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PREFACE

India is developing on an extreme fast pace since past few years. The extent of
privatization, globalization and digitalization has lead to an enourmous growth in almost
all the sectors of the nation. Because of these LPG policies, drastic growth and
development can be seen in our economy. This has led to increase in the gross GDP of the
country and thus leading to change in market trends, customers taste, customers buying
behaviour. Along with deregulation of the government policies and increased investments,
Indian economy is developing on a very fast pace. With the added aid of latest
technological advancement and innovations and unparallel competition the world has
become one global market and thus the complexity of business and processes has increased
and is posing a great challenge to the organizations, business persons and key

management thinkers.

Thus as an effort to find a solution to the upcoming management problems and issue;
Academicians, Universities, Government institutions and Businesses now days collaborate
and come together to discuss the trivial issues and focus on niche problems and trends and
invite intellectuals and scholars to put in their thought and insight and act as a forum for

discussion.

To contribute to this never ending chain of growth and development our institute had
organized a Quest-Student Research Convention, a collaborative effort to serve as a
forum for discussion and solving problems. It is our pleasure that the event was successful
in terms of the contribution of knowledge it had received from research perspective.
Scholars had actively participated in the event and few excelling research insights and
thoughts after thorough blind review are being published in ROOTS International Journal

of Multidisciplinary Researches.

We are sure that this effort will be a leap in the field of management and will show us
the real picture of problem and will guide us with insight of various possible solutions and

paths.
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FROM THE DESK OF EDITOR

Management is a multidimensional and multifunctional domain with activities related
to HRM, logistics, finance, marketing, operations, supply chain, etc. With the changing
trends of technology, economy, politics, regulation, globalization etc the processes of
management are subject to change. Industrialization, globalization, privatization and
modernization have led to new issues and challenges in varied fields and areas of
management. These issues often termed contemporary issues must be focused and
discussed among management and business practitioners and intellectuals to be resolved.
Thus as an effort to serve the society and corporate, are search convention event was
organized to shed some light and insight on these recent changes and advancements in the
field of management and highlight some contemporary issues and possible measures to

solve them.

A genuine effort was put in by institution as R & D Cell of B. K. School of Business
Management, Gujarat University had organized Quest-Student Research Convention on
28t April 2017 and academicians, scholars, students, business persons and research
interested intellectuals across the country had given their input, their current thoughts,
ideas, problem solving capabilities in the form of some excellent research papers, articles,
case studies etc. Participants enthusiastically presented research papers followed by
question answer round providing ample opportunities for knowledge sharing between
participant and audience. After thorough blind review process 33 research papers were
selected based on the recent trends and practices in varied management domains and
novel ideas. These best papers were considered for publication in UGC approved quarterly
journal (Journal no 48991) ROOTS International Journal of Multidisciplinary Researches
with Impact factor 3.487 and ISSN no 2349-8684.

The entire team has been working round the clock for the success of this endeavor. The
purpose of organizing this research convention was to collaborate the vast domains and
dimensions of management nowadays and bring them together and enable the
management practitioners to discuss the trends, issues challenges faced by industries and

encourage the young minds to come up with some novel ideas for advancements.

Dr. Mamta Brahmbhatt
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Abstract

It is the dream of Government of India to make India digital. As a part of that all most all the banks in India have started providing
banking services through Digital Banking channel. Digital Banking channels are the channels providing banking services other than the
bank branches like net-banking, mobile banking, app-banking, phone banking, ATM, POS etc. Customer satisfaction being the key
factor for sustenance and growth in today’s highly competitive financial market, it becomes very important to maintain highest level of
service standards. To gauge the level of customer satisfaction in the trading banking SERVQUAL model was used, however in the era
of Digital banking, SERVQUAL model does not fit. The study aims at identifying the constructs of service quality for the services
provided through Digital Banking and their impact on customer satisfaction. The study also helps to identify the impact of individual
construct on the overall customer satisfaction which allows the management to identify the areas for improvement and thereby improve

customer service in order to sustain and grow.

Introduction

Today's world is very fast paced and usage of
technology is also increased substantially in financial
transaction processing. Due to globalization and increase
in number of cross-border transactions across the globe
the volume of transactions is tremendously high. Further,
due to cut-throat competition in the global market the
customers want to complete transaction within minimum
time frame in order to retain their customers and secure
profitable deals. The same is the case with domestic
market also. This has necessitated the need of non-
conventional ways of banking. Rapid spread and
improvements in, Internet-based tools have occasioned
the radical changes in the way of companies’ interactions
with their customers (Ibrahim et al, 2006; Bauer et al.,
2005; Parasuraman and Zinkhan 2002). An internet
gateway that facilitates customers to use various
categories of banking services starting from making bill
payment to investments in various financial instruments is
called internet banking (Pikkarainen, Karjaluoto, and
Pahnila 2004). There is faster delivery of information from
the customer and service provider, thus differentiating
Internet enabled electronic banking system from the
traditional banking operation (Singhal and Padhmanabhan,
2008; Salawu et al. 2007).With the increase of volumes of
transactions in the global as well as domestic markets the
customers have also started preferring non-conventional

ways of banking (Digital Banking) over conventional ways
of banking. Digital banking means automatic service
delivery for various banking products to customers with the
use of or electronic machines or technology or internet at
anytime and anywhere without any direct involvement of
Banks’ employees at the time of delivery of services.
Digital Banking comprises of all alternative banking
channels like Automated Teller Machines (ATM), Point of
Sale (POS), Internet Banking, Mobile Banking, Banking
through Application, Phone Banking etc.

