Madurai is known for its trade centre. In Tamil, it is 
named as ‘Thoonganagaram’. It means the city is busy 24 hours a day as all petty shop meant 
for necessity being kept open. Further, it shows the active participation of businessmen in 
trading activities. At present, it remains largely a traditional business run by families of 
different generations.   
 
Statement of the Problem 

In India after 1991, due to reforms, the nation entered into new phenomenon of LPG 
(Liberalisation, Privatisation and Globalisation).  In this line of action, retail marketing gets a 
new outlook and vast changes have been attained.  A group of non-working community likes to 
avail service at corner store due to their economic condition. In fact, both organized and 
unorganised retail systems are growing very fast in spite of global economic crisis. In Madurai 
District, the unorganised retail outlets enjoy their own privileges in running their business.  
Most of the people do not buy anything in bulk as well as on monthly basis.  Whenever, the 
necessity arises, they approach shops located nearby their residence and buy in small units, at 
cheap prices for both cash and credit.   

A STUDY ON THE DISTRIBUTION STRATEGY ADOPTED BY THE 
UNORGANISED GROCERY RETAILERS IN MADURAI DISTRICT 
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Strategical aspects of retail marketing services are the tactics adopted in promoting the 
unorganised retail outlets. Distribution is a mode of supplying goods to the final consumers.  
Through channels of distribution, the products reach the customers who are able to get the 
right type of goods at the right price, at the right place and at the right time. Moreover, the 
competitions prevailing in the market necessitates the retailers to adopt an effective 
distribution strategy. Thus, the distribution strategy adopted by the retailers is analysed and 
presented here. 
 
Objectives 
1. To study the distribution strategy adopted by the unorganised grocery retailers. 
2. To assess the attitude of retailers towards the distribution strategy. 

 
Methodology 

Methodology includes sample design, procedure for collection of data and method of 
analysis of the study. 
 
Sample Design 

The present Madurai District consists of seven taluks where 664 revenue villages exist.  In 
these revenue villages, a large number of unorganised retail outlet is located.  Since it is named 
as unorganised, there is no proper structure or association to regulate its functioning.  
Therefore, it has been an uphill task for the researcher to get authenticated number of retail 
outlets existed in these revenue villages.  Therefore, prior to identification of sample size, the 
universe of this is located by personal survey conducted in all these revenue villages.  Based on 
this, it has been counted that a total of 5485 unorganised retail outlets exist in these revenue 
villages.  Out of these, a sample of 500 has been selected at proportionate random.  
 
Collection of Data 

The present study is based on both primary and secondary data.  In regards to primary 
data, the researcher approached the sample respondents and solicited responses through the 
Interview Schedule.  The required secondary data were collected from the Libraries, Books, 
Journals, Magazines, Reports, Theses and Dissertations.  
 
Method of Analysis 

To make the raw data fit for analysis, the researcher has scrutinized the filled-in interview 
schedule and enters the data in Excel Sheet.  The data processing was done with the help of 
SPSS 11.0 Students’ version.  From that a number of functional tables have been designed and 
the analysis was made.  Data analysis was done by employing Cross Tabulation, Percentile 
Analysis, Mean Scores and other such methods.  F-test is used to analyse the retailers’ attitude 
towards distribution strategy. 
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Data Analysis and Interpretation 
The distribution strategy adopted by the retailers is studied by analysing the various 

aspects like orders, extent of market, channels of distribution, door delivery, charge for door 
delivery, kinds of buyers, customers preference, type of consumers, frequency of visit by the 
customers, number of customers visiting daily, regular customers, preferable day for visit, 
preferable time for visit, delivery of goods and attitude towards distribution strategy. 
 

Orders 
The retailers distribute the goods to the customers by getting orders either through phone 

or by getting the list from the customers.  The overall observation is that, 62.0 per cent of the 
respondents get orders from the customers by both, over the phone and by getting list  
 
Extent of Market 

In certain occasion the retailers have their business only in Madurai District or have their 
branches in neighbouring districts or outside Tamil Nadu State.  In that case they run their 
branches either by getting help from hired personnel or with the help of their family members. 
Collectively, 93.6 per cent of the respondents have their business only in Madurai District. 
 
Door Delivery  

At the time of sales, either the customers take the goods by themselves or the retailers 
make arrangement for door delivery which is a form of sales promotional technique used by 
the retailers to meet the competition. In total, 51.8 per cent of the respondents have door 
delivery.  
 
Charge for Door Delivery 

Goods are delivered either free of cost or by charging some amount for door delivery.  In 
total, 66.1 per cent of the respondents do not collect any charges for door delivery.  
 
Channel of Distribution  

Channel of distribution is the way through which or the persons through whom the 
products are distributed to the final consumers.  Retailers sell their products either directly to 
their customers or through agents or by both. 
 

Table 1.2 Channel of Distribution 
Channel of 

Distribution 
Location of Retail Shop Total Rural Semi-urban Urban 

Direct sales 101 (55.2%) 143 (79.9%) 104 (75.4%) 348 (69.6%) 
Through agents 23 (12.6%) 17 (9.5%) 18 (13.0%) 58 (11.6%) 
Both 59 (32.2%) 19 (10.6%) 16 (11.6%) 94 (18.8%) 

Total 183 (100.0%) 179 (100.0%) 138 (100.0%) 500 (100.0%) 
Source: Primary data 

The general observation is that 69.6 per cent of the respondents have direct sales. 
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Attitude towards Distribution Strategy 
The retailers’ attitude towards distribution strategy adopted is analysed with the help of 

the mean score on the statements identified.  Retailers are asked to rate the statements on a 
five point scale. Since the given statements represent the positive factors the marks assigned 
to the above scale are 5,4,3,2 and 1 respectively.  The lower marks on the variable indicate the 
unfavourable attitude towards the distribution strategy whereas the higher marks show the 
favourable attitude towards it.  In order to analyse the significant difference among the three 
categories of location of retail shop regarding the retailers’ attitude towards these ten 
statements, the one way analysis of variance has been applied. The resulted mean score and 
the respective F-statistic are given in Table 1.3. 
 

Table 1.3 Attitude Towards Distribution Strategy 

S.No Statements 
Mean Score F-

Statistic Rural Semi-
urban Urban Overall 

1 Attract customers from far 
place 3.9071 4.2458 4.2391 4.1200 5.873** 

2 Easy to get orders 3.9344 4.1620 4.0000 4.0340 2.501NS 
3 Immediate need is fulfilled 3.7541 3.9777 4.0072 3.9040 2.957* 
4 Supply any quantum(unit) 

of commodity 3.5628 3.6704 3.7754 3.6600 1.513 NS 

5 Supply quality commodity 
at cheap rate 3.4863 3.5475 3.8116 3.5980 2.981* 

6 Provide door delivery 3.0656 3.6592 3.6957 3.4520 14.418** 
7 Satisfy the customers 3.6503 3.7095 4.1667 3.8140 9.760** 
8 Less distribution cost 3.5902 3.3799 3.8841 3.5960 8.173** 
9 Agents help to increase the 

sales 3.4098 3.0391 3.4420 3.2860 5.606** 
10 Meet competition 3.3077 3.6816 3.6304 3.5311 5.153* 

 Total 3.5668 3.7073 3.8652 3.6995 - 
Source: Primary data 
* Significant @ 5 per cent level; ** Significant @ 1 per cent level; NS = Not Significant 

Table 1.3 highlights that the retailers’ attitude towards distribution strategy is low in Rural 
area since the overall mean score is 3.5668 whereas in Semi-urban and Urban area, the mean 
score are 3.7073 and 3.8652 respectively.  It indicates that the retailers in Urban area perceive 
a distribution strategy in a positive way, that is, they have higher perception, whereas the 
retailers in Semi-urban area are moderate in their perception. 

It is also inferred that in Rural area the retailers have higher attitude towards the 
statement ‘Easy to get orders’ with a mean score of 3.9344. Whereas in Semi-urban and Urban 
areas the retailers have higher attitude towards the statement ‘Attract customers from far 
place’ with a mean score of 4.2458 and 4.2391 respectively.  It is also revealed that to the 
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respondents belonging to all the three categories of location of retail shop, the retailers have 
higher attitude towards the statement ‘Attract customers from far place’ with a mean score of 
4.1200. The analysis depicts that the attitude towards the distribution strategy is better 
among the retailers in Urban area than in Rural and Semi-urban areas. 
 
Summary of Findings 

62.0 per cent of the respondents got orders from the customers by both over the phone 
and by getting list. 93.6 per cent had their business only in Madurai District. 69.6 per cent had 
direct sales. 51.8 per cent provide door delivery. 66.1 per cent did not collect any charges for 
door delivery. 78.6 per cent of the respondents kept individual or household consumers. 50.4 
per cent of the respondents kept mixed income group of consumers that is the mixture of 
higher, middle and low income consumers. As far as frequency of visit by the customers was 
concerned, 69.6 per cent of the respondents’ shop was visited by the customers once in a 
week. 40.2 per cent hold less than 50 regular customers. 42.0 per cent of the respondents’ 
customers preferred to visit their shops during working day.  42.6 per cent said that their 
customers preferred to visit the shop in the evening. The variable ‘Attract customers from far 
place’ was rated first in setting distribution strategy since the overall mean score was 4.1200.   
These findings have led to the following conclusions. 

The household or individual customers are the ultimate end of the channel of distribution 
for which direct door delivery of goods at free of charge is followed.  A small number of regular 
customers prefer once in a week preferably evening hours of week days for any purchase of 
their needs. 
 
Suggestion 

The owners of the unorganised retail outlets should take appropriate steps to avail the 
facilities of present communication system in order to attract the customers in regards to 
receive the purchase order in advance through the dynamic system of SMS. 
 
Conclusion 

The present study is meaningfully appropriate and relevant as it is concerned with an 
interesting valuable sector of the economies of the developing district.  This study highlighted 
the existing distribution strategy and the attitudes of unorganised grocery retailers towards 
the distribution strategy in Madurai District.  It is also noted that these retail units have wide 
scope to develop further.  Protecting this retail unit is not only needed for promoting the 
enterprises but also it is need for the society to supply products to the low, middle and higher 
income group consumers.  The findings of the study and a few constructive suggestions made 
there in will be of immense use to the retailers, workers and the customers to flourish in this 
trade.   
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Introduction 

Multi-speciality hospitals are institutes where patients are treated for more than one 

illness but they can be the broad specialties like medicine, surgery, paediatrics etc.  Different 

needs of the patients are sufficiently met by multi-speciality hospitals that patients need not 

seek different super speciality hospitals for different illness of the same person.  There are 

more than ten multi-speciality hospitals situated in Madurai city that serve thousands of 

patients every day and providing numerous services on par with world class hospitals in 

metropolitan cities in India. 

 
Statement of the Problem 

Multi-speciality hospitals were considered to be product to be consumed by the creamy 

layer of the society decades back but now they it has become the necessity to visit them.  

Multi-speciality hospitals offer numerous services namely quality treatment, good nursing 

care, reasonable canteen, clean and healthy environment, excellent lab facilities, large parking 

lots, safety for patients as well as for the belongings, separate lobby for attendants of patients, 

surveillance and other services.  The usual criticism of charging heavy cost by multi-speciality 

hospitals has been done away with today as saving precious life of the individuals is 

considered to be the prime importance.  Therefore it is not the amount spent for medical 

treatment but the quality and services offered by multi-speciality hospitals.  At the same time, 

it is to be accepted that multi-speciality hospitals do operate with the motive of making profits 

from it.  Corporate companies have started multi-speciality hospitals with the objective of 

making enormous profits.  Hospitals which were considered to be the service sector have now 

become corporate companies to make profits sometimes compromising the values of 

humanity.  Hence the need to study the general attitude of consumers towards multi-speciality 

hospitals in Madurai city arises. 

 
Objectives of the Study 

1. To understand the socio-economic background of the consumers availing the services of 

multi-speciality hospitals, 

2. To know the factors influencing the consumers to visit multi-speciality hospitals in 

Madurai city, 

A STUDY ON CONSUMERS’ ATTITUDE TOWARDS MULTI-

SPECIALITY HOSPITALS IN MADURAI CITY 
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3. To reveal the relationship between occupation, family income and visit of multi-speciality 
hospitals in Madurai city, 

4. To exhibit the relationship between age, sex, occupation, family income and factors 
influencing to avail the services of multi-speciality hospitals, 

5. To understand the ranking of numerous services offered by multi-speciality hospitals in 
Madurai city. 

 
Research Methodology 

The methodology used by the researcher to conduct the aforesaid study has been 
elaborated below.  The study has used both primary and secondary data.  Primary data has 
been collected from sample respondents by way of structured questionnaire.  Consumers who 
are likely/not likely to avail the services of multi-speciality hospitals namely business people, 
professionals, government employees and people working in private sector were randomly 
selected to form the sample size of the study.    Questionnaire has been designed, distributed 
and collected after being duly filled/answered by the sample respondents. Simple random 
sampling method has been adopted for collection of primary data.  Filled in questionnaires 
were edited and entered in SPSS to analyse the collected data.  Simple percentile analysis and 
Garret ranking technique were used to analyse the data.  Cross tabulation were presented 
keeping in mind the necessity of the study. The sample size of the study is thirty among whom 
fifteen consumers are availing the services of multi-speciality hospitals and the remaining 
fifteen are those who do not avail the services of multi-speciality hospitals in Madurai city.  
 

Operational Definitions 
Consumers 

Consumers are those who are likely or not likely to avail the services of multi-speciality 
hospitals in Madurai city. 
Multi-speciality hospitals 

Multi-speciality hospitals are those who provide all the medical facilities under one 
umbrella. 
 

Limitation of the Study 
 The study only concentrates the general attitude of consumers and not all the services in 
detail, as offered by multi-speciality hospitals in Madurai city. 
 

Analysis 
Table 1 Age of the Respondents 

S.No Age Frequency Percentage Cumulative Percentage 
1 Less than 30 5 17 17 
2 31 to 40 3 10 27 
3 41 to 50 12 40 67 
4 51 to 60 8 27 94 
5 Above 60 2 6 100 
 Total 30 100  
   Source: Primary Data 
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It is exhibited from the Table that 40 per cent of the respondents are in the age group of 41 
to 50, 27 per cent of the respondents are in the age group of 51 to 60, 17 per cent of the 
respondents are less than 30 years of age, 10 per cent of the respondents are in the age group 
of 31 to 40 and 6 per cent of the respondents are above 60 years of age.  It is inferred that 
respondents above 40 years are likely to visit multi speciality hospitals in Madurai city. 

 
Table 2 Sex of the Respondents 

S.No Sex Frequency Percentage Cumulative Percentage 
1 Male  18 60 60 
2 Female 12 40 100 

 Total 30 100  
      Source: Primary Data 

It is revealed that 60 per cent of the respondents are male and the remaining 40 per cent 
of the respondents are female.  It is inferred that male are most likely to avail the services of 
multi speciality hospitals in Madurai. 
 

Table 3 Occupation of the Respondents 
S.No Occupation Frequency Percentage Cumulative Percentage 

1 Business wo/men 10 33 33 
2 Professionals 6 20 53 
3 Government jobs 6 20 73 
4 Private workers 8 27 100 
 Total 30 100  

    Source: Primary Data 
It is to be noted that 33 per cent of the respondents are doing business, 27 per cent of the 

respondents are Private workers, 20 per cent of the respondents are professionals and 
another 20 per cent of the respondents are Government employees.  It is assumed that 
business wo/men form majority of the respondents. 

 
Table 4 Family Income per Month of the Respondents 

S.No Family Income Frequency Percentage Cumulative Percentage 
1 Less than Rs.20,000 8 27 27 
2 Rs.40,001 to Rs.60,000 16 53 80 
3 Above Rs.60,000 6 20 100 
 Total 30 100  

      Source: Primary Data 
It is interesting to note that 53 per cent of the respondents have the family income per 

month between Rs.40,001 to Rs.60,000, 27 per cent of the respondents’ family income is less 
than Rs.20,000 and the remaining 20 per cent of the respondents’ family income is above 
Rs.60,000. 
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Table 5 Reasons to Visit Multi Speciality Hospitals 
S.No Reasons Frequency Percentage Cumulative Percentage 

1 Nature of 
disease 13 43 43 

2 Status 5 17 60 
3 Expertise 12 40 100 
 Total 30 100  

    Source: Primary Data 
It is highly noted from the Table that 43 per cent of the respondents visit multi speciality 

hospitals depending upon the nature of disease, 40 per cent of the respondents visit multi 
speciality hospitals in search of expertise and the remaining 17 per cent of the respondents 
visit multi speciality hospitals to maintain their status.  It is inferred that multi speciality 
hospitals are most sought after due to nature of disease. It is the nature of disease that makes 
respondents to avail the services and facilities offered by multi speciality hospitals in Madurai 
city. 

