
VOLUME NO. 4 (2014), ISSUE NO. 08 (AUGUST)  ISSN 2231-5756 

 A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

Indexed & Listed at:  
Ulrich's Periodicals Directory ©, ProQuest, U.S.A., EBSCO Publishing, U.S.A., Cabell’s Directories of Publishing Opportunities, U.S.A., 

Open J-Gage, India [link of the same is duly available at Inflibnet of University Grants Commission (U.G.C.)], 
Index Copernicus Publishers Panel, Poland with IC Value of 5.09 & number of libraries all around the world. 

Circulated all over the world & Google has verified that scholars of more than 3480 Cities in 174 countries/territories are visiting our journal on regular basis. 

Ground Floor, Building No. 1041-C-1, Devi Bhawan Bazar, JAGADHRI – 135 003, Yamunanagar, Haryana, INDIA 

http://ijrcm.org.in/ 

 



VOLUME NO. 4 (2014), ISSUE NO. 08 (AUGUST)  ISSN 2231-5756 

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

ii 

CONTENTS 
 

Sr. 
No. 

TITLE & NAME OF THE AUTHOR (S) Page 
No. 

1. IMPACT OF MOBILE MARKETING IN THE CURRENT INDIAN SCENARIO 

DR. VINAYAK KHARE, DR. HARISH B. BAPAT & DR. VISHAL SONI 

1 

2. FARMER’S SUGGESTIONS TO IMPROVE THE TANK SYSTEMS PERFORMANCE WITH 

SPECIAL REFERENCE TO MADURAI DISTRICT 

DR. M. A. RAJKUMAR & DR. P. KARTHIKEYAN 

4 

3. A COMPARATIVE STUDY OF PROBLEMS FACED BY CONSUMERS WHILE USING 

SERVICES OF INDIA POST AND PRIVATE COURIER SERVICE IN WESTERN MUMBAI 

MEHUL CHHATBAR & DR. CHITRA NATARAJAN 

9 

4. POLICY OF NATIONALISM GUIDANCE THROUGH IN TRADITIONAL MARKET 

MANAGEMENT IN CENTRAL JAVA 

DR. SRI SUWITRI 

14 

5. GREEN PURCHASING BEHAVIOUR OF YOUNG CONSUMERS IN THOOTHUKUDI 

DR. K. MARIAMMAL & M.SHUNMUGAVALLI 

17 

6. A RESEARCH ON THE EFFICACY OF EMPLOYEE TRAINING IN MANUFACTURING 

COMPANY, PUNE 

DR. MANISHA PUROHIT 

21 

7. MANAGEMENT LESSONS FROM DABBAWALA 

B. SARUMATHI, B. SARANYA & A. ANITHA SUPRIYA JOSEPH 

24 

8. A STUDY ON THE FACTORS AFFECTING RFID ADOPTING INTENTION OF ONLINE 

SHOPPING LOGISTICS PROCESS: CASE OF TAIWAN ONLINE RETAIL BUSINESS 

YU-BING, WANG 

29 

9. TRAINING AND DEVELOPING EMPLOYEES: METHODS AND EFFECTS 

PAYAL CHATLY 

36 

10. EURO ZONE CRISIS: ITS GENESIS AND IMPLICATIONS ON INDIAN ECONOMY 

DR. MADHUR M.MAHAJAN 

39 

11. EFFECT OF DIVIDEND ON SHARE’S VOLUME, SHARE’S TURNOVER AND SHARE’S 

TRADING WITH SPECIAL REFERENCE TO BANKING AND AUTO INDUSTRY: AN INDIAN 

PERSPECTIVE 

DR. DEBASISH BISWAS & SAJIJUL ISLAM 

46 

12. WOMEN ENTREPRENEURSHIP: PROBLEMS & PROSPECTS 

PAYAL CHATLY 

51 

13. REVERSE INNOVATION AS A PERSUASIVE MARKETING TOOL 

SONIA LOHIA & SACHIN LOHIA 

54 

14. CONTRIBUTION OF MICRO AND SMALL SCALE INDUSTRIES IN RURAL DEVELOPMENT: 

A CASE STUDY OF AJMER DIVISION (AJMER, BHILWARA, TONK AND NAGAUR 

DISTRICTS) 

SHWETA SHARMA, DEEPALI SHARMA & S. L. CHOUDHARY 

57 

15. INTEGRATING INFORMATION AND COMMUNICATION TECHNOLOGY INTO THE 

GHANA EDUCATION HEAD OFFICES: AN EMPIRICAL EVIDENCE FROM GHANA 

ELISHA D’ARCHIMEDES ARMAH 

69 

 REQUEST FOR FEEDBACK & DISCLAIMER 
75 



VOLUME NO. 4 (2014), ISSUE NO. 08 (AUGUST)  ISSN 2231-5756 

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

iii 

CHIEF PATRON 
PROF. K. K. AGGARWAL 

Chairman, Malaviya National Institute of Technology, Jaipur 
(An institute of National Importance & fully funded by Ministry of Human Resource Development, Government of India) 