In India almost all the banks and many of the financial
institutes have welcomed and accepted the change from
physical banking to digital banking. In today’s highly
competitive market digital banking helps them to align their
products with the needs of highly demanding customer
needs and also helps banks to reduce cost of providing
services significantly. As through Digital banking
customers can avail banking services “Anywhere and
anytime services”, it helps customers in development of
their business in this highly competitive and rapidly
changing world. The growth of information technologies in
the world has been phenomenal. Thanks to these
technologies, banks are being able to reach their
customers anywhere at any time. Compared to banks
abroad, Indian banks offering online services still have a
long way to go. For online banking to reach a critical mass,
there has to be sufficient number of users and the

11
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sufficient infrastructure in place. (Megha Jain,). It hadl.

become essential for banks to work towards providing
more and more convenient, efficient and effective
customer services by finding out innovative ways in Digital
banking. In order to make customer experience better it is
necessary to find out the customers’ perception for the
overall service quality and the level of their satisfaction
with the Digital banking services as on date. Assessment
of customer satisfaction and identification of gaps in
service quality will help banks in align their products and
services with the expectations of customers and
distinguish themselves in this highly competitive and
customer oriented market and also help them to retain
customers as well as attract new customers.

For assessing quality of services in general
SERVQUAL model is widely used since long bank.
However, post introduction of digital banking services,
some of the items out of the 22 items of the SERVQUAL
model are irrelevant as personal interaction of the
customer with the bank staff has been reduced drastically
for the customers using Digital Banking services. As the
direct involvement of the bank staff has been reduced
significantly in delivery of customer services, few more
factors have emerged as or determinants of service quality
or influencers of customer satisfaction for Digital Banking
services. Considering the changes in the pattern of
banking has necessitated the development of new scale
for assessing service quality for Digital Banking services
as the tradition SERVQUAL model is not suitable for the
purpose in the current scenario.

Objectives
Globalisation and deregulations have enabled the

financial institutions to expand their reach at a global level
and also made the market highly competitive because
entry of global players in the local markets. In the present
scenario it simply not possible to for these financial
institutions to compete based on price and they need to
concentrate more and more on quality of services and
improvising the customer satisfaction levels on ongoing
basis. Further, internet based services have changed the
face of banking services. In this context the research aims
at,

1. ldentfy and Examine the elements influencing
satisfaction level of customers for digital banking
services of selected retail banks

2. Classification of factors affecting overall service
quality for digital banking services
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Evaluation of relative significance of identified elements on
overall customer satisfaction of digital banking customers

Research Framework

The service quality of digital banking was checked on
7 constructs of DIGITAL BANKING SERVQUAL namely 1)
Applicability - this factor demonstrates the ability of digital
banking channel to be accepted as alternative to traditional
banking, 2) Accessibility — checks how easily digital
banking is available to customers, 3) Complexity — refers
to ease of use, how easy the digital banking services are in
consuming, 4) Competence — efficiency of digital banking
channel in providing various services is being tested in this
factor, 5) Assistance - the kind of support that is being
provided by the banks to their customers in order to make
them comfortable in using Digital Banking services is being
discussed here, 6) Security — the feel safety for customers
while using Digital Banking channel and 7) Connectivity —
refers to the quality of internet connection and server
connection at the time of using Digital Banking services.
7 constructs were divided into 44 elements affecting
customer satisfaction to access satisfaction level of
customer. The responses were scored on 7 point likert
scale (7 = strongly agree to 1= strongly disagree)

Test and Results
Reliability

To check the scale reliability of the constructs for
internal consistency we have used cronbach’s Aplha.
Scores of a > 0.50 is acceptable and a > 0.70 is desirable.
We have for scores above 0.70 for all the constructs
proving internal consistency of the constructs.

Construct | No. of ltems | Cronbach’s Alpha (a)
Applicability 6 0.89%4
Accessibility 8 0.888
Complexity 8 0.899
Competence 6 0.890
Assistance 6 0.886
Security 5 0.853
Connectivity 5 0.926
Impact 9 0.932

Discriminant Analysis
Group Statistics

The researcher want to understand the impact of
various service and technical parameters like Applicability,
Accessibility, Complexity, Competence, Assistance,
Security and connectivity on the level of the satisfaction of
customers. Normally, high level of satisfied customers
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enhance the branch value of particular bank while lower
level of satisfaction leads to negative aspects and
sometimes customer switch over to other banks or stop the
services. In the modern era mouth publicity plays very vital
role increase the number of customers and this two
different types of satisfaction level encourage customer to
express their perception. Therefore, to understand and
analyse the reasons and the level of the services for
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Assistance, Security and connectivity in this research
apply the techniques called the Discriminant Analysis.

