
VOLUME NO. 6 (2016), ISSUE NO. 01 (JANUARY)  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 4700 Cities  in 180 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. 6 (2016), ISSUE NO. 01 (JANUARY)  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. KNOWLEDGE SHARING AND THE PERFORMANCE OF TEACHERS IN KENYA 

DR. DANIEL AUKA & ESTHER GATHONI KIARIE 
1 

2. A CRITICAL STUDY OF CONTRIBUTION OF INFORMATION TECHNOLOGY COMPANIES IN STANDARD 

OF LIVING OF IT COMPANY EXECUTIVES IN VIDARBHA REGION 

ABHAY KIMMATKAR & DR. SHAKIL SATTAR 

10 

3. ROLE OF AWH IN EMPOWERING THE DISABILITIES FOR HIGHER EDUCATION 

DR. RASHMIRANI AGNIHOTRI H.R & DR. K.S MALIPATIL 
12 

4. CASH MANAGEMENT IN SMALL SCALE INDUSTRIES 

P. VENKATADRI REDDY & DR. HAMPANNA 
18 

5. A STUDY OF HUMAN ASSET VALUATION MODELS IN INDIAN ENTERPRISES 

DR. SAMIR M. VOHRA 
24 

6. AN INTUITIVE APPROACH OF SAVINGS AND INVESTMENT PATTERNS OF SELF HELP GROUP WOMEN 

M.J.CECILIA SHOBANA & DR. V. K. SOMASUNDARAM 
27 

7. FREIGHT COST OPTIMISATION IN LOGISTICS WITH REFERENCE TO AMARA RAJA BATTERIES LTD., 

TIRUPATHI 

C. UMADEVI & DR. P. CHITTI BABU 

31 

8. EFFECTS OF BRAND AWARENESS, BRAND AUGMENTATION ON BRAND PURCHASE INTENTION OF 

MOBILE PHONE BRANDS: EMPIRICAL ASSESSMENT FROM KENYA 

JOSPHINE CHEPCHIRCHIR & MARK LETING KIPRUTO 

45 

9. MANAGEMENT OF TECHNOLOGY IN BANKS 

DR. NEERU CHADHA 
50 

10. B-LOYALTY TO E-LOYALTY IN THE CONTEXT OF E-COMMERCE 

P.PHANI BHASKAR & DR. D. PRASANNA KUMAR 
56 

11. CORPORATE SOCIAL RESPONSIBILITY: BEFORE AND AFTER THE NEW COMPANIES ACT 

DR. BINDIYA KANSAL & SHARANJIT KAUR 
61 

12. MOTIVATIONAL FACTORS: A STUDY ON WOMEN MICRO ENTREPRENEURS IN TIRUPUR CITY 

K.PRABHA KUMARI 
65 

13. KNOWLEDGE PAPER ON SKILL GAP IN BANKING SECTOR IN INDIA 

DINESH TANDON 
73 

14. HOUSING LOAN SCHEME: A STUDY ON ICICI HOUSING LOAN BENEFICIARIES IN TENKASI TALUK, 

TAMILNADU 

A. KENNEDY 

76 

15. PER-CAPITA CONSUMPTION EXPENDITURE AND LABOUR AND CAPITAL INCOME IN INDIA 

DARSHINI.J.S 
80 

16. A STUDY OF THE RELATIONSHIP BETWEEN EMOTIONAL INTELLIGENCE AND THE PERFORMANCE: A 

CASE STUDY OF MELLI BANK 

MEHDI ROUHOLAMINI & SOUDEH KIAIEDRONKOLA 

82 

17. MODERN TECHNOLOGY IN BANKING AND ITS IMPACT ON JOB SATISFACTION 

DHARMENDER KUMAR & KAMAL JEET SINGH 
87 

18. A STUDY OF INFRASTRUCTURE AND LOGISTIC SUPPLY PROBLEMS AT AWCs: IN RURAL ICDS BLOCK 

(MEHAM) HARYANA 

SONIA HOODA & JYOTI SANGWAN 

91 

19. ROLE OF MANUFACTURING SECTOR IN INDIA 

KIRAN DEVI 
94 

20. IMPACT OF WORK LIFE BALANCE POLICIES ON THE JOB SATISFACTION OF FEMALE SCHOOL TEACHERS: 

A STUDY OF CHITTORGARH DISTRICT, RAJASTHAN 

SAHDEEP CHHATRAPATI 

97 

 REQUEST FOR FEEDBACK & DISCLAIMER 101 



VOLUME NO. 6 (2016), ISSUE NO. 01 (JANUARY)  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 
 

FORMER CO-ORDINATOR 
DR. S. GARG 

Faculty, Shree Ram Institute of Business & Management, Urjani 
 

ADVISORS 
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 Engineering & Technology, 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 

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



VOLUME NO. 6 (2016), ISSUE NO. 01 (JANUARY)  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. 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 I.T., Amity School of Engineering & Technology, Amity University, Noida 

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

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. 