 
Table 6 Age, Sex, Occupation, Family Income with Reasons to Visit  

Multi Speciality Hospitals 
S.No  Nature of disease Status Expertise Total 

1 Less than 30 2 1 2 5 
2 31 to 40 1 1 1 3 
3 41 to 50 6 1 5 12 
4 51 to 60 2 2 4 8 
5 Above 60 2 0 0 2 

Total 13 5 12 30 
1 Male 7 3 8 18 
2 Female 6 2 4 12 

Total 13 5 12 30 
1 Business 6 3 1 10 
2 Profession 4 0 2 6 
3 Government job 3 1 2 6 
4 Private worker 8 0 0 8 

Total 21 4 5 30 
1 Less than Rs.20,000 8 0 0 8 
2 Rs.40,001 to Rs.60,000 11 1 4 16 
3 Above Rs.60,000 2 3 1 6 

Total 21 4 5 30 
    Source: Primary Data 
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There are numerous reasons to visit multi speciality hospitals in Madurai city and among 
them, three major reasons influence respondents to visit multi speciality hospitals and they 
are nature of disease, status of the respondents and expertise of hospitals.  Accordingly out of 
30 respondents, 12 of them are in the age group of 41 to 50 years and among them, 6 of them 
visit multi speciality hospitals due to the nature of disease, 5 visit to avail expertise of these 
hospitals and the remaining 1 visit to maintain his/her status. 

Among 18 male respondents, 7 visit because of the nature of disease, 8 visit to have 
expertise and 3 visit multi speciality hospitals to maintain their status.  Out of 10 business 
wo/men, 6 visit due to the nature of disease, 3 visits to maintain their status and the 
remaining 1 visit multi speciality hospitals to have expertise of these hospitals.  It is quite 
interesting to note that out of 8 respondents who work in private institutes, none of them visit 
multi speciality hospitals to maintain status or for expertise but visit only due to the nature of 
the disease with which they suffer.  Among 16 respondents whose family income is between 
Rs.40,001 to Rs.60,000, 11 respondents visit due to the nature of disease, 4 respondents visit 
to have expertise and the remaining 1 visits to maintain his/her status. 

It is inferred that irrespective of age, sex, occupation and family income respondents visit 
multi speciality hospitals in Madurai city due to the nature of disease which also reveals the 
confidence of the respondents on multi speciality hospitals to cure complexed health diseases 
with which the respondents suffer. 

 
Table 7 Ranks of Services Availed from Multi Speciality Hospitals by Respondents 

S.No Services/Facilities Rank 
1 Quality Treatment 1 
2 Nursing care 2 
3 Lab and operation room facilities 3 
4 Surveillance 4 
5 Safety  5 
6 Canteen 6 
7 Cleanliness 7 
8 Parking lots 8 
9 Attendants’ lobby 9 

 Source: Computed Data 
The Table 7 interestingly reveals the rank scores of the respondents with regard to the 

attitude on the various services and facilities provided by the multi speciality hospitals in 
Madurai city.  Accordingly treatment and relevant facilities were given prior ranks compared 
to other amenities prevailing additionally in multi speciality hospitals.  It is proved through the 
ranks given by the respondents.  Quality treatment is given first rank followed by nursing care, 
Lab and operation room facilities were given second and third ranks respectively.  Other 
amenities were given remaining ranks as per their importance which as follows, Surveillance 
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has given fourth rank, safety and canteen were given fifth and sixth rank respectively.  
Attendants’ lobby facility has not given much importance and ranked nine by the respondents. 
 
Conclusion 

The study is very much appropriate in the scenario of increasing number of multi 
speciality hospitals in Madurai city.  As per the study conducted on the attitude of the 
consumers towards multi speciality hospitals, it is revealed that nature of disease makes the 
consumers to visit multi speciality hospitals due to their quality treatment, nursing care, lab 
and operation room facilities and other amenities especially available, which also makes multi 
speciality hospitals as unique. 
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Introduction  

The service sector is the leading contributor in the GDP of India and attracted significant 
foreign investment flows into the country. India’s services sector covers a wide variety of 
activities such as trade, hotel and restaurants, transport, storage and communication, 
financing, insurance, real estate, business services, community, social and personal services 
and services associated with construction.  In India, retailing is witnessing a huge restoring 
exercise and rated as the fifth most attractive emerging retail market in the world. Food and 
apparel retailing are the key drivers of the growth of the retail market. Retail today has 
changed from selling a product or a service to selling a hope, an aspiration and above all an 
experience that a consumer would like to repeat.  It is the technology that throws a big impact 
on the retail sector especially for marketing purpose. Retailers get multifaceted benefits from 
ICT in the field of marketing of retail trade services. Retailers have access to a large number of 
technological innovations. While information technology is used extensively for managing 
back-end processes, some devices have also been developed to enhance the customer 
shopping experience at the store. These technologies can be classified as in store technologies 
and electronic retailing. These help customers in choosing the merchandise, comparing it, and 
knowing the prices and promotions for the basket of products bought by them. These devices 
help to improve the shopping process by reducing the time and effort spent by the shoppers. 
Many of these help in shopping without the help of salespeople. In some cases, the devices 
connect to the website of the store, where the customers can order even that merchandise 
which is not available at the store and get it delivered at home. The adoption of these 
technologies has been slow due to high costs. The slow rate of adoption is also attributed to 
the orientation of customers to wards technology. Some customers are wary of using 
technology. Retailers need to segment their customers accordingly and make an effort to 
communicate with their customers through a program that helps them use the technology and 
find out the benefits of the same.  

 
Adoption of Technology: Trends and Challenges 

As it is the age of information and communication technology, the retailers need to manage 
information with the help of ICT so that they get a success in satisfying the customers. 
Excelling competition is a significant functional accountability before the marketers which 
would be considerably simplified with information-based decisions. Bar coding system, 

IMPACT OF INFORMATION TECHNOLOGY ON THE 
GROWTH OF RETAIL TRADE SERVICES 
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Electronic Data Interchange help retailers in achieving the productivity benefits for profit 
oriented marketing. They are enormously benefited with the reduction in queuing time, lead 
time and operation cost. It is in the face of the increasing instrumentality of information that 
organized retailers have been found frequently using both the systems. POS is considered as 
simple in nature and ERP is found to be complex. The large retailers make use of ERP packages 
for their back office system and the small retailers use the POS system.  

ERP systems refer to the software packages that integrate all the data and the related 
processes of an organization into a unified Information System (IS). An ERP system uses a 
central database that holds all the data relating to the various system modules. In order to 
achieve a seamless integration, an ERP system uses multiple hardware and software 
components. ERP packages are heavily used by larger retail chains. ERP packages have become 
the competitive tool for most large retail organizations. ERP software uses a single database 
that allows the different departments to communicate with each other through information 
sharing. ERP systems comprise function-specific components that are designed to interact 
with the other modules such as the Order Entry, Accounts Payable, Accounts Receivable, 
Purchasing, Distribution etc. Electronic point-of-sale (POS) signs are liquid crystal displays 
(LCDs) that show the names and prices of merchandise. In large stores, these may also display 
currency conversions. These signs are attached to store shelves, peg hooks, or products. They 
replace the conventional price tags and printed shelf labels. Consumers have shown a liking 
for E-POS as it provides them with accurate price information on the shelf. By enabling easy 
comparisons without the need to read the packs, they help customers to make product 
decisions faster and avoid errors. Electronic POS signs help in faster checkout as manual price 
checks are not required. However, many customers feel that the costs of these systems may 
lead to higher prices at the store.  Retailer uses the electronic medium to provide information 
about their store and the available merchandise. They use information technology to design 
websites that can provide store information, act as virtual showrooms, and enable customers 
to shop online. These online sites differ in two ways: (i) the way in which products are 
displayed on the screen –in a two- or three dimensional format and (ii) whether the site allows 
consumers to actually purchase products online or just retrieve information about the store, 
product, and promotional offers. Consumers have shown a positive attitude towards all three 
types of online sites, that is, sites providing store information, virtual information sites, and 
sites that enable customers to shop online 

Technology finds use across the value chain. Supply chain and inventory management are 
the areas that have been amenable to technology adoption for long. It can be used for 
determining and managing prices. Pricing software can be used to map a highly detailed path 
toward achieving retailer’s goals. It can also assess the sales impact of price changes within 
and across categories. The software can also suggest when a store in one area can charge 
higher prices on certain products than a nearby store that is in a slightly less affluent area. 
Similarly, by tracking seasonal demands, it helps in framing discounting policies. Some 
retailers are using wireless scanners to record people’s purchases on a card. On reaching the 
checkout counter, customers hand over their cards and make their payments. In some cases, 
sales associates use these devices to handle sales. A salesperson scans an item’s bar code, 
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which sends a signal to the stockroom. The item is kept ready for the customer to pickup at a 
designated loading area. When the customer arrives there, he/she passes the bar code under a 
reader that signals the salesperson in the stockroom to bring out the item.  In the context of 
developing loyalty program particularly for loyal customers, the retailers get support from 
data. The information technology helps them adding value of their transaction. Besides online 
shopping is an additional advantage. The retailers find it convenient to manage inventory with 
help of as sound communication with the suppliers. Hence the retailers get multi facetted 
benefits from ICT in the field of retail marketing.  Retailers may face certain challenges in the 
use of technology. Some technologies that could boost the efficiency of the system may be 
resisted by consumers. In a study on the influence of technology anxiety on the use of self-
service technologies, it was found that respondents with higher levels of technology anxiety 
use fewer self self-service technologies. Technology anxiety was also found to influence overall 
levels of satisfaction, intentions to use self-service technologies again, and the likelihood of 
participating in positive word-of-mouth recommendations of consumers who had an initially 
satisfying experience. Organizational innovativeness also offers a significant explanation of 
technology adoption. Organizations need to develop technological opportunism by taking 
specific actions such as focusing on the future, having the top management advocate new 
technologies, and by becoming more of an adhocracy culture and less of a hierarchy culture. 
Organizations need to decide on the relative emphasis on internal (research and development) 
versus external (buying, licensing) technology development. It should be kept in mind that 
technology orientation and market orientation are complementary aspects that are essential 
for the firm to function efficiently.  
 
Conclusion 

Technology needs to be seen as an investment, not an expense. Technology enable for 
strategies that can change the retail paradigm and propel retailers ahead of competition. There 
are expenses associated with acquiring and installing new technologies and integrating them 
with existing systems. The store personnel and customers need to be educated so that they can 
make better use of the available technology. To help minimize the risk of failure, it is suggested 
that retailers should take an experiment with new technologies in the product categories 
where they deliver the greatest value. They should also deploy in store technologies in 
communities with a relatively high percentage of ‘technology adopters’. The technology should 
be easy to use. The technology benefits that consumers have rated as most important should 
be promoted and it is better to eliminate those aspects of technology that consumers dislike. 
Tracking of consumer usage, their satisfaction with technologies should also be considered.  
Retailers need to take into consideration the likes, dislikes, and orientation of customers while 
deciding to use new technologies. They also need to develop the processes within the 
organization in order to make good use of these technologies.  
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Introduction 
 Information Technology and communication systems are a major sector in our country 
that has faced a rapid growth and influenced interaction between communities, polities and 
societies. As we said due to rapid growth of IT, it has also influenced overall educational 
system. It is the real times proof that how educational system has been grown during the short 
span and its development to meet the demands of society. It becomes inevitable as the society 
deforms according to the massive growth in information technology and communication 
systems. Particularly the higher education system has faced tremendous change and has been 
providing various opportunities for students. The following factors will guide to understand 
the influence of changing world scenario and trends in Indian Higher Education system. 

  
Global Changes: Effects on Education in India 

During 90’s Indian has opened its market for global players through liberalization. 
Globalization effects the quality of our products and man power to meet international 
standards. To achieve the international standards, it is important to improve the standards 
and trends of educational system. The society has to undergo the emerging trends in education 
to meet international standards and requirements.  As a developing nation our country has 
witnessed various changes and effects on education due to globalisation.  

The quality and demand for highly skilled labour has increased in large number, as the 
mobility of students increased towards international standards and trends. With the entry of 
large number of private and foreign investments, there is an intense competition and 
requirements in higher education. Students and academics have vast choice to opt for the best 
in educational system. Here are four emerging trends in educational industry. 
 
Mobile Applications 

Mobiles and smartphones has started to influence our lives today by eliminating other 
options.  It has filled almost all requirements of our lives – allowing us to be better, faster and 
save time and money.  

Mobiles and smartphones provide a better and an effective way of communication in 
education system. Numerous educational applications have provided new avenues of teaching 
and learning techniques. Self learning and discussions on doubts become interesting through 
mobile applications. Mobile apps cater enhanced interaction, availability and entertainment to 
the students. Instant updates about the subject are possible with mobile app, which helps to 
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understand the subjects effectively. Affordability of quality education through mobile apps is 
made possible today. This also shifts the book concept to paperless or digital education. 
 
How Mobile Apps Can Contribute Effectively 
1. Range of options- It provides vide range of options with paper less concept. 
2. Access to Knowledge resources – Learning Management Systems and e-learning apps 

concentrate on providing a visually enhanced way of learning and teaching. 
3. Learning without boundaries – Few apps have really made it possible for a smartphone 

user to do any course at any speed at any time.  
4. Engagement of student –. Watching videos and listening to audio files helps student to 

retain a science concept better than textbooks.  
 
Digital Literacy  

Digital literacy is different from computer literacy, as it involves acquiring knowledge 
through digital mediums like computers, laptops and smartphones.  With increasing numbers 
of teachers using technology in the classroom and educational institutions permitting students 
to become engaged with content via digital literacy, some institutions are adopting formal 
digital literacy curriculum and digital literacy plans. NDLM supports digital literacy through 
creating awareness among rural communities. 

National Digital Literacy Mission Programme is a dynamic and integrated platform of 
digital literacy awareness, education and capacity programmes that will help rural 
communities to take lead in the global digital economy and help them in maintaining the 
competitiveness and also shape a technologically empowered society. DLM will be an 
ecosystem of digital literacy awareness, education and training that will help India take a lead 
in the global digital economy and help us maintain the competitiveness and also shape a 
technologically empowered society.  

 
Self-Directed Professional Development 

Professional development is a process of continuous growth of professionalism and 
behaviour which can be gained by actively participating in various programmes, activities, 
conferences and workshops, in order to enhance their knowledge, skills, competency and 
attitude, for both individual and groups. Teachers are provided with trainings, seminars, 
workshops and many other professional development activities in order to upgrade their 
skills. Self-directed professional development not only provides an opportunity to understand 
the learning goals but helps to identify activities and knowledge required to follow these 
activities. It also helps teachers to reflect on their learning experiences in order to enhance 
their own professional expertise.  

Pierce and Hunsaker (1996) described self-directed professional development as a model 
of professional development for the teacher, of the teacher and by the teacher. Easton (1999) 
described a model self-directed professional development as “tuning protocols” which was 
developed by David Allen and Joseph McDonald. In this model, “a teacher presents actual work 
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before a group of thoughtful ‘critical friends’ in a structured, reflective discourse aimed at 
‘tuning’ the work to higher standards” (Allen, 1995, p. 2 in Easton, 1999, p. 54)   

 
Collaborative Learning  

Collaborative learning is an educational approach for teaching and learning where it 
involves group of students working together to solve a problem or to learn or to attempt to 
learn something together. People involved in collaborative learning benefit from one another's 
resources and skills. That is asking one another for information, evaluating one another's 
ideas, monitoring one another's work, etc.. Collaborative learning is based on the model that 
knowledge can be created within a population where members actively interact by sharing 
experiences and take on irregularity roles. It includes both face-to-face conversations and 
computer discussions. Methods for examining collaborative learning processes 
include conversation analysis and statistical discourse analysis.  

Collaborative learning is rooted in Lev Vygotsky's concept of learning called zone of 
proximal development. He has highlighted the importance of learning through communication 
and interactions with others rather than just through independent work. This has made way 
for the ideas of group learning, one of which being collaborative learning. 

Collaborative learning is very important in achieving critical thinking. According to 
Gokhale (1995), individuals are able to achieve higher levels of learning and retain more 
information when they work in a group rather than individually. 
 
Conclusion 

As we discussed abrupt growth in information technology and communication systems has 
changed the way of learning methods. We also have to accept that these facilities are not made 
available to rural students and teachers. The major resource of our country is Human resource 
and these emerging trends should be made available to all corners to establish international 
quality in learning and teaching methods. 
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Introduction 

Banks assume an imperative part in activation of portion of assets in any nation. Rustic 
individuals in India are confronting issues in a sufficient supply of credit. The significant 
wellspring of credit to rustic families has been the casual area. Provincial saving money is the 
way toward leading managing an account exchanges out in the nation where bank offices are 
too far away to be useful. Country managing an account is prevalent in residential 
communities and ranchers who live far from territories of bigger populace and can’t make the 
drive to these areas at whatever point they have to utilize keeping money administrations. 
Commonly, a specialist of the bank will visit these rustic areas and offer to make exchanges in 
an official limit. 
 