Descriptive Statistics

To understand the basic level of differentiation in the
satisfaction, here researcher applies descriptive statistics.
Out of 102 respondents 85 have shown higher level of
satisfaction and 17 have shown lower level of satisfaction.

Applicability, ~Accessibility, Complexity, Competence,
Low High Total
Overall std N(Iya:"(" ) Std N(Iyiliq ) std N(lyat\l;iv('i )
P . istwise . istwise . istwise
Satisfaction | Mean Deviation | Unweighted / Mean Deviation | Unweighted / Mean Deviation | Unweighted /
Weighted Weighted Weighted
Applicability | 22.53 5.66 17 32.86 748 85 31.14 8.16 102
Accessibility | 31.18 7.85 17 43.18 8.11 85 41.18 9.20 102
Complexity 27.76 6.14 17 43.33 7.36 85 40.74 9.22 102
Competence | 26.35 7.74 17 34.41 6.04 85 33.07 6.99 102
Assistance 22.24 8.12 17 32.16 6.15 85 30.51 746 102
Security 20.41 3.69 17 28.51 5.68 85 27.16 6.18 102
Connectivity | 14.76 6.59 17 24.34 7.03 85 22.75 7.80 102

To understand the impact of overall applicability
researcher has framed 6 statements scaled with 7 point
scale of agreeability. Mean for customer having lower level
of satisfaction is 22.52 which is near to Some-what
disagree whereas the means for customers having higher
level of satisfaction is 32.86 which is near to Agree.
Standard deviation for the customers having low level of
satisfaction is 5.65 whereas the same for customers
having high level of satisfaction is 7.48 which show the
significant impact of overall applicability on level of
customer satisfaction. Factor of overall Accessibility has 8
statements wherein Mean for customers having low level
and high level of satisfaction is 31.18 and 43.18
respectively and standard deviation for customers having
low level and high level satisfaction is 7.85 and 8.11
respectively. Factor of overall Complexity has 8 statements
wherein Mean for customers having low level and high
level of satisfaction is 27.76 and 43.33 respectively and
standard deviation for customers having low level and high
level satisfaction is 6.14 and 7.36 respectively. Factor of
overall Competence has 6 statements wherein Mean for
customers having low level and high level of satisfaction is
26.35 and 34.41 respectively and standard deviation for
customers having low level and high level satisfaction is
7.74 and 6.04 respectively. Factor of overall Assistance
has 6 statements wherein Mean for customers having low
level and high level of satisfaction is 22.24 and 32.16
respectively and standard deviation for customers having
low level and high level satisfaction is 8.12 and 6.15
respectively. Factor of overall Security has 5 statements

wherein Mean for customers having low level and high
level of satisfaction is 20.41 and 28.51 respectively and
standard deviation for customers having low level and high
level satisfaction is 3.69 and 5.68 respectively. Factor of
overall Connectivity has 5 statements wherein Mean for
customers having low level and high level of satisfaction is
14.76 and 24.34 respectively and standard deviation for
customers having low level and high level satisfaction is
6.59 and 7.03 respectively. It shows that all seven service
parameters have significant difference on level of customer
satisfaction.
Tests of Equality of Group Means

Wilks' . Ho
Constructs Lambda F dft | df2 | Sig. Rejected
Applicability 0.775 28976 | 1 100 0 Yes
Accessibility 0.762 31313 | 1 [ 100 | © Yes
Complexity 0.600 66.669 | 1 [ 100 | O Yes
Competence 0.814 22884 | 1 [ 100 ] O Yes
Assistance 0.752 33.014 1 100 0 Yes
Security 0.759 31684 | 1 100 0 Yes
Connectivity 0.789 26.798 | 1 100 0 Yes
Applicability

Ho - There is no significant difference between
discriminant score with respect to overall Applicability

Hi . There is significant difference between
discriminant score with respect to overall Applicability
Wilks’ Lambda for Applicability is 0.775 is fairly high (> 0.5)
with significant value Sig. = 0.00 (<0.05), it indicates we fail
to accept the null hypothesis Ho therefore Hi is being
accepted which means there is significant difference
between discriminant score with respect to overall
Applicability.
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Accessibility

Ho - There is no significant difference between
discriminant score with respect to overall Accessibility

Hi . There is significant difference between
discriminant score with respect to overall Accessibility

Wilks' Lambda for Accessibility is 0.762 is fairly high
(> 0.5) with significant value Sig. = 0.00 (<0.05), it
indicates we fail to accept the null hypothesis Ho therefore
Hi1 is being accepted which means there is significant
difference between discriminant score with respect to
overall Accessibility.