 

FORMER 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. 6 (2016), ISSUE NO. 01 (JANUARY)  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/Mkt./HRM/General Mgt./Engineering/Economics/Computer/IT/ Education/Psychology/Law/Math/other, please 

specify) 

 

DEAR SIR/MADAM 

Please find my submission of manuscript entitled ‘___________________________________________’ for possible publication in one 

of 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 co-authors of this manuscript have seen the submitted version of the manuscript and have agreed to their inclusion 

of names as co-authors. 

Also, if my/our manuscript is accepted, I agree to comply with the formalities as given on the website of the journal. The Journal has 

discretion to publish our contribution in any of its journals. 

 

NAME OF CORRESPONDING AUTHOR     : 

Designation       : 

Institution/College/University with full address & Pin Code   : 

Residential address with Pin Code     : 

Mobile Number (s) with country ISD code    : 

Is WhatsApp or Viber active on your above noted Mobile Number (Yes/No) : 

Landline Number (s) with country ISD code    : 

E-mail Address       : 

Alternate E-mail Address      : 

Nationality        : 



VOLUME NO. 6 (2016), ISSUE NO. 01 (JANUARY)  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 

NOTES: 

a) The whole manuscript has to be in ONE MS WORD FILE only, which will start from the covering letter, inside the manuscript. pdf. 

version is liable to be rejected without any consideration. 

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

New Manuscript for Review in the area of (e.g. Finance/Marketing/HRM/General Mgt./Engineering/Economics/Computer/IT/ 

Education/Psychology/Law/Math/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 expected to be below 1000 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 within twenty four hours 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 a separate mail to the journal. 

g) The author (s) name or details should not appear anywhere on the body of the manuscript, except the covering letter and the 

cover page of the manuscript, in the manner as mentioned in the guidelines. 

 

2. MANUSCRIPT TITLE: The title of the paper should be bold typed, centered and fully capitalised. 

3. AUTHOR NAME (S) & AFFILIATIONS: Author (s) name, designation, affiliation (s), address, mobile/landline number (s), and 

email/alternate email address should be given underneath the title. 

4. ACKNOWLEDGMENTS: Acknowledgements can be given to reviewers, guides, funding institutions, etc., if any. 

5. ABSTRACT: Abstract should be in fully italicized text, ranging between 150 to 300 words. The abstract must be informative and explain 

the background, aims, methods, results & conclusion in a SINGLE PARA. Abbreviations must be mentioned in full. 

6. 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 stop at the end. All words of the keywords, including the first one should be in small letters, except 

special words e.g. name of the Countries, abbreviations.  

7. JEL CODE: Provide the appropriate Journal of Economic Literature Classification System code (s). JEL codes are available at 

www.aeaweb.org/econlit/jelCodes.php, however, mentioning JEL Code is not mandatory. 

8. MANUSCRIPT: Manuscript must be in BRITISH ENGLISH prepared on a standard A4 size PORTRAIT SETTING PAPER. It should be free 

from any errors i.e. grammatical, spelling or punctuation. It must be thoroughly edited at your end. 

9. HEADINGS: All the headings must be bold-faced, aligned left and fully capitalised. Leave a blank line before each heading. 

10. SUB-HEADINGS: All the sub-headings must be bold-faced, aligned left and fully capitalised.  

11. MAIN TEXT:  

THE MAIN TEXT SHOULD FOLLOW THE FOLLOWING SEQUENCE: 

 INTRODUCTION 

 REVIEW OF LITERATURE 

 NEED/IMPORTANCE OF THE STUDY 

 STATEMENT OF THE PROBLEM 

 OBJECTIVES 

 HYPOTHESIS (ES) 

 RESEARCH METHODOLOGY 

 RESULTS & DISCUSSION 

 FINDINGS 

 RECOMMENDATIONS/SUGGESTIONS   

 CONCLUSIONS 

 LIMITATIONS 

 SCOPE FOR FURTHER RESEARCH 

 REFERENCES 

 APPENDIX/ANNEXURE 

The manuscript should preferably range from 2000 to 5000 WORDS. 