Chancellor, K. R. Mangalam University, Gurgaon 

Chancellor, Lingaya’s University, Faridabad 

Founder Vice-Chancellor (1998-2008), Guru Gobind Singh Indraprastha University, Delhi 

Ex. Pro Vice-Chancellor, Guru Jambheshwar University, Hisar 

 

FOUNDER PATRON 
LATE SH. RAM BHAJAN AGGARWAL 

Former State Minister for Home & Tourism, Government of Haryana 

Former Vice-President, Dadri Education Society, Charkhi Dadri 

Former President, Chinar Syntex Ltd. (Textile Mills), Bhiwani 

 

CO-ORDINATOR 
AMITA 

Faculty, Government M. S., Mohali 
 

ADVISORS 
DR. PRIYA RANJAN TRIVEDI 

Chancellor, The Global Open University, Nagaland 

PROF. M. S. SENAM RAJU 
Director A. C. D., School of Management Studies, I.G.N.O.U., New Delhi 

PROF. M. N. SHARMA 
Chairman, M.B.A., Haryana College of Technology & Management, Kaithal 

PROF. S. L. MAHANDRU 
Principal (Retd.), Maharaja Agrasen College, Jagadhri 

 

EDITOR 
PROF. R. K. SHARMA 

Professor, Bharti Vidyapeeth University Institute of Management & Research, New Delhi 
 

CO-EDITOR 
DR. BHAVET 

Faculty, Shree Ram Institute of Business & Management, Urjani 
 

EDITORIAL ADVISORY BOARD 
DR. RAJESH MODI 

Faculty, Yanbu Industrial College, Kingdom of Saudi Arabia 

PROF. SANJIV MITTAL 
University School of Management Studies, Guru Gobind Singh I. P. University, Delhi 

PROF. ANIL K. SAINI 
Chairperson (CRC), Guru Gobind Singh I. P. University, Delhi 



VOLUME NO. 4 (2014), ISSUE NO. 08 (AUGUST)  ISSN 2231-5756 

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

iv 

DR. SAMBHAVNA 
Faculty, I.I.T.M., Delhi 

DR. MOHENDER KUMAR GUPTA 
Associate Professor, P. J. L. N. Government College, Faridabad 

DR. SHIVAKUMAR DEENE 
Asst. Professor, Dept. of Commerce, School of Business Studies, Central University of Karnataka, Gulbarga 

 

ASSOCIATE EDITORS 
PROF. NAWAB ALI KHAN 

Department of Commerce, Aligarh Muslim University, Aligarh, U.P. 

PROF. ABHAY BANSAL 
Head, Department of Information Technology, Amity School of Engineering & Technology, Amity 

University, Noida 

PROF. A. SURYANARAYANA 
Department of Business Management, Osmania University, Hyderabad 

DR. SAMBHAV GARG 
Faculty, Shree Ram Institute of Business & Management, Urjani 

PROF. V. SELVAM 
SSL, VIT University, Vellore 

DR. PARDEEP AHLAWAT 
Associate Professor, Institute of Management Studies & Research, Maharshi Dayanand University, Rohtak 

DR. S. TABASSUM SULTANA 
Associate Professor, Department of Business Management, Matrusri Institute of P.G. Studies, Hyderabad 

SURJEET SINGH 
Asst. Professor, Department of Computer Science, G. M. N. (P.G.) College, Ambala Cantt. 

 

TECHNICAL ADVISOR 
AMITA 

Faculty, Government M. S., Mohali 
 

FINANCIAL ADVISORS 
DICKIN GOYAL 

Advocate & Tax Adviser, Panchkula 

NEENA 
Investment Consultant, Chambaghat, Solan, Himachal Pradesh 

 

LEGAL ADVISORS 
JITENDER S. CHAHAL 

Advocate, Punjab & Haryana High Court, Chandigarh U.T. 

CHANDER BHUSHAN SHARMA 
Advocate & Consultant, District Courts, Yamunanagar at Jagadhri 

 

SUPERINTENDENT 
SURENDER KUMAR POONIA 

 



VOLUME NO. 4 (2014), ISSUE NO. 08 (AUGUST)  ISSN 2231-5756 

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

v 

CALL FOR MANUSCRIPTS 
We invite unpublished novel, original, empirical and high quality research work pertaining to recent developments & practices in the areas of 

Computer Science & Applications; Commerce; Business; Finance; Marketing; Human Resource Management; General Management; Banking; 

Economics; Tourism Administration & Management; Education; Law; Library & Information Science; Defence & Strategic Studies; Electronic Science; 

Corporate Governance; Industrial Relations; and emerging paradigms in allied subjects like Accounting; Accounting Information Systems; Accounting 

Theory & Practice; Auditing; Behavioral Accounting; Behavioral Economics; Corporate Finance; Cost Accounting; Econometrics; Economic 