Complexity

Ho - There is no significant difference between
discriminant score with respect to overall Complexity

Hi . There is significant difference between
discriminant score with respect to overall Complexity Wilks'
Lambda for Complexity is 0.600 is fairly high (> 0.5) with
significant value Sig. = 0.00 (<0.05), it indicates we fail to
accept the null hypothesis Ho therefore Hi is being
accepted which means there is significant difference
between discriminant score with respect to overall
Complexity.

Competence

Ho - There is no significant difference between
discriminant score with respect to overall Competence

Hi . There is significant difference between
discriminant score with respect to overall Competence
Wilks” Lambda for Competence is 0.814 is fairly high
(> 0.5) with significant value Sig. = 0.00 (<0.05), it
indicates we fail to accept the null hypothesis Ho therefore
H1 is being accepted which means there is significant
difference between discriminant score with respect to
overall Competence.

Assistance

Ho - There is no significant difference between
discriminant score with respect to overall Assistance

Hi . There is significant difference between
discriminant score with respect to overall Assistance
Wilks” Lambda for Assistance is 0.752 is fairly high (> 0.5)
with significant value Sig. = 0.00 (<0.05), it indicates we fail
to accept the null hypothesis Ho therefore Hi is being
accepted which means there is significant difference
between discriminant score with respect to overall
Assistance.
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Security

Ho - There is no significant difference between
discriminant score with respect to overall Security

H: . There is significant difference between
discriminant score with respect to overall Security
Wilks' Lambda for Security is 0.759 is fairly high (> 0.5)
with significant value Sig. = 0.00 (<0.05), it indicates we fail
to accept the null hypothesis Ho therefore Hi is being
accepted which means there is significant difference
between discriminant score with respect to overall
Security.

Connectivity

Ho - There is no significant difference between
discriminant score with respect to overall Connectivity

H: . There is significant difference between
discriminant score with respect to overall Connectivity

Wilks’ Lambda for Connectivity is 0.789 is fairly high
(> 0.5) with significant value Sig. = 0.00 (<0.05), it
indicates we fail to accept the null hypothesis Ho therefore
H1 is being accepted which means there is significant
difference between discriminant score with respect to
overall Connectivity.

Thus, there is significant difference between
discriminant score with respect to all the seven
parameters.

Box's M 1.432 Log Determinants
F Overall Log

Approx 1402 Satisfaction Rank Determinant

df1 1 Low 7 11.347

df2 6509.203 | High 7 22.036

Sig. 0.236 | Pooled 7 22401

within-groups

The prior condition of discriminant analysis is that all
the independent variables are fairly independent to one
another. Therefore, researcher has applied Box's M plot
test to understand the dependency of all independent
variables.

Ho- There is no significant difference between
co-variances amongst all independent variables
Applicability, ~Accessibility, Competence, Complexity,
Assistances, Security and Connectivity

Hi- There is significant difference between co-
variances amongst all independent variables Applicability,
Accessibility, Competence, Complexity, Assistances,
Security and Connectivity

As per the results shown in the table log determinants
for Low level of satisfaction is 11.347 and for High level of
satisfaction it is 22.036. Significant value as per Box's M
test sig. = 0.236 which is > 0.05 hence we fail to reject Ho
and the same is being accepted which means there is no
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significant relationship amongst all independent variables

Applicability, ~Accessibility, Competence, Complexity,
Assistances, Security and Connectivity.

o | 8| 2| 3 o
S| s | 2|2 g -
el 58 |S|2lge| 2| @ |8 @&
2| &3 E|83) 8|5

B o =

1 .8822 | 100 | 100 | 0.685 | .531 | 61.018 | 7 | .000

Ho- There is no significant impact of Applicability,
Accessibility, Competence, Complexity, Assistances,
Security and Connectivity on discriminant score of
satisfaction level of customers.

Hi- There is significant impact of Applicability,
Accessibility, Competence, Complexity, Assistances,
Security and Connectivity on discriminant score of
satisfaction level of customers.

Wilks" Lambda is .531 and sig. =0.00 are acceptable.
Eigenvalue is 0.882 which is fairly acceptable and
canonical correlation is 0.685 which indicates the results
are significant. Hence, we fail to accept Ho and H1 is being
accepted which means there is significant impact of
Applicability, ~Accessibility, Competence, Complexity,
Assistances, Security and Connectivity on discriminant
score of satisfaction level of customers.

Standardized Canonical

. . Structure
Discriminant Function .
- Matrix
Coefficients
Combined Applicability | 0.631 | Combined Applicability | 0.57
Combined Accessibilty | -053 | Combined 06
Accessibility
Combined Complexity 1.029 | Combined Complexity | 0.87
Combined Competence | -0.36 Combined 0.51
Competence
Combined Assistance -0.08 | Combined Assistance | 0.61
Combined Security 0.229 | Combined Security 0.6
Combined Connectivity | 0.282 Combmgdl 0.55
Connectivity
Standardized  Canonical Discriminant  Function

Coefficients scores does not match with Group means,
hence we have considered the score of structure matrix
which matches with Group means.