Statement of the Problem 

Regional Rural Banks are nearby level saving money associations working in the diverse 
States of India. They have been made with a view to serves essentially the rustic zones of India 
with fundamental managing an account and budgetary administrations. In any case, RRBs may 
have branches set up for urban operations and their territory of operation may incorporate 
urban territories as well. The range of operation of RRBs is constrained to the territory as told 
by Government of India covering at least one region in the State. RRBs additionally play out a 
wide range of capacities. RRBs perform different capacities in following heads, giving 
managing an account office to country and semi-urban territories. Completing government 
operations like dispensing of wages of MGNREGA specialists, conveyance of benefits and so on. 
Giving Para-Banking offices like locker offices, charge and Visas. Presently Six noteworthy 
issues confronted by local provincial banks, for example, Haste and Lack of Coordination in 
Branch Expansion, Difficulties in Deposit Mobilization, Constraints in Deposit Mobilization, 
Slow Progress in Lending Activity, Urban-Orientation of Staff, Procedural Rigidities. Regardless 
of these issues, the RRBs have been attempting their level best to accomplish their social 
targets. They have been prevailing with regards to anticipating their picture of little man’s 
bank. They are, as truth is told, improvement banks of the provincial poor. They have been 
attempting to fill local and practical holes in rustic back in our nation. 
 
Objectives of the Study 
1. To examine the growth pattern of Regional Rural Banks;  

PROBLEMS AND PROSPECTS OF REGIONAL RURAL 
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2. To study various committees on RRBs;  
3. To study the problems of RRBs several committees  
 
Scope and Methodology 

The study looks into the problems and problems and prospects of regional rural banks in 
India and to study the organizational structure in RRB. 

 
Source of Data: The study is primarily based on the secondary data collected from journals, 
industry reports, company websites, news articles and reports. 

 
Organizational structure 

The Organizational Structure for RRB’s varies from branch to branch and depends upon 
the nature and size of business done by the branch. The Head Office of an RRB normally had 
three to seven departments. The following is the decision-making hierarchy of officials in a 
Regional Rural Bank. Board of Directors; Chairman & Managing Director; General Manager; 
Chief Manager/Regional Managers; Senior Manager; Manager; Officer / Assistant. 
 
Problems and Challenges of Regional Rural Banks 
(i) RRB’s are confronting the issue of lacking of account. They are reliant on NABARD to 

gather fund for their further operation. Poor individuals can’t spare anything because of 
destitution and low per capita income. The low level of sparing of these clients makes a 
hindrance for RRB’s to gather adequate stores.  

(ii) High over duty and poor recuperation of credit is one of the greatest concerns influencing 
the working of RRB’s. Reasons being poor access of conceding the advance, deficient and 
untrained staff, ineffective or less beneficial utilization of credit, insufficient creation, and 
poor advertising offices and uncalled for channel of the recuperation framework.  

(iii)There is likewise an issue of provincial awkwardness in managing account offices of RRB’s. 
They are making this issue by moving their branches in some particular states and regions 
and free different prospective gathering of clients.  

(iv) Many RRB’s are experiencing the issue of overwhelming advances in light of low 
reimbursing limit of their client, untrained staff, low level of stores and substantial 
authorize of the advance without checking the financial soundness of their clients.  

(v) These banks have still not assumed a huge part in destitution mitigation of the nation. 
Albeit different endeavors have been made in such manner because of the absence of 
monetary framework, poor showcasing methodologies, poor learning of clients, low 
generation, low mindfulness about reserve funds have made many obstacles for RRB’s. 

 
Growth in the Working of Regional Rural Bank 
(i) The special part of RRB in giving credit offices to weaker segments in the towns must be 

safeguarded. The RRB should exist as provincial banks of the country poor. The RRB might 
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be allowed to loan up to 25% of their aggregate advances to the wealthier segment of the 
town society.  

(ii) The State Government ought to likewise take the unmistakable fascination in the 
development of RRB. Interest of neighborhood individuals in the value share capital of the 
RRB ought to be permitted energized.  

(iii)Local staff might be selected quite far. Agreeable social orders might be permitted to 
support or co-support with business banks in the foundation of the RRB. A uniform 
example of loan cost structure ought to be concocted for the provincial money related 
organizations.  

(iv) The RRB must reinforce successful credit organization by method for credit evaluation, 
checking the advance of advances and their proficient recuperation. The credit strategy of 
the RRB ought to be founded on the gathering methodology of financing rustic exercises.  

(v) The RRB may start certain new insurable approaches like storing connected steers and 
other protection arrangement, editing protection strategy or the life coverage approach for 
the country contributors. 

 
Conclusion  

RRBs ought not to restrict their operations just in horticulture division but rather likewise 
gives advantages to little business visionaries, town and cabin ventures and little ranchers. 
Furthermore, they ought to set up appropriate coordination with other institutional financing 
organizations, co-agent banks, business banks and neighborhood members to upgrade their 
capacity and endeavor the undiscovered provincial market. Country banks need to evacuate 
absence of straightforwardness in their operation, which prompts the unequal connection 
amongst broker and client. Saving money staff ought to interface more with their clients to 
beat this issue. Banks should open their branches in territories where clients are not ready to 
benefit saving money offices because of immature transport and correspondence offices. In 
this focused period, RRBs need to focus on quick, subjective and secure saving money 
administrations to hold existing clients and pull in potential clients. 
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Introduction 

E-Commerce or electronic commerce, is buying and selling of products or services through 
internet.  Ecommerce was introduced 40 years ago and to this day continues to grow with new 
technologies, innovations and thousands of businesses entering the online market each year. 
The convenience, safety, and user experience of e-commerce has improved exponentially since 
its Organisation in the 1970’s. 
 
E-Payment 

E-payment is a subset of an e-commerce transaction. Generally we expect of electronic 
payments as concerning to online transactions on the internet, there are actually several kinds 
of electronic payments. As technology developing, the range of devices and processes to 
transact electronically continues to increase.   They are as follows: 
 
Credit Cards 

Credit card is small plastic card with a unique number attached with an account. It has also 
a magnetic strip embedded in it which is used to read credit card through card readers. When 
a customer purchases a product with the use of credit card, credit card issuer bank pays on 
behalf of the customer and the customer has a certain time period after which he/she can pay 
the credit card bill.  
 
Debit Cards 

Debit card is a small plastic card like credit card with a unique number mapped with the 
bank account number. It is required that the customer have a bank account before getting a 
debit card from the bank. The major difference between debit card and credit card is that in 
case of payment through debit card, amount gets deducted from card's bank account 
immediately and there should be adequate balance in bank account for the transaction to get 
completed.  
 
Smart Cards 

Smart card is again similar to credit card and debit card in appearance but it has a small 
microchip embedded in it. It has the capability to store customer work related/personal 
information. Smart card is also used to store cash value which is reduced as per usage. Smart 
card can be accessed solely using a PIN of customer.  

E- PAYMENT SYSTEMS - AN OVERVIEW 
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E-Money 
E-Money transactions refer to situation where payment is made over the network and 

amount gets transferred from one financial body to a different financial body without any 
involvement of intermediaries. Online payments made through credit card, debit card or smart 
cards are examples of e-money transactions. In case of e-cash, both customer and merchant 
have to sign up with the bank or company for availing e-cash. 
 
Electronic Fund Transfer (EFT) 

It is a very popular electronic payment method to transfer cash from one bank account to 
another bank account. Accounts can be in same bank or different bank. Fund transfer can be 
done using ATM (Automated Teller Machine) or using computer. In this case, customer uses 
website provided by the bank. Customer logins to the bank's website and registers another 
bank account. He/she then places a request to transfer specific amount to that account. 
Customer's bank transfers amount to other account if it is in same bank otherwise transfer 
request is forwarded to ACH (Automated Clearing House) to transfer amount to other account 
and amount is subtracted from customer's account.  
 
Types of e- payments 

The following types of electronic payments are most common nowadays. That said, it is 
necessary to understand that new payment types are continual being discovered and there are 
additional methods that exist or are being developed continuously.   
 
Internet 

Online payments involve the customer transferring money or making a purchase through 
online. Consumers and businesses can transfer money to third parties from the bank or other 
account, and they can also use credit, debit and prepaid cards to purchases online.  
 
Mobile Payments 

Mobile phones are recently used for a restricted range of electronic transactions.  
Consumers can use their mobile phone to pay for transactions in several ways. Consumers 
may send an SMS for transmit a PIN number or perform other segments of their transaction 
with the phone. As phones develop further, shoppers are likely to be able to use infrared, 
Bluetooth and other means more frequently to transmit full account data in order to make 
payments securely and simply from their phone. Additionally, merchants can obtain an 
authorization for a credit or debit card transaction by attaching a device to their mobile phone. 
 
Financial Service Kiosks 

Companies and service providers in several countries, including Singapore and US, have 
established kiosks to enable financial and non-financial transactions. These kiosks are fixed 
stations with phone connections where the customer usually uses. Located at convenient 
public locations similar to bus or subway stations, convenience stores or shopping malls, these 
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kiosks enable electronic payments by individuals who may not have regular access to the 
internet or mobile phones.  
 
Television Set-Top Boxes and Satellite Receiver 

Specialized boxes attached to a television may also be used for payments in some 
locations. The set-top box attaches to the television and a keyboard or other alternative device, 
and customers can make purchases by viewing things on the television. Payment is made 
electronically by using a credit card or other account.  
 
Biometric Payments 

Electronic payments using biometrics are still mostly in their infancy. Technologies for 
measuring and analyzing human body characteristics such as fingerprints, eye retinas and 
irises, voice patterns, facial patterns and hand measurements to authenticate their 
identity.  Biometric devices consist of a reader or sensor, software that converts the received 
information into digital form (i.e., a series of binary digits or bits), and if the data are analyzed, 
a database to store an individual's known biometric details with the entered biometric 
information.   

In India recently most of the organizations and establishments used the biometric system 
for time keeping method.  Most biometric payments involve using fingerprints as the 
identification and access tool, although companies like Visa International are piloting voice 
recognition technology and retina scans are also under consideration.  

 
Electronic Payments Networks 

Various countries have electronic payments networks that consumer can use to make 
payments electronically. The consumer can go online, to a financial service kiosk or use other 
front-end devices to access their account and make payments to businesses or other 
individuals.  
 
Person-to-Person (P2P) Payments 

P2P payments enable one individual to pay another using an account, a prepaid card or 
another mechanism that stores value. E- Bay is one of the most frequently used P2P 
mechanisms. P2P payments can be made through a variety of means, including services like 
PayPal, transfers using card readers, or other. In the future other devices, such as mobile 
phones could also be used to enable P2P electronic payments.  
 
Government Regulations 

Various government agencies have been active in the development of the internet privacy 
policies or principles. Recent public outcries regarding online privacy have accelerated 
government's involvement. The task force recommended that the proposed principles for 
privacy apply to both public and commercial uses of private information.  
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• Awareness - Individuals have a personal responsibility to obtain information about which 
data are collected and how they will be used. 

• Empowerment - Individuals should have a way to access, correct and technically control 
their information, and be anonymous in certain cases. Users should only use information 
that is necessary. Individuals should take action when the affected or loss occurs. 

• Impact assessment - Users of information should evaluate the impact on information 
providers of using their information. Users should provide information on why 
information is collected, what information is collected, which protections are offered, what 
consequences could result, and what redresses are available to the providers of 
information. 

• Security - Users of information should provide security measures to protect the data. 
Users of information should limit their use to the level of the individuals' understanding of 
that use. User of information should provide education for providers of information and 
the public in general regarding privacy and collection of data. 

 
Conclusion 

What does the future hold for e-commerce payment systems?It would say that once the 
trust in won and frauds are beaten, there will be an increasing market for e-commerce. Shops 
are more and more congested, fuel costs more and more and internet connection, smart 
phones and PC are getting cheaper and cheaper. When we put all this together one cannot 
avoid coming to a conclusion that there are huge possibilities for e-commerce payment 
systems and it will probably increase exponentially.  
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Introduction 
The Indian tourism and hospitality industry has emerged as one of the key drivers of 

development among the service sectors in India. Tourism in India represents 7.5 per cent of 
the Gross Domestic Product and is the third biggest foreign exchange earner for the nation.  

The immediate commitment of travel and tourism to Gross Domestic Product is relied 
upon to develop at 7.2 per cent for every annum, amid 2015 – 25, with the commitment 
anticipated that would reach US$160.2 billion by 2026. Steady change, useful development 
and enhancing guidelines have picked up the tourism and hospitality industry of India to get 
endorsement from everywhere throughout the world.   
 
Segments of This Industry  
The industry is divided into two segments, namely,  
• Tourism: It includes eco tourism, adventure tourism, heritage tourism, wild life tourism, 

health tourism and pilgrimage tourism and so on.   
• Hotels: These include business hotels, suite hotels, resort hotels, airport hotels, extended 

stay hotels, apartment hotels, resort hotels, timeshare hotels and so on.  
 
Tourism in India 

Tourism in India has very important potential considering the rich social and chronicled 
legacy, assortment in biology and spots of common magnificence spread the nation over. 
Tourism is likewise a possibly extensive work generator other than being a huge wellspring of 
outside trade for the nation.  
 
Tourism Industry’s Growth  

India’s ever-increasing middle class and mounting disposable incomes has continued to 
support the growth of domestic and outbound tourism. Domestic Tourist Visits to the States / 
Union Territories developed by 15.5 percent year-on-year to 1.65 billion (temporary) in 2016 
with the main Ten States and Union Territories contributing about 84.2 percent to the 
aggregate number of Domestic Tourist Visits as per Ministry of Tourism. According to Ministry 
of Tourism, foreign tourist arrivals in India increased 19.5 percent to 630,000 in May 2017. 
Foreign Tourist Arrivals on e-tourist visa increased 55.3 percent year-on-year to 68,000 in 
May 2017. India's foreign exchange earnings (FEEs) through tourism increased by 32 percent 

EMERGING TRENDS IN TOURISM AND HOSPITALITY 
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year-on-year to reach US$ 2.278 billion in April 2017, based on the data from Ministry of 
Tourism, Government of India. 

India is expected to climb five spots to be ranked among the best five business travel 
advertise all inclusive by 2030, as business travel spending in the nation is relied upon to 
treble until 2030 from US$ 30 billion in 2015. Global lodging networks will probably expand 
their extension and investment campaign in India, and are likely to represent 50 per cent 
share in the Indian hospitality industry by 2022, from the current 44 per cent. 
 
Factors Responsible for Growth 
1. Raising Disposable Income. 
2. Increase in niche tourism such as eco-tourism, luxury tourism and health tourism. 
3. 100 percent Foreign Direct Investment allowed through automatic route in 

Accommodation i.e., Hotel and Tourism sectors. 
4. Diversity of the country attracts an ever increasing number of tourists every year. 
5. Government initiatives in improvement of infrastructure like airports, highways, ports and 

railways. 
6. India is a labour intensive country 
 
Employment Opportunities 

The hospitality industry is a work escalated one and India has an expansive grouping of 
English talking people, which demonstrate as impetus headway and flourishing of the 
business. Other than the usual occupations of a travel specialist, tour guide, air hostess, chef, 
server and directors, different openings await to the persons who are enthused about taking 
up a vocation in the area. The new trends that have been emerging off late are as follows: 
1. Cruise Ship Management 
2. Club Management and Recreation and Healthcare Management 
3. Airline Catering and Cabin Service 
4. Hotel Tourism and Association 
5. Fast Food Joint Management and Restaurant Management 
6. Beverage, food and confectionery production 
7. Institutional and Industrial Catering and 
8. Government owned catering departments like armed forces mess, ministerial conventions 

and railways services. 
 
Government Initiative 

The Government of India and the Ministry of Tourism have added significantly to the 
augmentation and improvement of the industry by providing various policy measures, tax 
incentives and infrastructural support such as 
1. Endorsement of rural tourism by Ministry of Tourism in alliance with the United Nations 

Development Program. 
2. Availability of therapeutic Visa for tourists coming into the nation for health treatment. 
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3. 100 percent Foreign Direct Investment approved through habitual route in hotel and 
tourism sector. 

4. Insurance of visa on arrival for tourists from selected nations like Finland, Japan and New 
Zealand. 

5. Capital financial assistance program for budget hotels. 
6. Abolition of customs duty for import of raw materials, equipment, liquor etc. 
7. Five-year income tax holidays for 2-4 star hotels recognized in chosen districts having 

UNESCO-declared 'World Heritage Sites'. 
 