Development; Economic History; Financial Institutions & Markets; Financial Services; Fiscal Policy; Government & Non Profit Accounting; Industrial 

Organization; International Economics & Trade; International Finance; Macro Economics; Micro Economics; Rural Economics; Co-operation; 

Demography: Development Planning; Development Studies; Applied Economics; Development Economics; Business Economics; Monetary Policy; Public 

Policy Economics; Real Estate; Regional Economics; Political Science; Continuing Education; Labour Welfare; Philosophy; Psychology; Sociology; Tax 

Accounting; Advertising & Promotion Management; Management Information Systems (MIS); Business Law; Public Responsibility & Ethics; 

Communication; Direct Marketing; E-Commerce; Global Business; Health Care Administration; Labour Relations & Human Resource Management; 

Marketing Research; Marketing Theory & Applications; Non-Profit Organizations; Office Administration/Management; Operations Research/Statistics; 

Organizational Behavior & Theory; Organizational Development; Production/Operations; International Relations; Human Rights & Duties; Public 

Administration; Population Studies; Purchasing/Materials Management; Retailing; Sales/Selling; Services; Small Business Entrepreneurship; Strategic 

Management Policy; Technology/Innovation; Tourism & Hospitality; Transportation Distribution; Algorithms; Artificial Intelligence; Compilers & 

Translation; Computer Aided Design (CAD); Computer Aided Manufacturing; Computer Graphics; Computer Organization & Architecture; Database 

Structures & Systems; Discrete Structures; Internet; Management Information Systems; Modeling & Simulation; Neural Systems/Neural Networks; 

Numerical Analysis/Scientific Computing; Object Oriented Programming; Operating Systems; Programming Languages; Robotics; Symbolic & Formal 

Logic; Web Design and emerging paradigms in allied subjects. 

Anybody can submit the soft copy of unpublished novel; original; empirical and high quality research work/manuscript anytime in M.S. Word format 

after preparing the same as per our GUIDELINES FOR SUBMISSION; at our email address i.e. infoijrcm@gmail.com or online by clicking the link online 

submission as given on our website (FOR ONLINE SUBMISSION, CLICK HERE).  

GUIDELINES FOR SUBMISSION OF MANUSCRIPT 

1. COVERING LETTER FOR SUBMISSION: 

DATED: _____________ 

THE EDITOR 

IJRCM 

Subject: SUBMISSION OF MANUSCRIPT IN THE AREA OF. 

 (e.g. Finance/Marketing/HRM/General Management/Economics/Psychology/Law/Computer/IT/Engineering/Mathematics/other, please specify) 

DEAR SIR/MADAM 

Please find my submission of manuscript entitled ‘___________________________________________’ for possible publication in your journals. 

I hereby affirm that the contents of this manuscript are original. Furthermore, it has neither been published elsewhere in any language fully or partly, nor is it 

under review for publication elsewhere. 

I affirm that all the author (s) have seen and agreed to the submitted version of the manuscript and their inclusion of name (s) as co-author (s). 

Also, if my/our manuscript is accepted, I/We agree to comply with the formalities as given on the website of the journal & you are free to publish our 

contribution in any of your journals. 

NAME OF CORRESPONDING AUTHOR: 

Designation: 

Affiliation with full address, contact numbers & Pin Code: 

Residential address with Pin Code: 

Mobile Number (s): 

Landline Number (s):  

E-mail Address: 

Alternate E-mail Address: 

NOTES: 

a) The whole manuscript is required to be in ONE MS WORD FILE only (pdf. version is liable to be rejected without any consideration), which will start from 

the covering letter, inside the manuscript. 

b) The sender is required to mentionthe following in the SUBJECT COLUMN of the mail:  

New Manuscript for Review in the area of (Finance/Marketing/HRM/General Management/Economics/Psychology/Law/Computer/IT/ 

Engineering/Mathematics/other, please specify) 

c) There is no need to give any text in the body of mail, except the cases where the author wishes to give any specific message w.r.t. to the manuscript. 

d) The total size of the file containing the manuscript is required to be below 500 KB. 

e) Abstract alone will not be considered for review, and the author is required to submit the complete manuscript in the first instance. 

f) The journal gives acknowledgement w.r.t. the receipt of every email and in case of non-receipt of acknowledgment from the journal, w.r.t. the submission 

of manuscript, within two days of submission, the corresponding author is required to demand for the same by sending separate mail to the journal. 

2. MANUSCRIPT TITLE: The title of the paper should be in a 12 point Calibri Font. It should be bold typed, centered and fully capitalised. 

3. AUTHOR NAME (S) & AFFILIATIONS: The author (s) full name, designation, affiliation (s), address, mobile/landline numbers, and email/alternate email 

address should be in italic & 11-point Calibri Font. It must be centered underneath the title. 

4. ABSTRACT: Abstract should be in fully italicized text, not exceeding 250 words. The abstract must be informative and explain the background, aims, methods, 

results & conclusion in a single para. Abbreviations must be mentioned in full. 