VOLUME NO. 6 (2016), ISSUE NO. 01 (JANUARY)  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/ 

vii 

 

12. 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.  

13. EQUATIONS/FORMULAE: These should be consecutively numbered in parenthesis, horizontally centered with equation/formulae 

number placed at the right. The equation editor provided with standard versions of Microsoft Word should be utilised. If any other 

equation editor is utilised, author must confirm that these equations may be viewed and edited in versions of Microsoft Office that 

does not have the editor. 

14. ACRONYMS: These should not be used in the abstract. The use of acronyms is elsewhere is acceptable. Acronyms should be defined 

on its first use in each section: Reserve Bank of India (RBI). Acronyms should be redefined on first use in subsequent sections. 

15. 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. Also check to make sure 

that everything that you are including in the reference section is duly cited in the paper. 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 parenthesis. 

• Headers, footers, endnotes and footnotes should not be used in the document. However, you can mention short notes to elucidate 

some specific point, which may be placed in number orders after the references. 

 

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, 19–23 

UNPUBLISHED DISSERTATIONS  

•          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 Gas Policy, Political Weekly, Viewed on January 01, 2012 http://epw.in/user/viewabstract.jsp



VOLUME NO. 6 (2016), ISSUE NO. 01 (JANUARY)  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/ 

50 

MANAGEMENT OF TECHNOLOGY IN BANKS 
 

DR. NEERU CHADHA 
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AMRITSAR 

 

ABSTRACT 
In view of this, technology has changed the contours of three major functions performed by banks, i.e., access to liquidity, transformation of assets and monitoring 

of risks. Further, Information technology and the communication networking systems have a crucial bearing on the efficiency of money, capital and foreign exchange 

markets. The Software Packages for Banking Applications in India had their beginnings in the middle of 80s, when the Banks started computerizing the branches in 

a limited manner. The early 90s saw the plummeting hardware prices and advent of cheap and inexpensive but high-powered PCs and servers and banks went in 

for what was called Total Branch Automation (TBA) Packages. The middle and late 90s witnessed the tornado of financial reforms, deregulation, globalization etc. 

coupled with rapid revolution in communication technologies and evolution of novel concept of 'convergence' of computer and communication technologies, like 

Internet, mobile / cell phones etc. 

 

KEYWORDS 
technology in banks, Internet banking, computersied banking. 

 

INTRODUCTION 
ramatic manifestations of international development are, for the most part, technologically driven and supported. Industrial age technologies of 

transportation, electrification, farming, medicine and manufacturing can transform economies. The information age technologies of computing and 

communication, bio-technology and genetics hold even more promise for the still undeveloped areas of the world. New wireless technologies, for example, 

do not require massive investments in infrastructure but can enable communications. The field of technology management is concerned with the development of 

the knowledge and management practices required to develop and use technology for organizational and societal advantage. The management of technology 

requires knowledge of technology. This means at least some awareness of what technology is about and where it fits within the totality of knowledge. 

Technology management grew out of engineering management – a discipline developed over the course of the last century in engineering schools, primarily in 

the United States. Engineering management has traditionally focused on capital budgeting, project management, cost control, management of the engineering 

design process, and production control. In other words, it has primarily focused on what to do with existing technology – only recently has it embraced R&D 

management – the development of entirely new technology. On the other hand, Technology Management has grown over the last 15 years as a field within 

business schools in response to the growing importance of technology to the strategy and operations of the organization. Technology Management includes the 

traditional areas of Engineering Management but is more focused on technology as a strategic force for the enterprise, on the importance and development of 

services as well as products, and on invention and innovation as sources of advantage for the organization (Gerard, 1996).  

Banking sector comprise licensed institutions namely commercial banks, finance companies, merchant banks, discount houses and money brokers which are 

licensed under the banking and financial institutions ACT 1989 and supervised by BNM. The banking sector plays an important role as financial intermediary and 

is a primary source of financing for the domestic economy, accounting for about 10% of the total assets of the financial system as at end. In 1990, the banking 

sector in India saw greater emphasis being placed on technology and innovation. Banks began to use technology to provide better quality of services at greater 

speed. Therefore, banks have begun to take an innovative approach towards banking with the objective of creating more value for customers and consequently, 

the banks. While traditionally, banking meant “borrowing and lending” in the latter part of the 20th century, the word look on a different meaning altogether. 