Functions at Group Centroids

Overall Satisfaction Function
Low -2.079
High 0.416

The results suggest that the mean of response for
customers having low satisfaction was lying below -2.079
and the same for customers having high satisfaction was
lying above 0.416. The score between -2.079 and 0.416 is
confusion zone wherein customers are not actually able to
decide whether they are satisfied or not.
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-2079 -2.00 -1.00
0 .416 1.00 2.00
Low ConfusionZene High<—
Canonical Discriminant Function Co-efficient
Function
1
Combined_Applicability .087
Combined_Accessibility -.066
Combined_Complexity 143
Combined_Competence -.056
Combined_Assistance -.012
Combined_Security .042
Combined_Connectivity .040

Discriminant Score = constant + (1Applicability +
B2Accessibility + B3Complexity + PB4Competence +
B5Assistance + B6Security + B7Connectivity + €

Prior Probabilities for Groups

. . . Cases Used in Analysis
Overall Satisfaction | Prior Unweighted | Weighted
Low 0.167 17 17
High 0.833 85 85
Total 1 102 102

Prior probabilities for the test have been estimated as
low satisfaction level for 16.7% customers and high
satisfaction level for 83.3% customers.

Classification of Groups

Overall Predicted Group

! . Membership Total
Satisfaction -

Low High
Count Low 13 4 17
Oridinal High 5 80 85
9 y Low 765 235 100
° High 59 94.1 100

As per the model developed we had predicted that 17
customers will be having low level of satisfaction and 85
customers will be having high level of satisfaction. however
as per the results out of 17 customers which were
expected to have low level of satisfaction basis the model,
4 customers indicated that they are highly satisfied, further,
out of 85 customers which were expected to have high
level of satisfaction basis the model, 5 customers said that
they are not satisfied. Considering the results we have
91.2% of original grouped cases correctly classified which
indicates that the model used to measure satisfaction level
of the customers was valid and reliable.

Basis the above mentioned discriminant analysis tests
conducted, we have found that the element having highest
impact on customer satisfaction for digital banking is
Complexity followed by Assistance, Security, Accessibility,
Applicability, Connectivity and Competence (in descending
order).
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Discussion of Empirical Results

The understanding of quality of services of various
Digital Banking services being provided by the banks in
Ahmedabad and the resultant impacts of the elements on
the quality of services were tested in this research study
with the use of new developed model. The model was
tested by various statistical tools. Homogeneity of the
covariance was also checked and it was found that there is
no significant relationship amongst all independent
variables  Applicability, ~ Accessibility, ~ Competence,
Complexity, Assistances, Security and Connectivity.
Considering overall test results 91.20% cases correctly
classified indicating the validity and reliability of the model
used to gauge customer satisfaction for Digital banking
services. The results of the study reveals that level of
customer satisfaction towards Digital banking services in
the city of Ahmedabad is considerably affected by
Applicability, Accessibility, Competence, Complexity,
Assistances, Security and Connectivity. Complexity has
the highest effect on customer satisfaction for the banking
services in Ahmedabad and competence had the lowest
effect on customer satisfaction for the Digital Banking

services provided by the banks in Ahmedabad.
Conclusion
Complexity, Assistance, Security, Accessibility,

Applicability were the factors having major impact on
overall satisfaction for Digital Banking services, whereas
Connectivity and Competence were having moderate
impact as discovered by this study. To sustain and grow in
such a heavily stressed marked, it becomes very much
expected from the bank management to understand
customers perceptions and work upon continuously
improving quality of Digital Banking services keeping the
mentioned factors in the mind. Banks are required to
motivate their customers for using Digital Banking services
more frequently which will help them in reducing cost of
transactions and making it more profitable for both. The
banks need to work upon increasing customer awareness
with respect to various Digital Banking services, problems
face by customers in using it and solutions of their problem
in order to make customer experience more better which
will help them in retaining customer and attract new
customers.
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Abstract

Government of India has started recruiting young people (aged between 21-35 years) for different posts. This is done with the
expectation of increased performance of public sectors. This research paper attempts to find out actual job satisfaction and thereby
performance of generation Y in public departments namely, Indian Post offices and Public sector banks. For the said purpose 218
samples were used from selected banks and post offices of Ahmedabad and Gandhinagar cities. The major findings of the study deals
with satisfaction level of newly recruited employees of the said PSUs. Finding also suggests some strategies to be adopted by
Government in order to get the best performance from the said newly recruited employees.
Keywords: Generation Y, Job Satisfaction, Public Sector Banks, Indian Post Office.

Introduction Conceptual Model

Increasing retirement levels combined with a ~
Hanvironmeal

diminishing interest in public sector careers by younger ( o Feam (7 e
' . ) ~— - i Satisfaction g
workers points to smaller applicant pools and higher T romtren —

competition for qualified applicants in the future. e
Generation Y covers people born between the 1980’s and
the year 2000, and these individuals are sometimes
referred to as Gen Y, the Millennial Generation, or simply
Millennials. Recruitment in PSU is a difficult task as these
employees can make PSU successful. Hence it requires
proper HR practice.