 



VOLUME NO. 4 (2014), ISSUE NO. 08 (AUGUST)  ISSN 2231-5756 

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

vi 

 

5. KEYWORDS: Abstract must be followed by a list of keywords, subject to the maximum of five. These should be arranged in alphabetic order separated by 

commas and full stops at the end. 

6. MANUSCRIPT: Manuscript must be in BRITISH ENGLISH prepared on a standard A4 size PORTRAIT SETTING PAPER. It must be prepared on a single space and 

single column with 1” margin set for top, bottom, left and right. It should be typed in 8 point Calibri Font with page numbers at the bottom and centre of every 

page. It should be free from grammatical, spelling and punctuation errors and must be thoroughly edited. 

7. HEADINGS: All the headings should be in a 10 point Calibri Font. These must be bold-faced, aligned left and fully capitalised. Leave a blank line before each 

heading. 

8. SUB-HEADINGS: All the sub-headings should be in a 8 point Calibri Font. These must be bold-faced, aligned left and fully capitalised.  

9. MAIN TEXT: The main text should follow the following sequence: 

 INTRODUCTION 

 REVIEW OF LITERATURE 

 NEED/IMPORTANCE OF THE STUDY 

 STATEMENT OF THE PROBLEM 

 OBJECTIVES 

 HYPOTHESES 

 RESEARCH METHODOLOGY 

 RESULTS & DISCUSSION 

 FINDINGS 

 RECOMMENDATIONS/SUGGESTIONS 

 CONCLUSIONS 

 SCOPE FOR FURTHER RESEARCH 

 ACKNOWLEDGMENTS 

 REFERENCES 

 APPENDIX/ANNEXURE 

 It should be in a 8 point Calibri Font, single spaced and justified. The manuscript should preferably not exceed 5000 WORDS. 

10. FIGURES &TABLES: These should be simple, crystal clear, centered, separately numbered & self explained, and titles must be above the table/figure. Sources 

of data should be mentioned below the table/figure. It should be ensured that the tables/figures are referred to from the main text. 

11. EQUATIONS:These should be consecutively numbered in parentheses, horizontally centered with equation number placed at the right. 

12. REFERENCES: The list of all references should be alphabetically arranged. The author (s) should mention only the actually utilised references in the preparation 

of manuscript and they are supposed to follow Harvard Style of Referencing. The author (s) are supposed to follow the references as per the following: 

• All works cited in the text (including sources for tables and figures) should be listed alphabetically.  

• Use (ed.) for one editor, and (ed.s) for multiple editors.  

• When listing two or more works by one author, use --- (20xx), such as after Kohl (1997), use --- (2001), etc, in chronologically ascending order. 

• Indicate (opening and closing) page numbers for articles in journals and for chapters in books.  

• The title of books and journals should be in italics. Double quotation marks are used for titles of journal articles, book chapters, dissertations, reports, working 

papers, unpublished material, etc. 

• For titles in a language other than English, provide an English translation in parentheses.  

• The location of endnotes within the text should be indicated by superscript numbers. 

 

PLEASE USE THE FOLLOWING FOR STYLE AND PUNCTUATION IN REFERENCES: 

BOOKS 

• Bowersox, Donald J., Closs, David J., (1996), "Logistical Management." Tata McGraw, Hill, New Delhi.  

• Hunker, H.L. and A.J. Wright (1963), "Factors of Industrial Location in Ohio" Ohio State University, Nigeria.  

CONTRIBUTIONS TO BOOKS 

• Sharma T., Kwatra, G. (2008) Effectiveness of Social Advertising: A Study of Selected Campaigns, Corporate Social Responsibility, Edited by David Crowther & 

Nicholas Capaldi, Ashgate Research Companion to Corporate Social Responsibility, Chapter 15, pp 287-303. 

JOURNAL AND OTHER ARTICLES 

• Schemenner, R.W., Huber, J.C. and Cook, R.L. (1987), "Geographic Differences and the Location of New Manufacturing Facilities," Journal of Urban Economics, 

Vol. 21, No. 1, pp. 83-104. 

CONFERENCE PAPERS 

• Garg, Sambhav (2011): "Business Ethics" Paper presented at the Annual International Conference for the All India Management Association, New Delhi, India, 

19–22 June. 

UNPUBLISHED DISSERTATIONS AND THESES 

• Kumar S. (2011): "Customer Value: A Comparative Study of Rural and Urban Customers," Thesis, Kurukshetra University, Kurukshetra. 

ONLINE RESOURCES 

•            Always indicate the date that the source was accessed, as online resources are frequently updated or removed. 