Hotels in India 

Hotels are classified according to its size, site, target markets, levels of service, amenities 
provided, rooms, ownership and affiliation etc.  

 
Hotels on the basis of Site 
Downtown / Commercial / City Hotel 

These hotels are situated at the heart of city, basically designed to carting sheet stay 
business clients. The hotel is very luxurious at the start up cost is very high. 
 
Resorts 

These hotels are eco-friendly commercial hotel, basically intended for long stag guest 
entitled from hill, bank of the river, where the natural beauty has its significances. Resorts 
provide all the services as offered star categories hotel.  
 
Transit Hotels 

These types of hotels are usually situated such as airport, railway station, bus stand, ports 
to catering the passenger. These hotels are within airside safety measures/passport 
checkpoints and close to the airport terminals.  
 
Motels 

The word motel was derived from two interconnected words Motor and Hotel. Motel is the 
hotel situation on highway having amenities, parking, lodging, foods and safeguarding. The 
target people are commuter, and Motels are designed usually with parking area for motor 
vehicles. 
 
Sub-Urban Hotels 

Sub-urban hotel to be found away from city center. The moderate or low rate which will be 
suitable to budget traveler.  
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Hotels on the basis of Time 
Inns 

Inns are located on the country side or outside the city. Inns are family hotels which are 
suitable for short staying guest. Inns are originated from Island and are very older form of 
accommodation than the modern hotels. It provides limited facilities with accommodation and 
food and is being popular mostly in America and is operated as holiday inn. 
 
Apartment Hotels 

Apartment hotels are generally made for long staying guest like scholar, researcher and 
person working in project with all the conveniences. The rates are generally charged on 
weekly or monthly basis. It has peaceful surrounding providing self-cooking and serving 
facility with bed rooms, living room, and dining room and store and so on.  
 
Family Hotels 

Family hotels are generally operated for all the family members. The hotel provides 
individual services to the visitor as like as a family environment. The period of stay may be 
shorter or longer depends upon the tourist.  
 
Hotels on the basis of Amenities  

Depending upon the amenities provided the hotels are categorized under different star 
grading ranges from one to five star hotels. There is another category of hotel coming up is 
seven star hotel with advanced technology, supplementary amenities and convenience. 
Greater the facilities higher the star rating. 
 
Emerging Trends in Tourism and Hospitality Industry 
• In India, foreign tourism onset is expected to finger 15 million by 2020 and to 

accommodate them, the nation needs to add around 1,80,000 hotel rooms across category 
to its existing inventory. This means, hotel industry in India is set to nurture huge.  

• However, this augmentation in hotel number is not adequate as hoteliers should consider 
implementing cutting edge Hospitality Technology to streamline various daily operations 
while serving guests efficiently. 
 

Emergence of Cloud-based Hotel Property Management System  
Property Management System is a limited hotel administration system used for 

reservation, availability and occupancy management, check-in/out, images, guest profiles, 
report generation etc. This application is used in-house (in an individual hotel) to control the 
onsite property activities. PMS is also known as Hotel Operating System (Hotel OS). 

There is a visible shift from local server-based Property Management System to cloud 
Property Management System. Being a part of 24/7 guest centric service industry, hoteliers 
unable to find value in managing servers and solutions. A Hotel Property Management System 
that is hosted in cloud effectively assists users in this scenario. Adopting a cloud-based 
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Property Management System drastically reduces a hotel’s capital expenses. With a cloud-
based Hotel Property Management System in place, user can save more as there is no 
investment associated with buying server and having on-site IT expertise. 

Every aspect of a hotel business including front desk, point of sale, housekeeping, channel 
management and GDS connectivity can be hosted on the cloud through a cloud-based PMS. 
Most importantly, the key differentiator is the ease of access to the PMS. In case of legacy PMS 
(local server based), the user need to be in the hotel premise to access the system. But, with a 
cloud-based Hotel PMS, the user can access the same from anywhere with ease. The user only 
needs an internet enabled / connected device – be it a desktop, laptop or smart phone. With all 
these usefulness, the concept of cloud-based Hotel PMS is emerging as the real deal for 
hoteliers in India. 

The PMS can be connected with other applications such as the hotel point-of-sale (POS) or 
the CRS. The interface to a CRS is an additional option in order to transfer availability, 
reservations and guest profile information. 

Additionally, various interfaces are available to create further links to internal and 
external systems such as room key systems, restaurant and banquet cash registers, mini-bar, 
telephone and call centers, revenue management etc. 

 
Mobile Analytics  

Top honchos at hotels are a busy lot. They do not like the idea to be at the property in 
order to access information vital to their business. This has led to the rise of Mobile Analytics 
Apps.  

A smart Mobile Analytics App has the capability to help hotel Owners and General 
Managers to have real-time information on their properties’ business even while on the go. 
Through this new age Hospitality Technology platform, users can have real-time information 
on various parameters including Room Summary, EOD Projection and Revenue Comparison 
and so on. With such business critical information at their fingertips, management at hotels 
can be empowered to take informed decision with maximum ease. 

Mobile apps are becoming the norm of hotel business. Today’s smart mobile apps provide 
the much needed operational flexibility to hoteliers across the globe. In this scenario, solutions 
like Mobile Check-in App and E-Menu App do just the right thing for hoteliers. 

With a Mobile Check-in app, hoteliers can ensure a significantly reduced check-in time for 
their weary guests. It can be done by helping the guest bypass the time consuming front desk 
formalities. Hotel staff can walk the guest to the allotted room and fill the guest information in 
a smart phone or tablet through this app. Similarly, an E-Menu app helps users to present the 
whole menu to the diners in a digitalized manner. This app enables diners to view food items 
by recipe, image, video, ingredients and more. Guest can even send special notes or 
instructions to the chef while placing their order. For example, if a guest wants his curry less 
spicy, he or she can instruct the chef about the same. Additionally, it streamlines an error less 
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the order taking process in less time as the steward can send the Kitchen Order Tickets (KOT) 
directly to the kitchen. 
 
Conclusion 

As per the Planning Commission, the sector creates more jobs per million rupees of 
investment than any other sector of the economy. It is capable of providing employment to a 
wide spectrum of job seekers, from the unskilled to the specialized, even in the remote parts of 
the country. The sector’s employment-generation potential has also been highlighted by the 
World Travel & Tourism Council (WTTC), which says India’s travel and tourism sector is 
expected to be the second-largest employer in the world, employing approximately 50lakh 
people, directly or indirectly by 2019. India has been ranked as the fourth most preferred 
travel destination by Lonely Planet selecting the country among the top five destinations from 
167 countries. 
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Introduction 

The impact of GST on agricultural sector is foreseen to be positive. The agricultural sector 
is the largest contributing sector the overall Indian GDP. It covers around 16% of Indian GDP. 
The implementation of GST would have an impact on many sections of the society. One of the 
major issues faced by the agricultural sector is the transportation of agriculture products 
across state lines all overvalue of supply gst. India. It is highly probable that GST shall resolve 
the issue of transportation. GST may provide India with its first National Market for the 
agricultural goods. There are a lot of clarifications which need to be provided for rates for 
agricultural products. Special reduced rates should be declared for items like tea, coffee, and 
milk under the GST. 
 
Tax laws as Applicable till 30th June 2017 

There are certain food items like rice, sugar, salt, wheat, flour which are exempted from 
CENVAT. Under the state VAT, cereals and grains are taxed at the rate of 4%. Agricultural 
products go through a lot of licensing and a number of indirect taxes (VAT, excise duty, service 
tax) under the current tax laws. 

State VAT is currently applicable to all the agricultural goods at each state; it passes 
through prior to final consumption. Although there are certain exemptions available from 
state VAT for certain unprocessed food products like meat, eggs, fruits, vegetables etc. 
 
National Agricultural Market (NAM) 

A scheme for the promotion of National Agricultural Market (NAM) is introduced by the 
central government involving all the farmer and traders in the regulated markets with a 
common e-commerce platform for a transparent, impartial trade of agri-commodities can be 
termed as National Agricultural Market. Due to the different state VAT and APMC (Agricultural 
produce market committee) laws, implementation of NAM scheme would be challenging. 

GST is crucial for creating a path regarding the successful implementation of NAM. Most of 
the indirect taxes levied on agricultural products, would be subsumed under GST. GST would 
provide each trader, the input credit for the tax paid on every value addition. This will create a 
transparent, hassle-free supply chain which would lead to free movement of agri-commodities 
across India. 

Most of the agricultural commodities are perishable in nature. An improved supply chain 
mechanism due to GST would reduce the time taken for inter-state transportation. The benefit 

GST AND AGRICULTURAL SERVICES 
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of reduction in time would be passed on to the farmers/retailers. Some states in India like 
Maharashtra, Punjab, Gujarat, and Haryana earn more than Rs 1000 crores from charging 
CST/OCTROI/Purchase Tax. GST would subsume all the above taxes. Hence these states would 
need to be compensated for the loss of revenue. 
 

Impact of GST on Agricultural Sector 
 

GST Rates on Agriculture Sector 
Agriculture 

Goods    
Cheaper 
Seed, Organic compost 
without brand 

0 0 0 

Head pump and its parts 12.5 5 -7.5 
Tractor 12.5 12 -.5 
chemical fertilizer 12 5  
Expensive 
Tractor Tire & Rim    
other Tractor Parts    
Harvester, Earth, Grader, 
Parts    
Insecticide    

 
GST is essential to improve the transparency, reliability, timeline of supply chain 

mechanism. A better supply chain mechanism would ensure a reduction in wastage and cost 
for the farmers/retailers. GST would also help in reducing the cost of heavy machinery 
required for producing agricultural commodities. Under the model GST law, dairy farming, 
poultry farming, and stock breeding are kept out of the definition of agriculture. Therefore 
these will be taxable under the GST. 

Fertilizers an important element of agriculture was previously taxed at 6% (1% Excise + 
5% VAT). In the GST regime, the tax on fertilizers has been increased to 12%. The same impact 
is on Tractors. Wavier on the manufacture of Tractors is removed and GST of 12% has been 
imposed. This is beneficial as now the manufacturers will be able to claim Input Tax Credit 

India’s milk production in 2015-16 was 160.35 million ton, increased from 146.31mt in 
2014-15.Currently, only 2% VAT is charged on milk and certain milk products but under GST 
the rate of fresh milk is NIL and skimmed milk is kept under 5% bracket and condensed milk is 
going to be taxed at the rate of 18%. Tea is probably one of the most crucial items in an Indian 
household. The price of tea might also increase due to the tax rate of 5% under GST rate from 
the current average VAT rate of 4-5% with Assam and West Bengal with the exception of 0.5 
and 1%. 



Eaglet Emerging Trends in Services Sector 

Page 44                          The American College, Madurai  
 

Merits of GST in Agricultural Sector 
1. GST implementation will play favourable role for National Agricultural Market on merging 

all the different taxations on agricultural products. Once transportation facilitated, it will 
improve the marketing efficiency and create access to virtual world. 

2. GST is vital to enhance the performance of supply chain mechanism in terms of 
transparency, reliability and timeliness, which in turn will ensure reduction in waste and 
cost of agricultural produce. 

3. It will reduce the time taken for inter-state transportation. 
4. Service tax will also be exempted in various services related to agricultural produce. 
5. An agriculturist would come under non-taxable person. 
6. All basic agriculture goods (not processed) which are not chargeable under current VAT 

Laws would not be charged to tax in GST. 
7. As the exemption under VAT is limited to unprocessed food, the main impact that GST in 

agriculture would bring is the inflation with currently 4% VAT being increased to 8% on 
many food items including cereals and grains. 

 
Demerits of GST in Agricultural Sector 
1. Because custom duty will not subsume GST, it will continue to impose on agricultural 

imports. 
2. GST is all set to increase the prices of most agricultural inputs like seeds, pesticides and 

farm equipments resulting into increase in cost of production for farmers. 
3. As GST being single source of tax across nation will not allow farmers any more to take 

advantage of inter-state price variations. Similarly they will find difficult to get cheaper 
inputs due to constant pricing across states unlike in previous states laws. 

4. Fertilizers like Urea, DAT, Potash, will bear a spike tax rate in GST. 
5. Drip and sprinkler irrigation equipment, which currently attracts a VAT rate of 5%, will be 

taxed at 18% under GST. Similarly, the tax rate on pesticide sprayers has gone up from 6% 
to 18% and electric motors from 7% to 12%. Tractors will be taxed at a rate of either 12% 
or 28%, up from the current 5%. 
GST is expected to reduce incidence of suppressed sales since billing and payment of tax 

would be necessary for availing set-off of taxes at each stage. The same standard would apply 
to transactions between traders in agricultural commodities where there is significant amount 
of suppressed sale 

The present system often, makes it difficult to implement tax support provided by the 
centre for an agro-commodity due to diverse policies adopted by the different states. The 
implementation of GST is predicted to bring uniformity across states and centre which would 
make tax support policy of a particular commodity effective. 

The ease of availing tax credit under GST regime is expected to lift inter-state trade leading 
to achieving the objectives of National Agricultural Market. 
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Conclusion 
An increase in the cost of few agricultural products is anticipated due to the rise in 

inflation index for a brief period. Though, implementation of GST is going to benefit a lot, the 
farmers/ distributors in the long run as there will a single unified national agriculture market. 
GST would ensure that farmers in India, who contribute the most to GDP, will be able to sell 
their produce for the best available price. 
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Introduction  

E-commerce continues to grow rapidly, but with the huge market acting as a magnet to 
brands large and small, competition will ramp up faster than the total growth of the market. 
This means customers will be harder to win, easier to lose and discriminating on price and 
user experience. To avoid falling behind the ever more fierce competition, you will need to 
both be aware of and benefit from the latest trends in e-commerce.  In the broad meaning 
electronic commerce is a means of organize the business using one of many electronic 
methods, usually involving internet, computers or both. E-Commerce is not about the 
technology itself, it is about doing business using the technology. It is an electronic business 
application involves electronic fund transfer, supply chain management, online transaction 
processing, e-marketing, corporate purchasing, value chain integrations etc.  

Ecommerce creates new opportunities for profitable activities online. It promotes easier 
cooperation between different groups, business sharing information’s to improve customer 
relations, build new products or services, more personalization, better customer service etc. 
With the beginning of information technology the way we do business has changed. It 
substitutes from paper cheque or money to electronic payment system, from paper or postal 
invoice to electronic invoice and form traditional commerce to electronic commerce etc. Today 
we are live in the age of E-commerce and it develops from traditional commerce. The e-
commerce is one of the biggest things that have taken the business by a storm. It is creating an 
entire new economy, which has a immense potential and is fundamentally changing way 
businesses are done .Here we try to analyze the recent trends in e-commerce .They are as 
follows. 
 
Recent trends in E-Commerce 

Ecommerce thanks to mobile commerce are growing rapidly. As per a recent projection by 
e-Marketer, spending through online shopping reached the all-time peak in 2016 amount 
bigger than $22 trillion. The same figure is awaited to reach at least $27 trillion in 2020. 
• ‘Mobile Friendly’ Website and App’s 
• More Personalization 
• Impact of Social Commerce 
• Video-Based Marketing 
• “Always-On Shopping” Come To Reality 
• Faster Service 

RECENT TRENDS IN THE FIELD OF E-COMMERCE 
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• Online Storytelling to Boost Sales 
• Increasing Trust in E-Commerce Companies  
• Invention of New Technology, and Device  
• Increased Bitcoins Popularity 
• Biometrics 
• Domination of Mobile Devices 
• Enhanced Customer Experience 
• Increased Popularity of Mobile Money Transfers 
• Increased Punctuality in Delivery 
 
‘Mobile Friendly’ Website and App’s 

Now a day’s large number of shoppers use smart phones, tablets and other mobile devices 
are the main tools for accessing Internet or browsing E –commerce company website for their 
convince. In the recent few years we can see that majority of E- commerce sites will go 
‘mobilefriendly’ or ‘responsive design’. If online stores capable of operating well on mobile 
devices will get more visitors, customers , revenues and also save users time, effort and 
money. Responsive design emphasizes a better user interface and viewing experience, with 
easy reading and navigation enabled through resizing, panning, and scrolling. Today, majority 
of the top E-commerce sites use responsive design, as mobile becomes the prevalent platform 
for online shopping and E-commerce business. 
 
More Personalization 

Personalized product recommendations aid to customers discovers products and service 
more quickly according to their choice. It is the powerful marketing tool that may help better 
and long term customer relationships, exciting shopping experience, and also improve 
customers order and the sales. Now a day’s an increasing number of Ecommerce vendors will 
start tapping into big data to deliver an extremely personalized shopping experience to 
visitors.  