Dr. K. C. Chakraborty- Deputy Governor, Reserve
Bank of India at the HR Conference of Public Sector Banks
at Mumbai on June 1, 2012 emphasized on the factors like
planning acquiring the right people, retaining/ developing
the people and managing people separation / exit for
better human resource management in banking sector.

Individual factors were tested to check satisfaction of
the respondents.

Research Objectives
This research paper attempts to examine the
satisfaction level of employees of PSB and IPO.

Methodology

A survey has been used to collect primary data and

218 questionnaires were used in final analysis.

Demographic Profile of the Respondents

The Khandelwal committee (2010) in its report submitted in Particulars | Categories | Frequency | Percentage
2010 had suggested some drastic steps, such as Work Place Banks 178 81.7
performance-linked pay on the lines of the private sector to Post Office 40 18.3
attract talent to state-owned banks. It said PSBs were Gender Male 158 725
seriously handicapped, as they were lagging behind their Female 60 27.5
private sector counterparts in terms of human capital. Under 14 6.4
"Their employee compensation package, skill sets, skewed . Graduate

age profile, restrictive deployment, performance | Education | Graduate 134 61.5
management system are the major issues placing PSBs Level ZOS; ¢ 69 30.3
somewhat at a disadvantage," the report said. o:;e:': e 1 5
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Overall Satisfaction level & Working Place Cross
Tabulation

February 2018 ISSN: 2349-8684

recruiting
policies

Promotional

- .000 0.000<0.05
Policies

Reject

Pay Scales

Level .025 0.025<0.05

Reject

Grade Levels .820 0.820>0.05 | Do not Reject

Working with
Opposite .002
Genders

0.002<0.05 Reject

Attractive
Amount for 490
young people

0.490>0.05 | Do not Reject

Recruiting
people impact 508
to performance

0.508>0.05 | Do not Reject

Long term
employment
with the current
job

.798 0.978>0.05 | Do not Reject

Working Place
Post | Total
Bank .
anks | office
Ve
o 6 2 8
Dissatisfied
Overall Dissatisfied 1 5 16
satisfaction | Neutral 49 7 56
level Satisfied 76 16 92
Very
. 36 10 46
Satisfied
Total 178 40 218
Hypothesis Testing
Hypothesis: The Generation Y in Government Sector is
satisfied with the job.
Elements Significance Comparison Result
Level
Working Hours 941 0.941>0.05 | Do not Reject
Systematic Job .
Profile .382 0.382>0.05 | Do not Reject
Attractive
Working .009 0.009<0.05 Reject
Environment
Positive
Working
Environment .343 0.343>0.05 | Do not Reject
gives
performance
Working
together with 789 0.789>0.05 | Do not Reject
Supervisors
Healthy Peer-
to-peer 277 0.277>0.05 | Do not Reject
relationship
Job Safety 829 0.829>0.05 | Do not Reject
Curient Job- 334 03345005 | Do not Reject
otivation
Current Salary .001 0.001<0.05 Reject
Current 002 0.002<0.05 Reject
Allowances
§e9r9'tme”t 042 0.042<0.05 Reject
olicies
Organization
Rules & A13 0.113>0.05 | Do not Reject
Regulation
Job Evaluation 632 063250.05 | Do not Reject
Systems
Effective
Recruitment 220 0.220>0.05 | Do not Reject
Policy
Effective
Recruiting 663 0.663>0.05 | Do not Reject
Young People
Strengthen
professionalism )
& leadership 031 0.031<0.05 Reject
aim for

From the above data, it can be inferred that PSU
namely IPO and PSB are working well with work
environmental factors as well as Reward factors except
Salary, Pay scale levels, Recruitment policies. These are
the areas where PSU required to focus on to give
maximum satisfaction to the Gen Y employees.

Findings & Suggestion

The highest monthly income percentage is 69% of
between 15000 and 40000 and 21% for between 40000
and 75000, 5% for Less than or equal 15000 and more
than or equal 75000. 67% would like to refer the job, and
13% would not like to refer the job and 18% is not sure to
refer the job. Most of the employees in banks and post
offices are satisfied in their working place. Employees who
are working in banks and post office are indifferent in
systematic job profile.
Government employee agencies should focus on various
factors like working hours, peer to peer relationship, Pay
roles, healthy work environment in order eliminate
dissatisfaction among the employees.
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Models are representation of factual phenomena, aimed at clarifying learner and acquainting them with information and examples.
Literatures highlight many such models in the field of buying behavior. Understanding the concept/process of consumer buying behavior
is very vital for practicing managers. Buying behavior models offers wide advantages as it serves as a base for conceptual frames of
reference for research purpose, helps in visualizing what happens as variables & situations change and helps in understanding different
consumer decision process and marketing strategies. Major difference in these models is only in the way particular variables are
emphasized and the way in which they are presented (Du Plessis et al, (1991);, Walters (1978)). This research papers aims at

elucidating various such models.
Keywords: Buying Behavior, Decision Making, Model