WEBSITES 

• Garg, Bhavet (2011): Towards a New Natural Gas Policy, Political Weekly, Viewed on January 01, 2012 http://epw.in/user/viewabstract.jsp 



VOLUME NO. 4 (2014), ISSUE NO. 08 (AUGUST)  ISSN 2231-5756 

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

9

A COMPARATIVE STUDY OF PROBLEMS FACED BY CONSUMERS WHILE USING SERVICES OF INDIA POST 

AND PRIVATE COURIER SERVICE IN WESTERN MUMBAI 
 

MEHUL CHHATBAR 

ASST. PROFESSOR 

DEPARTMENT OF ACCOUNTANCY 

K.P.B.HINDUJA COLLEGE OFCOMMERCE 

MUMBAI 

 

DR. CHITRA NATARAJAN 

PRINCIPAL 

K.P.B.HINDUJA COLLEGE OF COMMERCE 

MUMBAI 

 

ABSTRACT 

The present study is an academic attempt to compare the India post and Private courier services in Western Mumbai with reference to problems faced by 

consumer while sending and receiving mails. The study has concluded using frequency analysis and ‘independent paired t test’ that consumer faces fewer 

problems with India Post than private courier service provider. It further concludes that there is a stiff competition between India post and Private Courier services 

especially in western Mumbai. 

 

KEYWORDS 
India Post, Private Courier, Mail, Consumer. 

 

1. INTRODUCTION 
.1. POST OFFICE: It includes every house, building, room, carriage or place used for the purposes of the Post Office, and every letter-box provided by the Post 

Office for the reception of postal articles; 

1.2. POSTAL ARTICLE: It includes a letter, postcard, newspaper, book, pattern or sample packet, parcel and every article or thing transmissible by post: 

1.3. PRIVATE COURIER AGENCY: It means a any person engaged in the door-to-door transportation of time –sensitive documents, goods or articles utilizing the 

services of a person, either directly or indirectly, to carry or accompany such documents, goods or articles; (Section 65(33) of the Finance Act, 1994). 

1.4. INDIAN POST OFFICE NETWORK 

India has the largest Postal Network in the world with over 1, 55,015 Post Offices (as on 31.03.2009) of which 1, 39,144 (89.76%) are in the rural areas. At the 

time of independence, there were 23,344 Post Offices, which were primarily in urban areas. Thus, the network has registered a seven-fold growth since 

Independence, with the focus of this expansion primarily in rural areas. On an average, a Post Office serves an area of 21.21 Sq. Km and a population of 7175 

people 

1.5. GLOBALIZATION IMPACTS IN INDIA POST IN TWO DIFFERENT WAYS: 

a) A high rate of economic growth opens up opportunities for expansion and participation in the new economic activity. With growth of business transactions 

into and from India, the role of multinational firms as competitors to India Post poses a major challenge. 

b) It also opens up India Post’s formerly protected internal market to competition from multi-national providers with international brand images, deep 

pockets and experience in modern and technologically driven methods of doing business. 

1.6. ENTRY OF THE PRIVATE SECTOR– with the entry of private sector (for e.g. Shree Maruti Courier services, DTDC, Blue Dart, Vichare, The Professionals, The 

First Flight, etc.) in the traditional monopoly business of India Postal overplaying field needs to be established by legislative action. While the multi-national 

providers are providing high priced and speedy service in mail delivery, the low priced services offered by domestic couriers are undercutting India post’s 

business. In this context legislative process will have to carefully ensure that its interests are not adversely affected while ensuring fairs to rules and regulations 

for all providers. 

1.7. RULES AND REGULATIONS LED DOWN BY INDIA POSTAL ACT FOR PRIVATE COURIER AGENCIES 

Each year in India 16 billion items of post (mail) are sent.7 billion of these items are delivered by private firms which employ over 1 million people. There are 

more than 2500 of these firms ranging from large multi-nationals to small local companies with a fleet of bicycles. The government, however, is keen to gain 

much of that business for its own postal service, India Post, and is intending to change the law governing the Indian postal industry. Others say that these 

changes are necessary as India Post is the world’s biggest postal network with more than 155000 branches, 89% of which serve rural areas. Private firms operate 

largely in urban areas and India Post is left with the unprofitable task of delivering post in the rural areas where revenues can cover only 15% of the costs. 

 

2. REVIEW OF LITERATURE 
Parthapratim Pal (2010) concluded in his study that with the department of posts facing competition in its traditional monopoly market from private players, 

the provision of a new postal bill, which is in the process of being drafted, can have a major impact on postal, courier and express delivery sectors. The bill is 

expected to define the USO in the Indian context, and will presumably discuss what privilege or special treatment the national post office will get for fulfilling the 

USO. It was concluded that it will not be an easy task to strike a right balance. There is a possibility that the bill will have strong political ramifications as it can 

have impact on livelihood of a large number of people involved in courier/EDS service.
2
 

Adithya Krishna Chintapanti (2012) tried to explain in his studies that with the entry of private courier service providers and the gradual liberalization of the 

sector, jurisdictions across the world are grappling with the aspects of postal regulation. From a public policy perspective, the social, economic and 

developmental implications of the postal regulatory regime are significant. In this article the concern of service providers and consumers regarding the proposed 

draft post office bill, 2011. It recorded department rather ended elements for inclusion in the long awaited legislative overhaul to other of the postal sector, in 

the light of other jurisdictions and the regulatory architecture for other network industries. It also pointed out postal regulation under legislative options as 