Banks no longer restricted themselves to traditional banking activities, but exposed never avenues to increase business and capture new market. In this light, the 

objective of the study is: 

� To study various technological services provided by bank. 

� To what extent modern technology has an edge over traditional technology 

� To explore the reasons for offering technology to customers. 

� To analyze the benefits of using the technological services 

� To study the challenges faced by banks in using the technology. 

 

DATABASE, SCOPE AND METHODOLOGY 
The universe of the study consisted of Banks providing technological services to customers in Amritsar City. A sample of 20 Banks, i.e. 10 public sector and 10 

private sector banks, which provide services to customers has been taken. Sample included people of both sexes with different Background. The selection of 

respondents has been taken due to based on convenient sampling. Data used in this report is primary. Primary data has been collected by using Questionnaire 

method on. 

� 5-point scale.   

• 2 pts given to S.A. 

• 1 pts given to A. 

• 0 pts given to Neither 

• -1 pts given to D 

• -2 pts given to S.D. 

� Percentage method  

To analyze the question by using percentage method and ranks assign.   

Percentage method have been used weighted average scores have been calculated. The weighted Average scores have been calculated where the responses were 

indicated in terms of S.A., A  

Weighted Average Score  =  W1F1   

                                                                Total number of Respondents 

W = Weight 

F = Frequency  

 

MANAGEMENT OF TECHNOLOGY IN BANKS 
With increased competition in the banking Industry, the net interest margin of banks has come down over the last one decade. Liberalization with Globalization 

will see the spreads narrowing further to 1-1.5% as in the case of banks operating in developed countries. Banks will look for fee-based income to fill the gap in 

D 
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interest income. Product innovations and process re-engineering will be the order of the day. The changes will be motivated by the desire to meet the customer 

requirements and to reduce the cost and improve the efficiency of service. All banks will therefore go for rejuvenating their costing and pricing to segregate 

profitable and non-profitable business. The following are reasons for bank to stay with current technological innovations: 

• Need to overcome Blockers/Barriers to profitability and growth: Banks must try to reduce its barriers. It must adopt technology that provides better facilities 

to ultimate consumer, which leads to profitability and growth of banks. 

• Search for a competitive advantage over competitors: For many years the banks have enjoyed a certain level of protection from potential new competitors. 

From the existing competition, bank has to search for the advantages over competitors, so that customers must enjoy it. Discovery costs of new opportunities 

and identifying where your competitor is vulnerable and where your relative strength provides strategic advantages which can be exploited and magnified, 

can be quite high. 

• Need to comply with changing regulatory and social aspects that affect the bank: Another barrier that protected the “old ways of doing business” was the 

fact that technology was expensive evens before that advent of computers i.e. the process of physical transfer of funds and documents were slower and 

more expensive. The larger banking organizations introduce innovations earlier, compared to smaller banks. In many cases, small institutions could not afford 

the large overhead costs of maintaining an advanced technology and had to pay for them in the form of more extensive Correspondent Banking relationship 

with larger institutions, since many of the check clearing transactions could have been done through the Federal Reserve or private clearing houses, with 

less deposits requirements than those which the smaller institutions had to maintain with their larger brethren in return for the technology assistance 

through the “Correspondent Banking relationship”. (Samuel, 2004). 

 

FUTURE LANDSCAPE OF INDIAN BANKING  
Liberalization and De-regulation process started in 1991-92 which had made a sea change in the banking system. From a much-regulated environment, we have 

gradually moved into a market driven competitive system. Our move towards global benchmarks has been, largely, calibrated and regulator driven. The pace of 

changes gained momentum in the last few years. Globalization would gain greater speed in the coming years particularly because of expected opening up of 

financial services under WTO. Four trends change the banking industry world over, viz. 

� Consolidation of players through mergers and acquisitions,  

� Globalization of operations,  

� Development of new technology  

� Universalisation of banking.  

With technology acting as a catalyst, we expect to see great changes in the banking scene in the coming years. The Committee has attempted to visualize the 

financial world 5-10 years from now. The picture that emerged is somewhat as discussed below.  It entails emergence of an integrated and diversified financial 

system. The move towards universal banking has already begun. This will gather further momentum bringing non-banking financial institutions also, into an 

integrated financial system. The traditional banking functions would give way to a system geared to meet all the financial needs of the customer. We could see 

emergence of highly varied financial products, which are tailored to meet specific needs of the customers in the retail as well as corporate segments. The advent 

of new technologies could see the emergence of new financial players doing financial intermediation. For example, we could see utility service providers offering 

say, bill payment services or supermarkets or retailers doing basic lending operations. The conventional definition of banking might undergo changes. 