 
Impact of Social Commerce 

Social commerce is a subset of electronic commerce that includes social media and online 
media that support social interaction and helps to online buying and selling of products and 
services. Social media may still only a small portion of total sales, but its impact is becoming 
impossible to ignore. In social commerce the customer enters the e-store, make comparison, 
makes questions and this communication helps select their products or services. Social 
networking services that allow customer to share their experience with their friends, receive 
their recommendations, reviews, advices and communication. In the recent years we can see 
that social media plays most important role and boost sales and popularity of E-commerce 
companies. 
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Video-Based Marketing 
In the present era, video based marketing is inevitable or unavoidable in our shopping 

experience. Product videos can have an incredible capability to increase sales by better 
helping people perceive their choice. Video will become a center part to convey product details 
and also provided more information to the customers such as usage, comparison, 
specifications, reviewers, product description etc. now videos are great way to deliver 
highquality content, and it benefits E-commerce by leading to increasing orders and sales. In 
the recent time more and more online stores will create and integrate videos on their sites.  
 
“Always-On Shopping” Come To Reality 

With the tremendous growth of communication, information technology and internet 
‘Always-on shopping’ come to the reality. It is the important feature of Ecommerce now people 
are shopping wherever and whenever is convenient for them. This highlights how it important 
it is for merchants to provide a flexible buying experience that adapts to their customers 
buying habits and shoppers can use their time more efficiently  
 
Faster Service 

E-commerce trends drive to continuously improve the customer experience. Now E-
commerce companies are trying to reduce the processing time of search, selection order, 
customer service and delivery of products and service. E-commerce companies focus on 
improving the overall customer experience and reducing conflict wherever possible, to drive 
and support sales. Delivery services are also improving, and customers can easily track their 
product at any point of delivery. 
 
Online Storytelling to Boost Sales 

Storytelling is important to any E-commerce business for great way of selling. In the 
present time E-commerce vendors discover this truth, more of them will incorporate stories 
around their products, by way of written text or videos, reviews and other suitable format on 
their online stores. Its boost up sales and confidence in e-business 
 
Increasing Trust in E-Commerce Companies 

In the context of E-commerce trust is as great factor as anything. In the Past few years 
majority of the public looked upon equivocal about E-commerce business. Now the situation is 
changing-E-commerce companies could build up trust between buyer and sellers, electronic 
payment system, better security mechanisms and delivery systems. It helps increase in trust 
and sales of e-commerce companies. 
 
Invention of New Technology, and Device  

New technologies like Facial Recognition, Virtual Fitting Rooms, etc play most important 
role in current E-commerce system. The modern device like Google Glass, I Watch and other 
electronic devices help to ecommerce is greater access to consumers, easy like smart phones, 
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laptops etc. And also these devices will put the Internet within easy reach and customers can 
rapid updates on price changes, promotions, and marketing incentives offered to more 
consumers more of the time. 
 

Increased Bitcoins Popularity 
As one of the most modern recent in e-Commerce, bitcoins have continue to gain 

popularity perhaps due to the convenience that people get when using them. First, bitcoin 
attract much lower transaction charges when trading online. Secondly, bitcoins are safer 
compared to other payment methods as they are not prone to freezing. In addition, they seem 
a lot promising judging from the fact that they have greatly increased in value since they were 
invented in 2009. As a matter of fact, many organizations like Amazon are accepting bitcoins 
as a means of payment and others who are yet to accept them are expected to follow suit in the 
near future. Hence, we expect much more people to understand and accept bitcoins in 2017. 
 

Biometrics 
The biometric system is a present trend in e-Commerce technologies. It uses such 

innovations as the fingerprint, voice, iris and facial detection to enhance security. On top of 
boosting security, biometric technology is also used as a powerful marketing tool. For 
example, Apple experienced an increase in sales when they added the fingerprint scan to 
iPhone. Many studies suggest that by 2017, more than 500 million people will be using phones 
installed with biometric technology. Various technology firms like MasterCard and Visa are 
already working on making biometric technology an important part of payment systems. 
 

Domination of Mobile Devices 
In recent years, we have noticed the rise of mobile devices as the popular tool for accessing 

the internet. In 2015, many studies predicted that mobile domination in internet browsing will 
reach 70% by 2017. Having already taken a market share of almost 50% by now, it is very 
clear that by mid-2017 mobile devices will influence the desktop in browsing the internet. 
 

Enhanced Customer Experience 
Customer experience is the important determinant of the future of an organization. If your 

products collects good reviews online, many people will want to buy from you; the reverse is 
also true. But, to get good reviews you have to improve customer experience. This is why 2017 
will see many businesses up their game in their endeavors to please their clients. Products 
will, therefore, be improved in terms of quality and services will be more customized. In this 
regard, companies will offer more convenient payment systems for instance by accepting 
bitcoins. Organizations will also create more loyalty programs to reward their most loyal 
clients for instance by giving them gifts 
 
Increased Popularity of Mobile Money Transfers 

This is one of the recent trends in e-Commerce. The system has origin in Kenya, through a 
platform known as M-Pesa. This platform has experienced tremendous growth, emerging to be 
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the most popular payment system in East Africa, and spreading to other parts of the world 
such as India and Albania. The popularity of mobile money transfer can be assigned to its 
incredible simplicity – micro-financing services at the tips of your fingers. It offers such 
services as deposit, withdrawal, payment and transfer to other accounts including bank 
accounts. Therefore we expect to see increased growth and popularity of M-Pesa and similar 
payment systems. 
 
Increased Punctuality in Delivery 

In years to come, online businesses will need to deliver products in the same day an order 
is placed. Certainly customers increasingly dislike the idea of sitting tight for several days 
waiting for items they have already paid for. This e-Commerce trend can also be assigned to 
the fact that online retail giants such as Amazon and eBay have made same-day-delivery the 
order of the day; other businesses simply have to follow suit or risk being pushed out of 
business. 
 
Conclusion 

History and life style of human beings are subject to modify depending upon the scientific 
development. These developments mastered all sectors in commerce, transportation, 
educations, management, communications etc and every part of the human being. The world 
around has significantly changed- mobile phones, social networking, blogs, style of shopping, 
and also style of business. E-commerce is changing the shape and the concepts of business. 
New technologies that could significantly bring paradigm shift in the e-commerce. In the 
recent years innovative technologies appear in the Ecommerce market is gradually changing 
and getting more and more attractive for consumers by offering them new advantages and 
unmatched conveniences. These e-Commerce technology trends are some of the most 
important market aspects that define our economic future. For that reason, any business that 
wishes to be on top of the game needs to not only adapt accordingly but also keep watching 
out for any inventions with regards to e-Commerce technologies. Now all things are changing 
we cannot predict what will happen in the future because “The Only Thing That Is Constant Is 
Change” (Heraclitus). 
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Introduction 

Today, early childhood education and care is a multi crore business not only in India but 
globally too. Why is it such a lucrative business? This is because parents are aware about the 
importance of early education and want to give the best possible education to their children to 
ensure their success in life. 

Has the quality of early childhood education and care increased with the increase in 
quantity of centres and brands available? No it has not Awareness and need for early 
childhood care has increased but the quality sadly has decreased due to focus on parameters 
like toys, furniture, ambience and advertising gaining more prominence and priority rather 
than curriculum, teacher training and development and learning material. Early childhood 
centres today are competing with each other aggressively but are trying to attract parents 
with inappropriate parameters like bill boards, automated admission procedures, too much of 
technological gadgets etc 

Incorrect selection of unqualified teachers leads to dissatisfaction both of parents and 
children which then results in ‘preschool- day care hopping which further results in emotional 
and social problems in young children. At this age attachment is an important emotional bond 
and thus too many changes in teachers and environment lead to early childhood education 
stress in young children and their families. Many schools also prey on the traditional 
educational perceptions of parents - ‘more is better' and end up increasing the burden and 
stress of learning on young brains. So instead of educating parents about the development of 
the essential five skills (physical, social, emotional, language, cognitive) in the early childhood 
years, these centres end up propagating and promoting rote learning and give a weak 
foundation to kids for future learning m math and reading. 

Quality does have a price but it should be understood that quality need to be delivered 
when there is a price. There nothing wrong in charging fees long as the fees are utilized for 
quality curriculum, teacher development and parent education which in turn lead to quality 
learning and quality experiences for young children. But sadly a lot of money is pumped in 
every other aspect of early childhood centres except what matters, i.e. curriculum, teacher 
training and parent education. 

 
 
 

IMPARTING QUALITY EDUCATION: SUCCESSES MANTRA 
FOR FUTURE GENERATION 
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Importance of Skills in Professional World 
Soft skills are organizational behavioral skills required in business. These skills include 

communication, emotional intelligence, understanding the impact of our temperaments and 
how these influence our behaviour. It’s an important skill in any workplace to learn how to flex 
these skills depending on the situation and context. All students will leave university with 
knowledge. What’s equally important is developing skills in emotional intelligence and 
effective communication. It is these skills which prepare students to respond to different 
dynamics, challenges and opportunities in their careers. 

 

 Curriculum for early childhood education centres is another point of concern as each state 
and area defines its own curriculum framework and give importance to what they perceive 
will be required by a child to learn. This results in incorrect topics, incorrect methods of 
teaching, weak foundation of learning the 3 R’s, lack of readiness activities and learning stress 
in children. Quality is a cup of coffee? 

Just like preschools and daycares have mushroomed in India in the last decade so has the 
culture of coffee shops. These shops or cafes have suddenly changed the beverage drinking 
habits of the average Indian from tea to coffee. These cafes are also quite pricey as the price of 
a cup of coffee is almost 5 times that in a common restaurant. It has become a lucrative 
business because of 3 things- availability, quality and experience. 

This will only be possible if we educate the stake holders- the brand owners, the 
franchises, the owners of preschools, the centre heads who run these centres and most 
importantly the parents who choose to enroll their kids at these canters. So how do we achieve 
this mammoth task when presently both the centre brand owners and parents are blissfully 
unaware and happy with lack of quality curriculum and teachers and its long term impact on 
children? This is where the 100th monkey syndrome will come to our help, we need more and 
more people in this field to believe in quality and adhere to it. 
 
Life Skills 

In UNICEF, however, life skills are defined  as “psycho-social and interpersonal skills used 
in every day interactions not specific to getting a job or earning an income”. The definition also 
explains that “a wide range of examples exist under the UNICEF working definition of Life 
Skills, such as assertion and refusal skills, goal setting, decision making and coping skills” 
(UNICEF, 2000). Life skills curriculum focuses on attitudes, values and behavioural change, 
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rather than seeking to provide young people with a body of knowledge about a set of topics. As 
with literacy, age-appropriate life skills can be incorporated into other areas of study. For 
example, educators in Rwanda teach life skills as part of courses on conflict resolution, self-
awareness, cooperation and communication. In Zimbabwe, aspects of life skills come through 
HIV/AIDS courses (UNICEF, 2000). Other countries may address some aspects of life skills 
through community-based learning. Still others approach life skills topics in courses such as 
health education, education for development, global education and peace education. 
 
21st Century Educators 

Around the globe, as well as in India, institutions of higher learning and their faculties are 
coping with new pressures.  While some countries are experiencing a surplus of professors, 
India faces a shortage of qualified educators. Impasse of education stakeholders are manifold- 
higher salaries or cost-cutting, emphasis on STEM subjects or on the liberal arts, prolific 
research and publication or excellence in teaching. Faced with such contradictory imperatives, 
university instructors and educationalists are alienated on this long considered best career 
path. What outcomes should they deliver? What work should they produce? How should we 
evaluate them? How much should they be paid? I believe that it would be a mistake to impose 
a “one size fits all” solution on academia. The gifts, talents, skills and contributions of 
professors vary widely, as do the needs of students, administrators, regulators, employers and 
other stakeholders. Instead, I harp on creating several tracks for career advancement. 
Teaching constitutes the core of any university, so there should be one career track for those 
who excel at teaching. The art and science of teaching at the tertian' level has received much 
less attention in India than abroad. This Is reflected in the way we teach and the outcomes we 
achieve. 
 
Basis 1: Subject Matter 

Professors are selected primarily for their subject matter expertise, not for their giftedness 
in teaching. Candidates complete a teaching review, but often, the hiring decision is based on 
the quality of the teacher’s notes more than on the delivery. Little training is offered in how to 
prepare a lesson plan or manage a classroom. Faculty development programs focus rarely on 
pedagogy. Further, the goal of most courses is to have the students memorize facts and 
theories so that they can do well on exams, hence originality and engagement takes a backseat. 
Ideally, professors who can teach creatively, engagingly and effectively should be rewarded. 
Tenure and promotions along a teaching track should be based mostly on their classroom 
performances further determined by student outcomes, research and further study to assure 
that their syllabi remain up to date. 
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Basis 2: Research 

Research is the second important mission of universities and professors. As India raises 
the bar for its researchers both in terms of quantity and relevance, we should create a second 
career track for those who shine in this activity. Today, the determining standard for academic 
research in our country is publication. However less attention is paid to the selectivity of the 
journals that publish research papers. I envision a more rigorous process of peer and expert 
review to assure that research adds value to the way the subject is taught and/or the way that 
practitioners in the field do their work. In my discipline of management, most of the global 
thought leaders are from Europe and North America, it’s imperative to see more Indian 
professors produce game-changing, influential research in all fields. A follow-up of 
appreciation and reward should be in line. 

Researchers should, of course, be required to teach. However, for those on the research 
career track, majority of their time, attention, and compensation should be focused on the 
know ledge they create. 
 
Basis 3 Administration 

The third area where some professors excel is administration. In an age of change, global 
completion and resources constraints, management skills are needed more than ever in our 
institutions of higher learning. 

A track must be created for those professors who can organise, manage and lead their 
peers as well as their students and other staff members. These talented individuals should be 
trained in educational administration, rewarded and promoted basis their effectiveness. 
Professors at business schools across disciplines are frequently called upon to take corporate 
consulting and training assignments. Specialized skills are required for working with 
professionals, Academicians who brings prestige and revenue to the respective universities by 
sharing their knowledge should be compensated and promoted for their abilities. 

In a nutshell, there's no need to revise foe titles and levels currently used in academia. 
Rather, administrators should design different ladders whereby teachers with different 
interests and skill sets can climb parallel through the levels. This lot of masters can then 
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recruit and develop professors who are suited to the various required roles in a well-rounded 
university. 
 
Conclusion 

The Indian education system has surely evolved over the last few decades. The focus which 
was first on access and enrolment of students, later it shifted to quality of education. We are 
presently in a phase where technologies have enabled new learning methods, as well as new 
opportunities. Technologies are double edged sword though, and while the positive change 
technologies have brought to the entire education system cannot questioned. The objective of 
this article was to understand approaches and issues for the future of education. Research and 
conversations so far has focused on empowering teachers and incorporating quality into 
conventional teaching methodologies. We need to remind ourselves that quality teaching will 
solve the problem of improvement of learning. With new opportunities opening up, students 
in the future will have an increasingly larger and diverse range of operations to choose. Role of 
teachers with skilled management and quality education will shift from merely imparting 
knowledge to becoming an enabler.  
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Introduction 

The charm and uniqueness of India have been attracting travelers since ages. India has got 
very good tourism potential and attractions to hold interests of all types of tourists. Whether it 
is adventure tour, cultural exploration, pilgrimages tour, beach combing tour or relaxing 
amidst the scenic mountains, tourism in India has everything for the tourists. The tourists are 
flowing from Europe, Africa, Southeast Asia and Australia to spend their vacation here. At the 
same time, the number of Indians travelling internally also has been increased. Some tourists 
from the Middle East countries come just to witness the drenching monsoon rains in India. 
India has now become a sought after tourist destination in the world.  

As per the World Travel and Tourism Council (WTTC), Tourism in India could contribute 
Rs 8,50,500 crore to the GDP by 2020. In other words, every man, woman and child could 
become richer by Rs 7000. India has yet to realize its full potential of tourism. India's travel 
and tourism industry is one of the most profitable industries in the country, and also accounts 
for a substantial share of foreign exchange. There are several reasons for the growth and 
prosperity of Indian tourism industry. The Indian tourism industry has been creating jobs 
directly and indirectly in other related sectors also. It has been helping growth on other 
sectors like horticulture, handicrafts, agriculture, construction and even poultry.  

At present above 20 million people are now working in the country's tourism industry. 
The raise in income levels of the middle class families is driving the domestic tourism growth. 
Disposable income in India had grown by 10.11% annually between 2001-2006, and much of 
it has been spent on travel. The same trend is expected to continue. The growth of the tourism 
industry is due to the rise in the arrival of more and more foreign tourists as well as an 
increase in the number of domestic tourists. Tourists from Africa, Australia, Lain America, 
Europe, South-east Asia, etc are visiting India numbers are growing by the thousands every 
year. The rate of growth of tourism sector in India has been way above the world average in 
the last few years. In 2006-07 approximately 4.63 million foreign tourists had visited India, 
thereby registering a growth of 13 per cent over the previous year. 