Restructuring the GPSP, Defining USO, Recognition of CSP and formulation of service standards, Establishing sectoral regulator and Role of Department of post 

after restructuring. All the above changes should ensure a dynamic, organized and disciplined postal sector in greater consumer interest.
3 

Economic Survey of 2011-2012 (2012) highlighted some important points about India Post as it has the largest postal network in the world with 154886 post 

offices across country as on March 31, 2011. On average each post office serves 7814 persons with coverage of approximately 21.23 sq. km. As many as 139040 

post offices are in rural areas and remaining in urban areas. In additions to its own network, the Department of Post also serves through 1155 franchisee outlets 

in areas where it is not possible to open post offices. Government has launched Project Arrow in 2008 to transform the existing India Post infrastructure across 

the country by upgrading key postal operations such as mail delivery, remittance, and banking services. Various other functions were assigned to post offices as 

1 
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to disburse wages to beneficiaries of Mahatma Gandhi National Rural Employment Guarantee Act through 96895 post offices. The postal network is also being 

used by other government department/agencies to collect data like the rural consumer price index. The postal sector needs to keep pace with changing times as 

many of its services have become redundant with growth with technology and takeover by other players. Quick Decisions and actions to stay abreast of the 

times including switching over to new activities and downsizing could realize a lot of resources from this sector for use elsewhere.
4
 

ArpitaMukherjee, ParthaPratimPal and RamneetGoswami, (2012) One of the core issues for Indiais that domestic regulation of postal services is evolving. India 

Post offers courier/EDS services. The Department of Posts is in the process of framing a new regulation that is likely to affect the courier/EDS industry. Based on 

a primary survey, this study found that the regulation should be transparent and fair; it should clearly define the reserved area and distinguish between 

Universal Service Obligation (USO) and competitive services. It should also mention how the USO will be funded. The regulation should encompass global best 

practices like removal of cross-subsidization and should facilitate competition. The need for a postal regulatory regime will arise if the public postal service 

provider is privatized. The regulator should be independent. The objective of the new regulation should be to laydown are form path for India Post and the 

primary role of the regulator should be to monitor the USO.
5
 

Paul Dudley and Others (2009) found that, With liberalizing postal sector in UK (though not completely)since past four years, there is a considerable growth in 

volumes around over 20% of total inland addressed postal market and larger portions of the market for consumers sending large postings. It was evident that 

entrants have not much lead in total delivered volumes in UK. The margin set between end to end and an access product is an important element in this 

development. The ex ante price control is set keeping in mind appropriate level of margin. If it is set below, it will reduce the likelihood of entry and increase the 

prospect of an ex post investigation. If it is set above the level expected from ex post regulation promotes greater entry. High margins enabled entrants as 

compared to Royal Mail, UK to compete for customer’s unsorted mails and to expand market beyond the bulk mail posting.
6
 

 

3. IMPORTANCE OF THE STUDY 
The present study signifies consumer behavior towards choosing mail service provider and it will also signify India post to develop new ways to serve better and 

to capture and to face competition in market. 
 

4. PROBLEM OF THE STUDY 
The problem of the study is with the advent of private courier services in demand; demand for India post is declining. Thus, the present study is an academic 

attempt to find the problems faced by consumer using such services. 
 

5. OBJECTIVE OF THE STUDY 
To analyze the problems faced by consumer while sending and receiving their mails through India Post and Private Courier Service Provider. 
 

6. HYPOTHESIS OF THE STUDY 
Null hypothesis :( HO) 

H0: Respondent faces lesser problems while using/receiving services of Indian Postal Services than Private Courier Services. 

Alternative hypothesis: (H1): 

H1: Respondents faces more problems while using/receiving services of Indian Postal Services than Private Courier Services. 
 

7. RESEARCH METHODOLOGY 
For the purpose of the above study and to achieve the objectives, the researcher has focused on primary and secondary data as a source of information. Primary 

data is collected from officials, employees of post offices and private couriers and from consumers using services from post offices and consumers using private 

courier’s services in Mumbai. A survey was conducted from consumers to examine their satisfaction level. The survey is based on the structured questionnaire 

designed for the same. The secondary data for the study will be based on Annual Reports, Newspapers, Journals, Published and Unpublished Books, Dissertation, 

mimeographed, official reports, research papers and other sources. 
 