Introduction

Consumer decision making is a phenomena which
has become a vital part of consumer behavior research in
all prominent studies. Consumer decision-making is
defined as : ‘The behaviour patterns of consumers, that
precede, determine and follow on the decision process for
the acquisition of need satisfying products, ideas or
services (Du Plessis et al, 1991:11) behaviour (Schiffman
& Kanuk, 2000:5). Consumer decision making is a multi-
staged and complex process with several factors
influencing them before initiating a sequence of actions to
reach an outcome of satisfaction or dissatisfaction (Harrel,
1990:740; Cox, Granbois & Summers, 1983:394).
Renowned models on consumer decision making were
developed during 1960s and 1970s among which the initial
was developed by Howard (1963), (Du Plessis et al, 1991)
and other models were Nicosia- model (1966), Howard -
Sheth- (1969), Engel, Kollat & Blackwell- (1968),
Andreason- (1965), Hansen- (1972) and Markin-models
(1968/1974). Models are replica that aim at presenting
phenomena with certain blocks i.e. variables which show
how they are interrelated (Engel, Blackwell & Miniard
(1995:143) or they can be even considered as flow charts
of behavioral processes (Du Plessis, Rousseau & Blem,
1991:18).

Consumer buying behavior models:

The model of consumer buying behavior can be classified
into two major categories as Traditional Modelnamely, The
Economic Model, Learning model, psychological model,
the Sociological model and Contemporary Modelinclude
The Howard Sheth Model of buying behaviour, The Nicosia

Model, The Engle-KollatBlackwell Model, Engle, Blackwell
and Miniard (EBM) to name a few. Elaboration of these
models is as under:

A.  The Economic Model: This model stresses on the
purchasing capacity of the customers and it assumes
that customers have a very limited purchasing power
and long set of needs. Hence, consumers would
allocate their income on different products which give
them maximum utility. The bases for economic model
were price, substitution and income effect. Limitation
of this model was that it failed to explain how
consumers behave it was not having broader
perspective and hence incomplete.

B. Learning Model: This model lays emphasis on what
was consumers reaction to various marketing
activities in past in similar situations. The model
assumes that such learning can help marketer in
knowing how consumers learn to discriminate, based
on such information different marketing strategies can
be devised.

C. Psychological Model: Sigmund Frued had
developed this model which viewed that human need
and motives have an impact on buying behavior.
Human behavior as per him was the outcome of Id;
Super Ego and Ego,he believed that consumers
intention to buy product is affected by their personality
and is directed by motives that are internal to them.
While formulating marketing strategies marketers
must identify such aspects to design appropriate
tactics.

D. The Sociological Model: Society has a vital role to
play in influencing consumers buying decision, this
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model highlights that fact. Customers are part of
society and hence various elements present in society
have an influence on the way they take decisions.
Customers have option to interact with many people
who tend to leave some impression in their mind with
regards to various product categories thereby
influencing their purchase intentions. Marketers,
through the process of market segmentation should
observe the common behaviour patterns of a specific
class or group of buyers and identify the social
influencing agents.

Andreason’s model of Consumer Decision
Process (1965): One of the earliest models of
consumer behavior was proposed by Andreason in
1965. This model recognizes the importance of
information in the consumer decision-making process.
It also emphasizes the importance of consumer
attitudes although it fails to consider attitudes in
relation to repeat purchase behavior.

Figure: 1.1 Andreason’s Model of Consumer
Decision Process (1965)
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The multivariate statistical analysis of employee satisfaction was carried out with three basic calculation: Exploratory factor
Analysis, ANOVA, Multiple Regression and Coefficient analysis. A structured questionnaire was administered with 168 samples from
Manufacturing Industry of Gujarat State. For each of the stability factors (24) were correlated with anemployee satisfaction. The study
revealed that training and development does not have significant correlation with employee satisfaction while Leadership, Job
Characteristics, relationship with coworkers, Salary/Income Benefits and working environment have significant correlationship with

employee satisfaction.

Keywords: Employee satisfaction, Factor analysis, Leadership, Job Characteristics, relationship with coworkers, Salary/Income
Benefits and working environment have significant correlationship with employee satisfaction. Manufacturing industry