The booming IT industry is also contributing to tourism industry. As part of their business 
many foreigners have been visiting India continuously and the number is increasing day by 
day. Most of them generally add a weekend break or a longer holiday to their trips. The 
increase projected in the number of tourist arrivals is over 22% by 2010.The tourism ministry 
is playing an important role in the development of the industry. Advertising campaigns such as 
the “Incredible India” campaign have promoted India's culture and tourist attractions in a 

DEVELOPMENT OF INNOVATIVE TOURISM INDUSTRY 
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fresh and memorable way. The campaign has helped create a colorful image of India in the 
minds of travel enthusiasts all over the world. The state governments have also made a 
significant impact on tourism. Each and every state of India has a corporation to administer 
support issues related to tourism.  

Indian tourism offers a potpourri of different cultures, traditions, festivals, and places of 
interest. There are a number of options for the tourists. India is a country with rich cultural 
and traditional diversity. This aspect is even reflected in its tourism. The different parts of the 
country offer a wide variety of interesting places to visit. Ministry of Tourism, and the 
organizations/ Institutes like Indian Institute of Tourism and Travel Management, National 
Council for Hotel Management and Catering Technology, India Tourism Development 
Corporation Limited, Indian Institute of Skiing and Mountaineering and National Institute of 
Water Sports are deeply involved in development of Indian tourism industry. 

The Ministry of Tourism in India has 20 field offices and 13 offices in other countries to 
undertake both developmental and promotional activities. While the overseas offices are in 
constant contact with tourists, travel intermediaries and the media to promote tourism in 
India, the field offices in India provide facilitation services to tourists and co-ordinate with the 
State Governments on tourism infrastructure development. The main objectives of the 
overseas tourist offices are to position India in the tourism generating markets as a preferred 
tourism destination, to promote various Indian tourism products vis-à-vis the competition 
faced from various destinations and to increase India's share of the global tourism market. 
These objectives are met through an integrated marketing strategy and synergised 
promotional activities undertaken in association with the travel trade and state governments. 
 
Significance of Tourism Industry 

All the developing countries are giving due weightage to tourism services industry in their 
national development agenda due to the following advantages: 

1) Creation and expansion of job opportunities 2) Contribution to GDP and large amount of 
foreign exchange earnings 3) Optimal utilization of local resources 4) Formation of capital and 
enticing FDIs 5) Increase in the standard of living and lifestyle changes. 6) Development of 
allied industries such as hotels, communication, banking, transportation, trade and commerce. 
 
Backdrop of tourism in India 

Growing levels of middle class income are prompting them to spend their disposable 
income on relaxation and recreational activities. When we earn more, we evince interest in 
utilizing our leisure time and avail modern amenities and facilities to get relief from day-to-
day routine and occupational burdens. Tourism activity, intended to provide the fun and 
excitement, no doubt, gained momentum with the holistic approach. Aggressive advertising 
campaign by the Government of India with the theme Incredible India has contributed to 
boosting India's image in the eyes of domestic and foreign tourists.  
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Types of tourism 
a)  Nature based tourism: Nature based tourism is more concerned with viewing of nature 

where the focus is on observation of natural surroundings, i.e., rocks, land forms and life 
around us. 

b) Adventure tourism: It is a type of tourism involving exploration or travel to remote, 
exotic areas, where the traveller should “expect the unexpected”. Adventure tourism 
includes activities such as mountaineering, trekking, bungee jumping, mountain biking, 
rafting, zip lining and rock climbing. Other rising forms of adventure travel include social 
and jungle tourism. 

c)  Eco tourism: Eco tourism is a form of leisure tourism. It involves travel to destinations     
where flora, fauna and cultural heritage are the primary attractions. 

d) Wildlife tourism: Wildlife tourism can be an animal friendly tourism in wild 
environments. 

e) Medical tourism (Health tourism): It is a term initially coined by travel agencies and the 
mass media to describe the rapidly growing practice of travel across international borders 
to obtain health care coupled with any kind of tourism. 

f) Rural Tourism: Exposure to heritage sites, lush green mountains, river streams could be 
the main attractions. Ethnic food, local crafts and cottage industry can provide unique 
shopping experience in rural tourism. 

g) Highway Tourism: Highway tourism provides general recreation for the users of highway 
to drive to the resorts to relax and enjoy good food and drinks. 

 
Market Information for Tourism 

In an age of information explosion, it is pertinent that an organisation develops and 
institutes MIS to have an easy access to information needed for planning, problem-solving and 
decision-making. The key problem in the management of information is to establish a tourist 
information network. The diagram below helps the tourism professionals in studying and 
identifying the level of various segments. 
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Users of tourism services and purchase decisions 
a) Non-users: Persons not interested in using the services are known as non-users. They lack 

willingness, desire and ability and therefore, the level of income or even the availability of 
leisure hours will not influence them. 

b) Potential users: They are also called the prospects or prospective users. They have 
willingness but the marketing resources have not been used optimally for influencing their 
impulse. The marketing professionals are expected to capitalise on their potential by using 
creative promotional measures.  

c) Actual users: Persons already using the services generated by the tourist organisations 
are known as actual users. 

d) Occasional users: Users availing the services occasionally but not forming a habit of 
travelling are known as occasional users. 

e) Habitual users: Users forming a habit and availing the services regularly are known as the 
habitual users. 

 
Marketing of Tourism Products 

The general confusion about marketing is on selling and advertising. They are only a 
component of marketing. Marketing requires thorough information about the consumers that 
are targeted for marketing such as what they like, where they buy and how much they spend. 
Today's customer is more educated and he / she has many choices than ever before. Hence, 
marketing should create and promote a product (ideas, goods or services) that satisfy the 
customer's needs or desires and is made available at a desirable price and place. The 
measurement of quality in intangible service is difficult and crucial. The effectiveness of 
quality is experienced and judged by the consumer themself. We are living in the age of 
specialization in which perfection is rewarded suitably. 
 
Present Constraints 

India is probably the only country that offers various categories of tourism. These include 
history tourism, adventure tourism, medical tourism (Ayurveda and other forms of Indian 
medications), spiritual tourism, beach tourism (India has the longest coastline in the East) etc. 
Surprisingly, despite the winds of liberalization blowing across the country, tourism seems to 
have been the least affected. Even now, setting up a resort means getting as many as 72 
clearances from different authorities. 

One of the most vociferous demands is to declare tourism an infrastructure industry, 
which will help it attract low cost funds, so important to keep any industry globally 
competitive. Despite being the largest net foreign exchange earner and the second largest 
gross foreign exchange earner after the IT industry, tourism is not supported as per the 
requirements. Insufficient air seating capacity, pathetic road and airport conditions, poor rail 
infrastructure, inadequate economical hotel accommodation and relatively high level of 
taxation continue to be the bane of an average international traveller.  
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Procedural hassles in getting visas and poor infrastructure are some of the major problems 
that need to be attended to. Against the present requirement of about 130,000 hotel rooms, 
India offers just about 60,000. Our antiquated land laws, which make land acquisition a very 
cumbersome process, are doing precious little to solve this problem. They render the cost of 
putting up a hotel very high. There is a big gap between five star and lower categories of 
hotels. The government needs to create separate zones and then give liberal floor space index 
or FSI for setting up two and three star hotels. This will dramatically and drastically changes 
the economics of the hotel industry. The industry is also worried about airline seating 
capacity. Against a demand of 10 million seats in the international segment the supply is just 
about 5.3 million and in the domestic segment against a demand of 19 million supply is just 
about 9.79 million. 

Visa facilitation is yet another process, which needs to be rationalized urgently. Stringent 
eligibility requirements and cumbersome procedure put off many travelers from visiting India.  

One of our major policy restrictive to the growth of tourism is "reciprocity", under which 
we give visas to citizens of only those countries which give to Indians. Countries like Bhutan, 
Nepal, Singapore, Seychelles, Maldives, Thailand, Turkey, Taiwan and Indonesia give visas on 
arrival without reciprocity as a condition. Thailand has a visa-on-arrival policy for over 140 
countries and there is no reciprocity in every case. 

The advantages of tourism are plenty. It remains confined not just to urban 
agglomerations, but spreads its benefits deep and wide into the rural countryside providing 
significant gains for the economy. Further, by its very nature tourism is conducive to 
protecting the environment.  

It is time therefore that the government pulled up its socks and pushed tourism ahead. 
Else, it will be one more case of missed opportunities. 

 
Need for innovative tourism marketing 

There can be no control in the cyclic movement of fashion, needs and lifestyle changes. The 
process of change is influenced by the law of nature which forces us to welcome the change. If 
we delay and postpone, we land up in dissatisfaction and monotony. Thus, travel and tourism 
which enhance the quality of life are the activities that are being transformed into a creative 
business and industry.  

Due to growing specialization, the tourism service providers would need a new culture 
influenced by competitive corporate outlook by way of launching innovative marketing 
programmes. World-class services with innovative marketing would help the service 
generating organizations in proving their excellence nationally and internationally their 
competitive spirit which requires a fair blend of performance orientation and employee 
orientation. Innovative tourism expands the tourism services with the best use of effective 
communication and instant information. Tourism service providers must develop unique 
marketing programmes clubbed with the whole tourism value chain keeping in view 
increasing complexity and diversity of customer requirements at affordable prices. Upgrading 
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the tourism infrastructure with focused attention on art, culture, leisure, heritage, rural crafts, 
natural resources and joy of travel will ensure sustainable development of tourism. 
 
Conclusion  

Tourism marketing is a managerial process to promote business. The purpose of 
innovation in tourism is that the tourist should be able to enjoy the refreshing change and feel 
the overall tourism pleasure. Tourism investments with product differentiation under public-
private partnership would bring higher returns with competitive edge.  
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Introduction  

GST is a inclusive value added tax on goods and services which is collected on value added 
at each stage of sale and purchase in the supply chain without any State boundaries. Goods and 
Services Tax also acknowledged as the Value Added Tax (VAT) or Harmonized Sales Tax (HST) 
was first work out by a German economist during in 18th century.  The tax is at a fixed 
percentage of the final price where the number of transactions is immaterial and it was finally 
implemented in France in 1954. Maurice Lauré, Joint Director of the French Tax Authority, 
Imports, was the first to introduce VAT Effectively from April 10, 1954. Initially they focused at 
large businesses but later it was extended over a time to include all business sectors. “The 
success of GST depends on proper and effective administration. Much will depend on its 
simplicity and efficient implementation”. 
 
Objective of GST  

The major objective of Goods & Service Tax (GST) is to eliminate the doubly taxation i.e. 
cascading effects of taxes on production and distribution cost of goods and services. The 
exclusion of cascading impact  i.e. tax on tax till the level of final consumers will significantly 
improve the competitiveness of original goods and services in market which leads to beneficial 
impact to the GDP growth of the nation. GST to replace the existing multiple tax structures of 
Centre and State taxes are not only attractive but vital. Incorporation of so many taxes into a 
GST system would make it possible to give complete credit for inputs taxes collected. GST, is a 
destination-based consumption tax based on VAT principle 
 
Global Perspective   

Almost 150 countries have introduced GST/National VAT in different forms. It has been a 
part of the tax system in Europe for more than 5 decades and which is the preferred as indirect 
tax in the Asia-Pacific region. There are various models of GST currently in force; they are with 
their own peculiarities. While the country like Singapore virtually taxes everything at a single 
rate, some countries have more than one rate (a zero rate, certain exemptions and higher and 
lower rates). In some countries it is recoverable only on goods used in the production process 
and specified service.  

 
 

GOODS AND SERVICE TAX- AN OVERVIEW 
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The Benchmark GST rates in most of the countries ranges between 15-20% shown in the 
Table No.1 

Table 1 
Country Std Rate Country Std Rate Country Std Rate 

Austria 20 Greece 18 Norway 25 
Belgium 21 Argentina 21 Denmark 25 
Portugal 19 Chile 19 Sweden 25 
Ireland 21 Spain 16 Finland 22 
Poland 22 Romania 19 Italy 20 
France 19.6 Luxembourg 15 Switzerland 7.6 
Germany 16 Netherlands 19 U.K 17.5 
Australia 10 Columbia 16 Maldova 20 
Barbados 15 Japan 5 Indonesia 10 
Canada 7 Mexico 15 China 16 
Botswana 10 Latvia 18 South Africa 14 
Zambia 17.5     Source: http://en.wikipedia.org/wiki/Tax 

 
GST In India  

Goods and Services Tax (GST)  has been introduced in India on 1 July 2017 and it is 
applicable throughout India which replaced multiple cascading taxes levied by 
the central and state governments. It has introduced as The Constitution (One Hundred and 
First Amendment) Act 2017, following the Constitution 122nd Amendment Bill. The GST is 
governed by a GST Council and its Chairman who is the Finance Minister of India. Under GST, 
goods and services are taxed at the following rates, 0%, 5%, 12%, 18% and 28%. There is a 
special rate of 0.25% on rough precious and semi-precious stones and 3% on gold. In addition 
a cess of 15% or other rates on top of 28% GST applies on few items like aerated drinks, 
luxury cars and tobacco products 
 
Different Rates in India  
The government categorized 1211 items under various tax slabs.  
This will comprise of: 
• Central GST (CGST) which will be levied by Centre 
• State GST (SGST) Which will be levied by State 
• Integrated GST (IGST) – which will be levied by Central Government on inter-State supply 

of goods and services.  
 
No Tax (0%) Goods & Services 

In this category goods are considered as exempted goods since no tax will be imposed on 
items like Jute, fresh meat, fish chicken, eggs, milk, butter milk, curd, natural honey, fresh fruits 
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and vegetables, flour, besan, bread, prasad, salt, bindi. Sindoor, stamps, judicial papers, printed 
books, newspapers, bangles, handloom, Bones and horn cores, bone grist, bone meal, etc.; hoof 
meal, horn meal, Cereal grains hulled, Palmyra jaggery, Salt - all types, Kajal, Children's' 
picture, drawing or colouring books, Human hair. Hotels and lodges with tariff below Rs 1,000, 
grandfathering service have been exempted under GST.  

 
5% Goods & Services  

Items like fish fillet, Apparel below Rs 1000, packaged food items, footwear below Rs 500, 
cream, skimmed milk powder, branded paneer, frozen vegetables, coffee, tea, spices, pizza 
bread, rusk, sabudana, kerosene, coal, medicines, stent, lifeboats, Cashew nut, Cashew nut in 
shell, Raisin, Ice and snow, Bio gas, Insulin, Agarbatti, Kites, Postage or revenue stamps, stamp-
post marks, first-day covers  Transport services (Railways, air transport), small restaurants’ 
will be under the 5% category because their main input is petroleum, which is outside GST 
ambit.  

 
12% Goods & Services 

Items above Rs 1000, frozen meat products , butter, cheese, ghee, dry fruits in packaged 
form, animal fat, sausage, fruit juices, Ayurvedic medicines, tooth powder, agarbatti, colouring 
books, picture books, umbrella, sewing machine, cell phones, Ketchup & Sauces, All diagnostic 
kits and reagents, Exercise books and note books, Spoons, forks, ladles, skimmers, cake 
servers, fish knives, tongs, Spectacles, corrective, Playing cards, chess board, carom board and 
other board  

State-run lotteries, Non-AC hotels, business class air ticket, fertilizers and work contracts 
 
18% Goods & Services 

Most of the items are under this tax slab which include footwear costing more than Rs 500, 
Trademarks, goodwill, software, Bidi Patta, Biscuits (All catogories), flavoured refined sugar, 
pasta, cornflakes, pastries and cakes, preserved vegetables, jams, sauces, soups, ice cream, 
instant food mixes, mineral water, tissues, envelopes, tampons, note books, steel products, 
printed circuits, camera, speakers and monitors, Kajal pencil sticks, Headgear and parts 
thereof, Aluminium foil, Weighing Machinery [other than electric or electronic weighing 
machinery], Printers [other than multifunction printers], Electrical Transformer, CCTV, Optical 
Fiber, Bamboo furniture, Swimming pools and padding pools, Curry paste; mayonnaise and 
salad dressings; mixed condiments and mixed seasonings.AC hotels that serve liquor, telecom 
services, IT services, branded garments and financial services will attract 18 per cent tax 
under GST, Room tariffs between Rs 2,500 and Rs 7,500, Restaurants inside five-star hotels  
 
28% Goods & Services 

Items like Bidis, chewing gum, molasses, chocolate not containing cocoa, waffles and 
wafers coated with chocolate, pan masala, aerated water, paint, deodorants, shaving creams, 
after shave, hair shampoo, dye, sunscreen, wallpaper, ceramic tiles, water heater, dishwasher, 
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weighing machine, washing machine, ATM, vending machines, vacuum cleaner, shavers, hair 
clippers, automobiles, motorcycles, aircraft for personal use  Private-run lotteries authorised 
by the states, hotels with room tariffs above Rs 7,500, 5-star hotels. 