8. RESULT AND DISCUSSIONS 

For the present study, Researcher has collected data through structured questionnaire filled by 50 respondents from western Mumbai region. Respondents 

sample was chosen by deliberately random sampling technique. Table No.1 indicates detailed profile of respondents. Out of 50 respondent, 22 (44%) were Male, 

24 (48%) were Female and 4 (8%) were Institutions such as Banks and Educational institutions. Distribution of respondents according to age wise, 5 respondents 

belongs to age group of 18 years to 24 years, 23 belongs to 25 years to 31 years, 17 belongs to 32 years to 38 years, 5 belongs to 39 years to 45 years and no 

respondents of age above 45. Educational level of respondents. 2(4%) respondents were Graduates, 38(76%) respondents were Post Graduates and 10 (20%) 

were Professionals. According to income (in Rs. per month). 13 Respondents were having income below Rs. 25,000; 23 were having between Rs. 25,000 to Rs. 

50,000; 7 were having between Rs. 50,000 to Rs. 75,000; no respondent has income between Rs. 75,000 to Rs. 1,00,000 and 7 respondent were having income 

above Rs. 1,00,000. According to occupation wise, 31 respondents are salaried, 2 were self employed, 6 were carrying their own business and 11 were 

professionals. 

TABLE NO.1: DETAILED PROFILE OF RESPONDENTS 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Compiled from Primary Data 

Point of Consumer Profile Sub Points Number of Respondents Percentage (%) 

Gender Male 22 44 

Female 24 48 

Institutions 04 8 

Age 18-24 5 10 

25-31 23 46 

32-38 17 34 

39-45 5 10 

46 and above 0 0 

Educational Level 

 

 

Graduates 2 4 

Post Graduates 38 76 

Professional 10 20 

Level of Income 

(in Rs.) 

Below Rs. 25,000 13 26 

25,000 – 50,000 23 46 

50,000 – 75,000 7 14 

75,000 – 1,00,000 0 0 

1,00, 000 & above 7 14 

Occupation Salaried 31 62 

Self-Employed 2 4 

Business 6 12 

Profession  11 22 
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Table No.2 indicates use of mailing services by the respondents as Individual, Business and both. It is known from the table, that 46% respondent uses mailing 

services as individual only, 18% as business only and 36% as both business and individual. Despite of technological development use of mailing services is still 

higher as individual. 

TABLE NO. 2: DISTRIBUTION OF RESPONDENT REGARDING USE OF MAILING SERVICES 

Respondent as Number of respondents Percentage 

Individual 23 46 

Business 9 18 

Both 18 36 

Total 50 100 

Source: Primary Data 

Table no.3 indicates preference of respondent while choosing mail service provider for sending mails. It was reveal from the table that only 4% respondent 

chooses only Indian Postal Services for sending mails, 46% chooses only Private Courier service provider for sending mail and 50% chooses both. Thus it is 

concluded that respondents choosing both switches from one service provider to other depending upon their need.  
 

TABLE NO. 3: DISTRIBUTION OF RESPONDENTS REGARDING PREFERENCE OF MAIL SERVICE PROVIDER 

Service Provider Number of respondents Percentage 

Indian Postal Services 2 4 

Private Courier Services 23 46 

Both 25 50 

Total 50 100 

Source: Primary Data 

Hypothesis 1: 

Null hypothesis :( HO) 

H0: Respondent faces lesser problems while using/receiving services of Indian Postal Services than Private Courier Services. 

Alternative hypothesis: (H1) 

H1: Respondents facesmore problems while using/receiving services of Indian Postal Services than Private Courier Services. 
 

TABLE NO. 4: RESPONSE OF RESPONDENT TOWARDS THEIR PROBLEMS FACED WHILE USING/RECEIVING MAILING SERVICES OF INDIAN POSTAL SERVICES 

Sr. No. Particulars 5 4 3 2 1 Total Average 

1 Undelivered due to Incomplete Address 14 10 6 7 13 50 2.90 

2 Undelivered due to other reasons 0 13 8 15 14 50 3.60 

3 Undelivered and returned safely 3 16 19 9 3 50 2.86 

4 Non Delivering Area 0 5 19 5 21 50 3.84 

5 Variation in charges 0 11 21 11 7 50 3.28 

6 Call from office to come and collect the mail from outlet 3 12 13 10 12 50 3.32 

7 Inconvenient timings for receiving delivery 9 17 15 9 0 50 2.48 

8 Already opened mail 6 13 17 10 4 50 2.86 

9 Extra charges collected by delivering staff 3 10 15 15 7 50 3.26 

10 Delivering staff well verse with area for easy delivery 32 7 9 2 0 50 1.62 

 Over all Mean Score       3.02 

Source: Primary Data 
 

FIGURE NO. 1: RESPONSE OF RESPONDENT TOWARDS THEIR PROBLEMS FACED WHILE USING/RECEIVING MAILING SERVICESOF INDIAN POSTAL SERVICES 

 
Source: Primary Data 

 

TABLE NO. 5: RESPONSE OF RESPONDENT TOWARDS PROBLEMS FACED WHILE USING/RECEIVING MAILING SERVICES OF PRIVATE COURIER SERVICES 