Introduction

Gujarat is situated on the western coast of India with
the longest coastline of 1,600 km in the country. Gujarat is
one of the high growth states in the country. Gujarat has
achieved the distinction of being one of the most
industrially developed states and contributes about a
quarter to India’s goods exports.There are 13 key industry
groups that together account for around 82.05 per cent of
total factories, 95.85 per cent of total fixed capital
investment, 90.09 per cent of the value of output and 93.21
per cent of value addition in Gujarat's industrial economy.
(Agro and food processing, Dairy, Chemicals and
petrochemicals, Textiles and apparels, Engineering and
auto, Gems and jewellery, Oil and gas, Pharmaceuticals
and biotechnology, IT, Minerals, Ports, power and
Tourism). The industrial sector comprises of over 800 large
industries and 453,339 micro, small and medium
enterprises. During 2016-17, the state produced 4.61
million tonne of petroleum (crude). It accounts for around
72 per cent of the world’s share of processed diamonds
and more than 80 per cent of diamonds processed in India.
As of November 2017, Gujarat had total refining capacity
of 101.9 MMTPA, accounting for 41.54 per cent of the
country’s capacity.Gujarat has achieved the distinction of
being one of the most industrially developed states.
Accounting for five per cent of the total Indian population,
contributing about a quarter to India’s goods exports The
state ranks first in terms of total area covered under SEZs
in India. It is also a leading SEZ state with the highest
geographical area of 29,423.9 hectares under SEZ
development. (Facts & Figure of Gujarat Manufacturing
Industry-IBEF(Indian Brand Equity Foundation)). This
research is based on analyzing which factors are affecting
employee satisfaction in Manufacturing Industry.

Job satisfaction is mostly considered as a singularity
that befalls when the belongings of a job fit composed with
the demands of employees and regulates the self-
actualization from ajob. It is an imperative factor for the
trustworthiness of employees, continuousness, desirability
and efficiency of a job. While searching various literature
on job satisfaction, on specific this sector and region
together, it was found that employee satisfaction along
have been analyzed by the authors but with special
reference to Gujarat manufacturing Industry, there is a
large research gap. This research work will try to
overcome this gap in Gujarat state.

Research Methodology

The total number of questionnaires used are 168 out
of 200 employees. Rest responses were not received or
were not fully filed. The data collected were analyzed by
using Statistical Package for the SPSS software version
17.0 using analytical techniques of multivariate statistics
such as KMO Testing, Exploratory Factor Analysis, Multi-
Regression Analysis& Coefficient Analysis to find out the
answers to the purpose research

Hypothesis
Table 1 Hypothesis Formation

Sr.No. Hypothesis Formation

Leadership factor is to correlate the
H1 same way with the employee
satisfaction.

Training & Development are
H2 significantly correlated the same way
with the employee satisfaction.
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Job characteristicsaresignificantly
correlated
thesamewaywiththesatisfaction of
employees.

H3

Gender: Out of 168 employees, males account for 50.8%
and females account for 49.2% of the total number of
employees

Co-worker factor is significantly
H4 correlated with the employee
satisfaction.

Salary/Income benefitsissignificantly
H5 correlated with thesatisfaction
ofemployee satisfaction.

Seniority: over 10 years: 34.2%; 6-10 years: 30.8%; 2-5
years: 26.7%; under 2 years: 8.3%. More than 60% of
employees work less than 10 years, through which shows
that the seniority of the Bank staff is also quite young

Positions: employees 70.8%; leaders of departments and
branches: 29.2%.

Working Environment are significantly
H6 correlated with the employee
satisfaction.

Demographic Factor and its relationship with
Employee Satisfaction

Qualifications: college level: 71.7%; postgraduate: 3.3%;
levels of intermediate and senior high
school: 25%

There are significant differences in the

H7 satisfaction of employees by age

There are significant differences in the

H8 satisfaction of employees by gender.

There are significant differences in the
H9 satisfaction of employees by
qualifications.

There are significant differences in the

H10 satisfaction of employees by seniority.

There are significant differences in the

H11 satisfaction of employees by position

Data Analysis
Demographic Variable Analysis
Table 2 Demographic Variable Analysis

Age: The age of 30-45 is large proportion, about 49% of
the total number of employees and those who are with
much experience in the industry. Number of employees
under 30 accounts for 36.7%; from 46-55: 12.5%; over 55:
1.7%.

Rotated Component Matrix

Factor Analysis
Rating Scales by Kaiser-Meyer-Olk in Measure of
Sampling Adequacy test

Table 3 Kaiser-Meyer-Olkin Measure of
Sampling Adequacy

Kaiser-Meyer-Olkin Measure of

i 923
Sampling Adequacy
Approx Chi- 2395 868
square
Bartlett s.T.est of Df 276
Sphericity

Sig .000

Table 3 shows variables in the overall have no correlation
with each other (sig= 0.000). The KMO co efficient is fairly
high =0.923(>0.5), this proves the Exploratory factor
analysis (EFA)is appropriate for use.

Table 4 Rotated Component Matrix

Component
1 2 3 4 5
Income is sufficient to cover the needs of life 894
Implementation of reward and discipline is fairness and transparency .883
Benefit policy is fully implemented, showing the interest in employees .801

Income is worthy of the capacity, performance of employees

194 453 374

Satisfied with the mode of vacation, holiday J71 .306

Satisfied with the social insurance, health insurance .706

Salary, bonus are competitive with other banks 652 371 320
Manager’s guide is enthusiastic, specific and their timely support 305 775

Co-worker sare friendly, open-hearted 748

Co-workers support and cooperate with each other 375 728
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