 
GSTN  

Any dealer registered under state VAT law, a unique TIN number is issued by the 
respective state tax authorities. Similarly, a service provider is assigned a service tax 
registration number by the Central Board of Excise and Custom (CBEC). all these taxpayers 
will get consolidated into one single platform for compliance and administration purposes and 
will be assigned registration under a single authority. The government has set up GSTN–a 
special purpose vehicle to provide the IT infrastructure necessary to support GST digitally. It is 
expected that 8 million taxpayers will be migrated from various platforms into GST. All of 
these businesses will be assigned a unique Goods and Services Tax Identification Number 
(GSTIN). But most are yet not aware of the new registration process and the identification 
number. 

Each taxpayer will be allotted a state-wise PAN-based 15-digit Goods and Services 
Taxpayer Identification Number (GSTIN) 
• The first two digits of this number will represent the state code as per Indian Census 2011 
• The next ten digits will be the PAN number of the taxpayer 
• The thirteenth digit will be assigned based on the number of registration within a state 
• The fourteenth digit will be Z by default 
• The last digit will be for check code. It may be an alphabet or a number. 

 
Overall Impact  

GST is expected to fill the loopholes in the current system and boost the Indian economy. 
This is being done by unifying the indirect taxes for all states throughout India. 
 
Cab and Taxi rides 

Due to GST, an Ola or an Uber will become cheaper because the tax rate has come down to 
5% from an earlier 6% for a cab booking made online. 
 
Airline tickets 

In airline, tax rate for economy class tickets is set at 5% but the tax for business class 
tickets will have a higher tax rate of 12%. 
 
Train Fare 

There will not be big change train fare. The effective tax rate has increased from 4.5% to 
5% in GST. But, passengers who travel for business trips can claim Input Tax Credit on their 
rail ticket which can help them to reduce expenses. People travelling by local trains or in the 
sleeper class will not get affected, but the first-class & AC travelers will have to pay more. 
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Life Insurance Premium 
The Premium value on policies will get increase; with an immediate impact can be seen on 

term and endowment policy premiums as the rates have been increased under GST across life, 
health and general insurance. 
 
Mutual funds Returns 

GST impacts on returns from mutual funds investments will largely be marginal as the GST 
will be charged on the TER i.e. Total Expense Ratio of a mutual fund. The TER is commonly 
called as expense ratio of a mutual fund company, and the same is set to go up by 3%. The 
return what received by an investor will be reduced to that extent unless the respective 
mutual fund company i.e. AMC absorbs it but that anyhow will be a marginal difference. 
 
Jewellery 

The gold investment will become slightly expensive because there will be 3% GST on gold 
& 5% on the making charges. The earlier tax rate on gold was around 2% in most of the states 
and the GST is increased from the existing rate to around 2% to 3%. 
 
Buying a Property 

In construction properties will be cheaper than ready-to-move-in properties. The GST rate 
for an under-construction property is 18% but the effective rate on this kind of property will 
be around 12% due to input tax credits the builder will avail of. 
 
Education & Medical Facilities 

Education and Medical sectors have been kept outside the GST ambit and both the primary 
education & healthcare are exempt from GST. It means a consumer will not pay any tax for the 
money you spent on these services. But due to increase in the rate of taxes for certain goods & 
services as procured by these organizations, they may pass on the additional tax burden to the 
consumers. 
 
Hotel Stay 

Hotel stay, if a room tariff is less than Rs 1,000, then there will be no GST, but anything 
above Rs 5,000 will attract 28% tax. 
 
Buying a Car 

In Indian market, rate of car will become slightly cheaper, except for the hybrid cars 
because the GST rate will be 28% tax on all the vehicles irrespective of their make, engine 
capacity or model. However, over and above this 28%, an additional cess will be levied which 
can be either 1%, 3% or 15 %, depending on the particular car segment. 
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Mobile Bill 
People have to pay more on mobile phone bills as GST on telecom services is now 18%, as 

opposed to the earlier tax rate of 15%. However,  telecom companies may absorb this 3% rise 
due to fierce competition. 
 
Restaurant Bills/Eating Out 

The restaurant bill would depend on AC or Non-AC establishments which do not serve 
alcohol. Now dining at five-star hotels will be charged at 18% GST rate and the Non-AC 
restaurants will be charged 12% and a 5% GST will be charged from small hotels, Dhabas and 
restaurants who do not cross an annual turnover of RS. 50 Lakh. 
 
IPL & Other Related Events 

Events like IPL i.e. sporting events will have a 28% GST rate which is higher than the 
earlier 20%.rates. This will increase the price of your tickets. And the GST rate for other events 
like theatre, circus or Indian classical music shows or a folk dance performance or a drama 
show will be at 18% GST rate, this is lesser than the earlier tax rate. 
 
DTH and Cable Services 

The money paid towards DTH (Direct-To-Home) connections or to a cable operator will 
reduce a bit as the rate is fixed at 18%, which is lower than the earlier taxes which were 
comprising of entertainment tax in the range of 10% to 30%, apart from the service tax of 
15%. 
 
Amusements Parks 

The ticket price for amusement parks and theme parks will increase as the earlier service 
tax of 15% will become 28% under the GST. 
 
Conclusion  

At the central level GST will subsume Central Excise Duty, Additional Excise Duty, Service 
Tax, Additional Customs Duty (Countervailing Duty), and Special Additional, Duty of Customs. 
At the State level, Subsuming of State Value Added Tax/ Sales Tax, Entertainment Tax, Central 
Sales of Tax, Octroi and Entry Tax, Purchase Tax, Luxury tax, Taxes on lottery, betting and 
gambling. The Tax-GDP ratio of a country is an important indicator that helps understand how 
much tax revenue is being collected by the government as compared to the overall size of the 
economy and unfortunately, this ratio is a miserable low for India despite having years of high 
growth, the lowest in BRICS countries. However   In India, more than 60% of the total tax 
collected is accounted for indirect taxes, implying that the tax structure is extremely 
regressive and since the rich and poor are subject to the same tax rate which is unfair and 
therefore the indirect taxes need to be hauled. 
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Introduction  

Transportation is the movement of living beings and goods from one location to another. 
Methods of transport incorporates, air, rail, street, water and space. Transport is vital in light 
of the fact that it encourages exchange between individuals, which is basic for the 
advancement of developments.  

Transport framework comprises of the settled establishments including streets, railroads, 
aviation routes, conduits, trenches and pipelines and terminals, for example, air terminals, rail 
route stations, transport stations, distribution centers, trucking terminals, refueling 
warehouses (counting filling docks and fuel stations) and seaports. Terminals might be 
utilized both for trade of travelers and payload and for upkeep.  

Vehicles going on these frameworks may fuse autos, bicycles, transports, trains, trucks, 
people, helicopters, watercraft, transport and carrier. Voyager transport may be open, where 
overseers give arranged organizations, or private. Cargo transport has turned out to be 
centered around containerization, in spite of the fact that mass transport is utilized for huge 
volumes of solid things. Transport has an imperative influence in financial development and 
globalization, yet most sorts cause air contamination and utilize a lot of land. While it is 
vigorously sponsored by governments, great arranging of transport is basic to influence 
activity to stream and limit urban sprawl. Transport Industry The transportation business is 
gigantic, enveloping everything from metropolitan transport, tram, and passenger prepare 
frameworks that get people to and from work and school to the holder sends that vehicle 
products from port to port all around the world; from the rail and trucking systems that move 
those compartments crosswise over states, nations, and landmasses to the carriers we use to 
travel to goals close and far for work and delight, to the express dispatching organizations "for 
when it totally, emphatically must be there overnight."  

The business incorporates every one of those organizations that move individuals or 
products, via land, ocean, or air, starting with one point then onto the next. This is a major 
industry, utilizing millions: notwithstanding the bundle deliverer, truck driver, and aircraft 
specialist the ministers of the business there's a colony of in the background laborers 
clamoring to stack compartments, fuel planes, facilitate the coordinations of thousands of 
railroad autos, and outline the best courses for truck drivers to take crosswise over America.  
 
 

THE INDIAN TRANSPORT SECTOR - OPPORTUNITIES 
AND THREATS 
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Indian Transport Industry 
India's vehicle division is far reaching and grouped; it considers the necessities of 1.1 

billion people. In 2007, the segment contributed around 5.5 percent to the country's GDP, with 
street transportation contributing the lion's offer. Great physical availability in the urban and 
country zones is basic for financial development. 

Since the mid 1990s, India's developing economy has seen an ascent sought after for 
transport foundation and administrations. Notwithstanding, the segment has not possessed 
the capacity to keep pace with rising interest and is turned out to be a delay the economy. Real 
enhancements in the segment are required to help the nation's proceeded with monetary 
development and to diminish neediness. 

Railways: Indian Railways is one of the largest railways under single management. It 
conveys somewhere in the range of 17 million travelers and 2 million tons of cargo a day in 
year 2007 and is one of the world's biggest bosses. The railroads assume a main part in 
conveying travelers and load over India's immense domain. Nonetheless, the greater part of it 
has capacity constraints requiring limit improvement designs.  

Roads: Roads are the dominant mode of transportation in India today. They carry almost 
90 percent of the country's passenger traffic and 65 percent of its freight. However, most 
highways in India are narrow and congested with poor surface quality, and 40 percent of 
India's villages do not have access to all-weather roads.  

Ports: India has 12 major and 187 minor and intermediate ports along its more than 7500 
km long coastline. These ports serve the nation's exchange of oil based goods, iron ore, and 
coal, and additionally the expanding development of vessels. Inland water transportation 
remains to a great extent undeveloped notwithstanding India's 14,000 kilometers of 
traversable waterways and channels.  

Aviation: India has 125 air terminals, including 11 overall air terminals. The Indian plane 
terminals managed 96 million voyagers and 1.5million tons of freight in year 2006-2007, an 
expansion of 31.4% for traveler and 10.6% for load activity over earlier year. The rapid 
increase in air movement for both travelers and freight lately has put a substantial strain on 
the nation's significant airplane terminals. Passenger traffic is anticipated to cross 100 million 
and cargo to cross 3.3 million tons by year 2010.  
 
Challenges 

The real difficulties confronting the division are:  
India's streets are congested and of low quality. Lane facility is low - most national 

expressways are two paths or less. A fourth of all India's parkways are congested. Many roads 
are of poor quality and road maintenance remains under-funded. Only around one-third of 
maintenance needs are met. This leads to the deterioration of roads and high transport costs 
for users.  

Rural areas have poor access. Roads are significant for the development of the rural 
areas - home to almost 70 percent of India's population. Despite the fact that the rustic road 
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network is broad, around 33 percent of India's towns don't loom every climate and stay cut off 
amid the storm season. The issue is more intense in India's northern and northeastern states 
which are ineffectively connected to the nation's major financial focuses.  

The railroads are confronting serious limit requirements. All the nation's high- 
density rail passages confront serious limit requirements. Likewise, cargo transportation costs 
by rail are considerably higher than in many nations, as cargo taxes in India have been kept 
high to finance traveler activity.  

Urban focuses are seriously congested. In Mumbai, Delhi and other metropolitan 
focuses, streets are frequently severely congested amid the surge hours. The rapid 
development in vehicle possession amid the previous decade - has lessened surge hour speeds 
particularly in the focal territories of real urban areas. 

Ports are congested and inefficient. Port traffic has more than doubled during the 
1990s, touching 650 million tons in 2006-07. This is expected to grow further to about 900 
million tons by 2011-12. India's ports need to significantly ramp up their capacity and 
efficiency to meet this surging demand.  
 
Opportunities  

Airports:  16 new airports are to be constructed and 35 are to be modernized by 2017.  
Ports: The capacity at Indian ports is likely to increase to 3200 million tonnes by 2020 

from the present level of 1170 Million tonnes. 2 major port projects are to be undertaken 
involving investments of over 357 million USD. 

Railways: Expansion of India's railway network with 700 km of new line, 3200 km of 
track renewal, 1100 km of route electrification, manufacturing of additional 630 locomotives 
etc by 2017. 

Roads & Bridges: Value of the total roads and bridges infrastructure in India is expected 
to expand at a CAGR of 17.4% over FY12-17 to reach USD 19 billion.  

World Bank support: The World Bank is financing highway construction, providing all 
weather roads to villages in four states - Uttar Pradesh, Jharkhand, Rajasthan and Himachal 
Pradesh; State Highways are being upgraded in the states of Kerala, Mizoram, Uttar Pradesh, 
Tamil Nadu, Punjab, Himachal Pradesh, Orissa and Andhra Pradesh and aims to promote 
environmentally sustainable urban transport in various cities. 

 
Key Government Strategies 

India's Eleventh Five Year Plan identifies various deficits in transport sector which include 
inadequate roads/highways, old technology, saturated routes and slow speed on railways, 
inadequate berths and rail/road connectivity at ports and inadequate runways, aircraft 
handling capacity, parking space and terminal building at airports. Government aims to 
modernize, expand, and integrate the country's transport services. It additionally tries to 
activate assets for this reason and to step by step move the part of government from that of a 
maker to an empowering influence. As of late, the Government has attempted significant 
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endeavors to handle the part's weaknesses and to change its vehicle establishments. These 
include:  
• Increasing public subsidies for transportation in the Five Year Plans. 
• Propelling the determined National Highway Development Program which has seven 

stages. It incorporates enhanced availability between Delhi, Mumbai, Chennai and Kolkata, 
prevalently called the Golden Quadrilateral, in the main stage, North-South and East-West 
hallways in stage two, four laning of more than 12,000 km in stage three, two laning of 
20,000km and six laning of 6,500 km separately in stage four and five, advancement of 
1,000km of freeway in stage six and other critical roadway extends in stage seven. Add up 
to expected venture is INR 2.2 trillion. 

• Quickened Road Development Program for the North East Region to give street availability 
to all State capitals and locale home office in the district.  

• Financing the improvement and upkeep of streets by making a Central Road Fund (CRF) 
through a reserved duty on diesel and petroleum.  

• Triggering the National Highway Authority of India (NHAI) to go about as a framework 
procurer and not simply supplier. 

• Enhancing rural access by propelling the Pradhan Mantri Gram Sadak Yojana (Prime 
Minister's Rural Roads Program).  

• Lessening the blockage on rail passages along the profoundly trafficked Golden 
Quadrilateral and enhancing port network by propelling the National Rail Vikas Yojana 
(National Railway Development Program).  

• The advancement of two Dedicated Freight Corridors from Mumbai to Delhi and Ludhiana 
to Dankuni. 

• Enhancing urban transport under Jawaharlal Nehru National Urban Renewal Mission 
(JNNURM).  

• Updating foundation and availability in the nation's twelve noteworthy ports by starting 
the National Maritime Development Program (NMDP).  

• Privatization and expansion of the Mumbai and New Delhi Airports and progression of 
new widespread plane terminals at Hyderabad and Bangalore. 

• Enhancing division limit and enhancing efficiencies through clear arrangement mandate 
for more noteworthy private area support. Huge parts of the NHDP and NMDP are to be 
executed through open private organizations (PPP).  

 
Conclusion  

Despite the enormous development of India's economy, as per the worldwide retail 
opportunity list, it is the best underserved showcase having noteworthy open doors for 
organizations holding up to put resources into this market. In the road sector, the problem of 
inter-state movement of freight and the fragmentation of the structure have to be addressed. 
In the railway sector, the development of the dedicated freight corridor is projected to 
overcome this barrier. Concerning sea transportation, connectivity between ports and the 
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inland transport network constitutes an important opportunity. Thus it concludes on a 
positive note that is a great future, for the transport industry in India.  
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Introduction 
 The top priority of an insurance company today is profitable & sustainable growth and to 
enable this, the global insurance carriers are taking all possible measures to deploy innovative 
technology for improving the business processes and streamlining legacy applications. 
Technology trends and new business models are transforming the insurance industry by leaps 
and bounds. The top priority of insurance company today is profitable & sustainable growth 
and to enable this, the global insurance carriers are taking all possible measures to deploy 
innovative technology for improving the business processes and streamlining legacy 
applications. To know more, let us focus on some of the innovative technology trends for 
digital insurance that will transform the insurance industry in 2017. 
 The insurance industry of India consists of 53 insurance companies of which 24 are in life 
insurance business and 29 are non-life insurers. Among the life insurers, Life Insurance 
Corporation (LIC) is the sole public sector company. Apart from that, among the non-life 
insurers there are six public sector insurers. In addition to these, there is sole national re-
insurer, namely, General Insurance Corporation of India (GIC Re). Other stakeholders in Indian 
Insurance market include agents (individual and corporate), brokers, surveyors and third 
party administrators servicing health insurance claims. Out of 29 non-life insurance 
companies, five private sector insurers are registered to underwrite policies exclusively in 
health, personal accident and travel insurance segments. They are Star Health and Allied 
Insurance Company Ltd, Apollo Munich Health Insurance Company Ltd, Max Bupa Health 
Insurance Company Ltd, Religare Health Insurance Company Ltd and Cigna TTK Health 
Insurance Company Ltd. There are two more specialised insurers belonging to public sector, 
namely, Export Credit Guarantee Corporation of India for Credit Insurance and Agriculture 
Insurance Company Ltd for crop insurance. Insurance marketing is concerned with the 
realization of not only the present markets, but also the emerging and future market. 
 