Sr. No. Particulars 5 4 3 2 1 Total Average 

1 Undelivered due to Incomplete Address 5 33 8 2 2 50 2.26 

2 Undelivered due to other reasons 3 38 4 3 2 50 2.26 

3 Undelivered and returned safely 6 19 15 10 0 50 2.58 

4 Non Delivering Area 7 21 16 6 0 50 2.42 

5 Variation in charges 6 25 14 5 0 50 2.36 

6 Call from office to come and collect the mail from outlet 8 17 16 9 0 50 2.52 

7 Inconvenient timings for receiving delivery 0 19 18 13 0 50 2.88 

8 Already opened mail 0 6 17 20 7 50 3.56 

9 Extra charges collected by delivering staff 0 11 18 12 9 50 3.38 

10 Delivering staff well verse with area for easy delivery 0 32 9 9 0 50 2.54 

 Over all Mean Score       2.676 

Source: Primary Data 
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FIGURE NO.2: RESPONSE OF RESPONDENT TOWARDS THEIR PROBLEMS FACED WHILE USING/RECEIVING MAILING SERVICES OF PRIVATE COURIER SERVICES 

 
Source: Primary Data 

To test above hypotheses, parametric paired  ‘t’ test was applied for data related to  mean scores of satisfaction levels of service in Indian Postal 

Services&Private Courier services. 

The result of the same is tabulated in following table no. 6. 

 

TABLE 6: PARAMETRIC PAIRED ‘t’ TEST APPLIED FOR DATA RELATED TO SATISFACTION LEVELS OF SERVICE 

     Parametric paired ‘t’ test value 

 Mean (weighted Average)  S.D.  n d. f. t value p value 

Indian Postal Services 149.9 41.615 10 9 -2.47 0.8766 

Private Courier services 166.2 

INTERPRETATION 

As p value is 0.8766 which is greater than α = 0.05 (5% significant level) we failed to reject null hypothesis. It is also observed that calculated ‘t’ value is -2.47 is 

more than - 2.764  (table value of at 1% significant level, upper tailed and d.f.9). Hence we failed to reject null hypothesis Ho. 

 

9. FINDINGS 
It is found through the study that though people faces less problems while using India Post but though they uses private courier services as it is convenient and 

more relaible. 

 

10. RECOMMENDATIONS 
With the growing need of quick services in fast city like Mumbai, India Post has to take severe measures to improve the quality of services especially time lag in 

delivering mails. It has the biggest strength in terms of coverage and man power, it has to deploy it in such a way to reap more benefits and attract more 

consumers to serve better. 

 

11. CONCLUSIONS OF THE STUDY 
Respondent faces lesser problems while using/receiving services of Indian Postal Services than Private Courier Serviceswhile sending or receiving mails. 

 

12. LIMITATIONS OF THE STUDY 
The present study faces with the limitations of areas as it has covered consumers from the western Mumbai Region only. It also has limitations of educated 

respondents only. It also has limitations of number of respondents.  

 

13. SCOPE OF THE STUDY 
There is further scope of the present study with the development in India Post in order to compete healthily with private courier service provider and its impact 

on share of delivering mails across the country.  
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ANNEXURE 
QUESTIONNAIRE 

PERSONAL DETAILS 

NAME OF THE RESPONDENT: _________________________________________________________________ 

Gender: 1. Male 2. Female     3. Institutions (Bank/Educational/Companies Offices). 

Age: 1. Below 18 years 2. 18-24 3.25-31 4.32-38 5.39-45 6.46 and above. 

Educational Level: 1. None 2. Below SSC 3.SSC  4.HSC 5. Graduates  6. Post Graduates  7. Professional  

Income (in Rs. per month): 1. Less than 25,000 2. 25,000-50,000 3. 50,000-75,000 4. 75,000-1,00,000     5. 1,00,000 and above. 

Occupation: 1. Unemployed  2. Salaried   3. Self Employed   4. Profession  5. Business 

 

QUESTIONS ON BEHAVIOR OF USING MAILING SERVICES 

1. Do you use mailing services for sending letters and documents?   1. Yes  2. No 

2. Which service provider do you use to send your mails (letters and documents)?    1. Indian Postal Services 2. Private Courier Services   

3. Both 

3. You use mailing services as:    1. Individual  2. Business  3. Both 

 

RESEARCH RELATED QUESTION ON LEVEL OF PROBLEM FACED 

4. Kindly rank both the service provider. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

(1= Strongly Disagree; 2 = Disagree; 3 = Neutral; 4 = Agree; 5 = Strongly Agree) 

 

Thank you for your kind response and sparing valuable time. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Indian Postal Services Sr. No. Problems faced Private Courier Services 

1 2 3 4 5 1 2 3 4 5 

While sending Mails 

     1 Undelivered due to Incomplete Address      

     2 Undelivered due to other reasons      

     3 Undelivered and return safely      

     4 Non Delivering area      

     5 Variation in charges      

     6 Collect from outlet      

     7 Inconvenient timings of Delivery       

     8 Opened Mail      

     9 Extra charges by Delivering staff      

     10 Well verse with area for easy delivery      
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