Need for the Study 
 In the Indian context insurance activities are closely related with its development, for the 
following reasons. 
1. Income of the people is increasing at a faster rate. 
2. Literacy level of the people is also raising because of the special efforts of government like 

Akshara Jyothi. 

RECENT TRENDS IN LIFE INSURANCE  
COMPANIES IN INDIA 
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3. Cultural transformation between rural and urban areas is taking place at much greater 
pace than in the past. 

4. Development consciousness of the people is also growing because of the investments by 
the government in the development schemes and programmes like Janmabhoomi. 

5. Expansion of the markets and the economic infrastructure like roads, telecommunications, 
electricity, information technology is transporting development more easily. 

 
Importance of the Study 
 There is a need to spread insurance activities more widely and in particular to the 
potential areas with a view to reaching all the potential users of the Insurance services. 
 The management field appears to be interested in meeting various insurance needs of the 
society against the background of emerging trends in socioeconomic environment. The over 
ambitious objectives of the insurance companies both in public and private sector have 
necessitated a change in their managerial and marketing practices, so that they are successful 
in promoting insurance business in India. Naturally, it requires emphasis on the marketing 
practices – for changing the Product-mix, the customized insurance services and framing the 
pricing policies and making the promotional decisions etc., more effective. 
 A number of new policies have to be designed in the product-mix of insurance business. 
While offering new products the specific needs of the rural customers must be prioritized. 
While fixing the premium rates, the interest of the rural communities must be given due 
weight age. And for promoting the insurance business the nature and characteristics of the 
community must be considered. And while distributing the insurance services, it must be 
ensured that the personal selling abilities of agents operating in the rural areas must be 
suitable for motivating the Potential policy holders in the rural markets. This naturally 
necessitates realignment of the insurance services with innovative marketing principles and 
practices. The marketing concept of insurance business is concerned with expansion of 
insurance services in the best interest of the society, particularly, in the Indian setting where 
rural orientation needs prime attention. All the outstanding principles of marketing decisions 
are innovated, more so when the multinational companies, which have successful, track record 
in the international markets have already entered the field. 
 
Role of Life Insurance 
 Risks and uncertainties are part of life's great adventure -- accident, illness, theft, natural 
disaster – they are all built into the working of the Universe, waiting to happen 
 Role 1: Life insurance as "investment" 
 Role 2: Life insurance as “security” 
 
Proposals to Service Mix strategies of Life Insurance Companies  
 According to Maslow's need hierarchy, security needs are second only to basic needs. 
Man's desire to feel safe and protected from future disasters or undesirable events led to the 
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concept of Insurance. Insurance now-a-days is a want and need of all segment of people and 
due to rapid changes in market conditions even consumer behaviour, standard of living and 
security for life are increasing and customers are ready to pay the price if they are able to get 
value for it. The analysis had revealed that the customer has difficulty in influencing, initiating 
buying and using due to lack of attention, interest, desire which is stopping for action. Hence, 
the strategies given below are connected with this. 
 

Organizational Strategies 
• What are the unique products of the company? 
• How quickly can one introduce newer channels in response to changing market conditions 
• Tab channel partners by a preferred life insurance service provider 
• Motivate channel partners to perform better. 
• Make sure that channel partner performs effectively and efficiently. 
• Design different compensation mechanisms for individual channels or for segments within 

a channel. 
• Practice new promotional tools then launch and effectively monitor campaigns. 
 
Product Related Strategies 
• Introduce new insurance product to tab rural customers by offering insurance on 

agriculture pump sets and cattle among the owners. 
• The next potential area is health care which is booming today so need to promote health 

and personal accident policies, which have low awareness but high concerns. 
• Introduce travel-related health Insurance which is not available. 
• Recognize health-care as a separate line of business. 
• Gove importance to claims processing by. 
• Making the response time between the claim and the actual payment should be fast and 

low. 
• In case of delayed payments, fine should be paid by the Insurance Company to the 

customer. 
• In case of conflict the case should be referred to the ombudsman or courts as the case may 

be. 
 
Price Related Strategies 
• The premium is to be lowered as it will be preferred, even by the richer customers. 
• Steady growth of the insurance business with the tariffs providing benchmark rates with 

competitors both Indian and global to be followed. 
• Tariffs followed do not respond in a timely manner to changes in rates in international 

markets which should be concentrated. 
• High margin to agents/brokers. Which f possible to be lowered. 
• While the law pertaining to the remuneration is still a bit unclear, it is said that the 

commission to agents could be high to induce them to sell more and better  products. 
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Place Related Strategies 
• Marketing alliances with people/companies having a physical presence is a good 

distribution strategy too. 
• Preferred channels are banks, co-operatives and the sarpanch 
•  The online world is not going to be left behind. A number of sites have started offering 

policies online. What needs to be borne in mind is that no matter what Channel one may 
use, the following factors will be critical in deciding the success or failure of the venture: 

 
Promotion Related Strategies 
 The concentration on positioning as insurance is a product which does not have clear 
positioning though there may be a need for a product but due to confusion purchase is not 
made. 
• Participative information dissemination may be effective by small cohesive groups at 

farmer meets, melas, co-operative society meets. 
• Insurance tie-up with some hospitals and health care centers will help. 
• Tie with banks and co-operative societies to sell general insurance policies. The 
• Concentration on promoting products which as has major back lash due to ill awareness. 

which can be overcome by following 
• Holding seminars and informal corner meetings 
• Distributing brochures / handouts giving complete information of their products 
• Laying emphasis on the value of the product rather than on its price 
 
Conclusions 
 The future looks promising for the life insurance industry with several changes in 
regulatory framework which will lead to further change in the way the industry conducts its 
business and engages with its customers. Demographic factors such as growing middle class, 
young insurable population and growing awareness of the need for protection and retirement 
planning will support the growth of Indian life insurance. 
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Introduction 
 Goods and Services Tax, seems to be the word everyone is treating with complete fear. 
There is still a lot of uncertainty and wariness in what the next few months will bring, and 
what all changes need to be made. The GST council provided a slight sigh of relief to mid- 
market and luxury hotels by stating that only rooms with a tariff of Rs.7,500 and more, and not 
Rs.5,000 as declared earlier, would have a GST of 28%. Hotel rooms with a tariff between Rs. 
2,500 to Rs. 7,500 would have a GST of 18%. 
 

Room Tariff GST Applicable 
Less than Rs. 1000 0% 
Rs.1000 to Rs.2499 12% 
Rs.2500 to Rs.7499 18% 
More than Rs.7500 28% 

 
Taxation in India 
 Taxes ensure that, whatever the government provides you for your progress are duly paid 
back after a certain pre-calculated ROI, eventually generating income for upcoming projects. 
 Whether it’s a direct tax, or an indirect tax, or just rolled out Goods & Service Tax; whether 
levied by the central or the state governments, taxes are a mandate which come along with 
anything you produce, manufacture, import, buy or sell regardless of the industry you may 
belong to. Taxes in India have been a surefire way to do that ever since the Constitution of 
India has allocated the power to levy taxes to the Central and State governments. 
 The current taxation scenario in India states two major and distinct types of tax regimes in 
India: Direct Tax and Indirect Tax, contrasting primarily in the way they are implemented. 
Direct taxes are those which you pay directly to the government, namely, income tax, wealth 
tax, corporate tax, property tax, including others. Whereas, indirect taxes are those which are 
not directly levied on the taxpayers, but rather levied on the goods and services you consume; 
such as, the value added tax (VAT), service tax, sales tax, excise duty, customs tax, and others. 
The indirect taxes are added to the price of the goods and services, leading to a higher amount 
being paid for them. 

IMPACT OF GST ON THE INDIAN  
HOSPITALITY SECTOR 



Eaglet Emerging Trends in Services Sector 

Page 78                          The American College, Madurai  
 

 
The Need for GST in India 
 According to the current indirect taxation scenario running in India; state government 
imposes VAT, luxury and entertainment tax, entry tax and taxes on betting and gambling; 
whereas the central government levies excise duty, service tax, customs duty and central state 
tax. This shows that, for goods produced or manufactured within the country and then 
consumed later on; VAT is computed on a value which includes excise duty. And with different 
government imposing them, the credit of VAT is not available against excise and vice versa. 
This indicates a cascading effect of taxes, that is, a currently functioning tax over tax regime. 
 This leads to a high-cost and inefficient tax structure prone to revenue leakages. Thence, 
the need for a comprehensive indirect tax structure came up, giving way to Goods and Service 
Tax. So, a short while ago, the government of India passed the long overdue GST bill, taking the 
whole country in a wave of extracting the corresponding act and reforms. India will be now, 
one of the 160 countries worldwide, to have implemented GST in it’s economy. 
 Similar to Canada, India will have a dual-GST model; wherein the tax will be 
administered by the central as well as state government, Brazil being the only other country to 
adopt a dual-GST model. For a sale within the state, SGST (State GST) and CGST (Central GST) 
will be applied. Whereas, for a sale outside the state, IGST (Integrated GST) will be levied. The 
CGST and IGST will be collected by the central government; and SGST by the state government. 
Along with this, the GST council has narrowed down on a 4-tier tax structure of 5, 12, 18 
and 28 percent; such that 12 and 18 percent will accommodate most of the goods and 
services. 

 
GST in Hotel Industries 
 There is good news for those bit by the travel bug who prefer staying at mid-market to 
luxury hotels. After the GST Council on Sunday, tweaked the tax incidence on hotel tariffs, 
room rates at such hotels are set to come down.  
 The GST Council led by Union Finance Minister Arun Jaitley in its 17th meeting, in a relief 
to the hotel industry, increased the threshold for the 28 per cent tax bracket to Rs. 7,500 from 
Rs. 5,000. This means that an 18 per cent GST will be levied on rooms with tariff between Rs. 
2,500 and 7,500. According to the hotel industry, currently for this tariff range, a tax of 21.3 
per cent is levied. 
 The 3 per cent tax discount will be passed on to the customers, industry insiders said.  
The GST on room tariffs proves to be a double-edged sword; before GST a hotel room with a 
tariff of Rs. 5000 would attract about taxes amounting to about 20%, therefore, the same room 
would be priced at Rs. 6000 before GST and Rs. 5900 after GST. On the flip side a room with a 
tariff of Rs. 7500 with taxes would be priced at Rs. 9000 before GST and Rs. 9600 after GST. It 
will only be logical if the hotelier fixes the price at Rs. 7499 so that the final amount to the 
customer will be around Rs. 8850 as it falls under the 18% tax slab. 
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 Many hotels, nowadays, have some sort of dynamic pricing (done manually), which 
fluctuates depending on demand and supply. Now since the GST also varies depending on the 
tariff, hotels need to ensure that their billing system or PMS is able to alter the tax as per the 
pricing of the room across all their distribution channels. The first few months may require 
some double checking, but PMS software, such as Hotelogix is already GST ready to make the 
transition trouble free for hotels. 
 A slight relief to the luxury hotel segment is that the GST on their restaurants has been 
revised. Initially, the council planned to impose a GST of 28% on the restaurants at luxury and 
five-star hotels, but after a lot of opposition from the Indian hospitality sector they brought it 
down to 18%. Thus there wouldn’t be much of a difference to what customers would be 
paying, if anything it works in the guest’s favor. 
 
Pros and Cons of GST in Hotel Industry 
Pros 
• Administrative Ease: The introduction of GST will eliminate various other taxes and 

cesses to prevail as the only charge that hotels must account for. This means a reduction in 
procedure steps and more opportunities to streamline the taxation process. 

• Clarity for Consumers: How many times do we, as customers, care to check where the tax 
really is going? For an end user, it is still difficult to differentiate between a VAT and an 
entertainment tax. The hotel customer will only see a single charge on their bill and that 
gives them a better idea of the cost they are incurring for the services and products used. 

• Time saving and Improved Quality: The elimination of a lot of entries from the hotel’s 
book of accounts in the name of various taxes means lesser time to process a transaction. 
This also means that the consumer gets their orders faster and fresher and room 
reservations become an easy breezy process. 

Cons 
• Technological Burden: Even though the government has introduced the bill and set out a 

date for its roll-out, there still isn’t enough clarity on its implementation. There will need 
to be systems in place and clear guidelines as to how the accounts need to be maintained 
and returns to be filed. On its launch, the Service Tax created a lot of confusions too, and 
hopefully, the authorities would have learnt a lesson from there, and will ensure a more 
seamless implementation of GST. 

• Possibility of Increased Cost: Take the present taxes in the state of Maharashtra for 
example. The taxes on hotel rooms are currently 19% (Luxury Tax = 10% plus Service 
Tax= 9%) and those in the F&B segment are 18.5% (VAT= 12.5% plus Service tax= 6%). 
Compare these rates with the GST at flat 18%, you can see the benefits are not substantial, 
i.e., 1% and 0.5% savings for rooms and F&B respectively. Add the costs for new systems 
and accounting practices to be introduced due to the change in regulations, and the 
charges might surpass the benefit. 
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• Competition from Asian Markets: India is now a global competitor in the hotel and 
travel industry. Especially in Asian markets, it is becoming a preferred destination due to 
improved services, better options and affordable prices. To have an equal footing, 
however, Indian GST rates should match with those of its other Asian counterparts but 
they are nowhere close as you can see below: 
• Singapore = 7% 
• Malaysia = 6% 
• China = 11% 
• Japan = 8% 

 The wide gap looks mockingly at our service providers and provides an unfair advantage 
to competitors. This alone could make a potential tourist reconsider their travel plans. 
 Policy in itself is not the solution, proper implementation is. Issues such as leaving 
alcoholic beverages out of the GST purview might create additional hassles for the hotel 
industry and the sooner they are addressed, the better. All in all, there are equal pros and cons, 
we’d say cons are a little heavier until the process and regulations are well understood.  
 
Hotel Industry cautiously optimistic of the impact of GST 
 The hotel Industry is hopeful that implementation of Goods & Servies Taxes (GST) will 
impact it positively, but there is concern about the possible high rate of GST for the industry. 
The industry is awaiting clarity on the GST rate. The actual impact of GST on the hotel industry 
will depend on the GST rate applicable to the industry. 
 The much awaited Goods & Services (GST) Bill could not be passed in the recently 
concluded session of the Parliament, which was marred by constant disruption by opposition 
parties. This has made the implementation of GST from April 2016 very difficult, as the 
government has planned. But as there is near unanimity among political parties on its efficacy, 
sooner or later GST is going to be a reality. If the government misses its target to roll out GST 
from April 2016, then it can be implemented from April 2017. 
 India’s Travel and Hospitality industry has been demanding rationalization of taxes for 
long time. The industry hopes the GST will address some of their tax-related concerns. The 
industry hopes that implementation of GST will rationalize and simplify tax regime. Travel and 
tourism industry believes that GST, once implemented, will bring much-sought after relief to 
the industry, who are caught in cobweb of multiple taxation. 
 “While the GST Bill has been long in the waiting and has been labeled as an important 
milestone in the reforms required by the country, the details of its implementation are still 
sketchy,” said Ajay Bakaya, Executive Director, Sarovar Hotels. The real quantum of the tax 
that would be levied remains unclear and is expected to be in a range of 17 to 27 per cent 
across various goods and services, and for the hospitality sector, said Bakaya, “This is rather 
high and the sector which is already struggling on account of high and complex tax structures 
and immensely high cost of capital, will only be more burdened if the GST impact is within the 
expected range above.” 
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Conclusion 
 The proposed rate for GST is a four-tiered structure of 5%, 12%, 18% and 28%. The hotel 
industry has been pegged at an 18% rate. This, a lot of industry veterans have suggested, could 
be detrimental to the sector. The Hotel and Restaurant Association of Western India believes 
that a rate of 5% is more befitting. This, however, is not to say that there is opposition to the 
introduction of GST. The industry is united in proclaiming it a welcome move because it also 
has many benefits to the industry. Below are the ways in which this new GST will affect the 
hotel industry, positively and negatively; in that order. 
  

 