Presently, Indian share in the global trade is just about 0.8%.  The long-term projections for growth in international trade are placed at an average of 6% per 

annum.  With the growth in IT sector and other IT Enabled Services, there is tremendous potential for business opportunities.  Keeping in view the GDP growth 

forecast under India Vision 2020, Indian exports can be expected to grow at a sustainable rate of 15% per annum in the period ending with 2010.  This again will 

offer enormous scope to Banks in India to increase their forex business and international presence. Globalization would provide opportunities for Indian corporate 

entities to expand their business in other countries.  Banks in India wanting to increase their international presence could naturally be expected to follow these 

corporate and other trade flows in and out of India. 

One of the concerns is quality of bank lending. Most significant challenge before banks is the maintenance of rigorous credit standards, especially in an environment 

of increased competition for new and existing clients.  Experience has shown us that the worst loans are often made in the best of times.  Compensation through 

trading gains is not going to support the banks forever. Large-scale efforts are needed to upgrade skills in credit risk measuring, controlling and monitoring as also 

revamp operating procedures. Credit evaluation may have to shift from cash flow based analysis to “borrower account behavior”, so that the state of readiness of 

Indian banks for Basle II regime improves. Corporate lending is already undergoing changes. The emphasis in future would be towards more of fee based services 

rather than lending operations. Banks will compete with each other to provide value added services to their customers. 

As Banks seek niche areas, we could see emergence of some national banks of global scale and a number of regional players. Corporate governance in banks and 

financial institutions would assume greater importance in the coming years and this will be reflected in the composition of the Boards of Banks. Concept of social 

lending would undergo a change. Rather than being seen as directed lending such lending would be business driven. With SME sector expected to play a greater 

role in the economy, Banks will give greater overall focus in this area. Changes could be expected in the delivery channels used for lending to small borrowers and 

agriculturalists and unorganized sectors (micro credit). Use of intermediaries or franchise agents could emerge as means to reduce transaction costs. Technology 

will bring fundamental shift in the functioning of banks. It would not only help them bring improvements in their internal functioning but also enable them to 

provide better customer service. Technology will break all boundaries and encourage cross border banking business. Banks would have to undertake extensive 

Business Process Re-Engineering and tackle issues like  

• How best to deliver products and services to customers  

• Designing an appropriate organizational model to fully capture the benefits of technology and business process changes brought about.  

• How to exploit technology for deriving economies of scale and how to create cost efficiencies 

• How to create a customer - centric operation model. 

Entry of ATMs has changed the profile of front offices in bank branches. Customers no longer need to visit branches for their day to day banking transactions. E-

banking and Internet banking have opened new avenues in “convenience banking”.  Internet banking has also led to reduction in transaction costs for banks to 

about a tenth of branch banking. Technology solutions would make flow of information much faster, more accurate and enable quicker analysis of data received.  

This would make the decision making process faster and more efficient. For the Banks, this would also enable development of appraisal and monitoring tools 

which would make credit management much more effective.  The result would be a definite reduction in transaction costs, the benefits of which would be shared 

between banks and customers. With greater use of technology solutions, we expect IT spending of Indian banking system to go up significantly. One area where 

the banking system can reduce the investment costs in technology applications is by sharing of facilities. While dealing with technology, banks will have to deal 

with attendant operational risks.  This would be a critical area the Bank management will have to deal with in future. Payment and Settlement system is the 

backbone of any financial market place.  The present Payment and Settlement systems such as Structured Financial Messaging System (SFMS), Centralized Funds 

Management System (CFMS), Centralized Funds Transfer System (CFTS) and Real Time Gross Settlement System (RTGS) will undergo further fine-tuning to meet 

international standards.  Needless to add, necessary security checks and controls will have to be in place.  In this regard, Institutions such as IDRBT will have a 

greater role to play (Gupta, 2003). 

The focus has on the introduction of new accounting and prudential norms relating to income recognition, provisioning and capital adequacy, and deregulation of 

interest rates & easing of norms for entry in the field of banking. Entry of new banks resulted in the paradigm shift in the ways of banking in India. The growing 

competition, growing expectations led to increased awareness amongst banks on the role and importance of the usage of technology in the banking industry as a 

whole. The arrival of foreign banks and private banks with their superior state-of-the-art technology-based services pushed the Banks in India to follow the suit by 

adopting the latest technologies for meeting the threat of competition and retaining their customer base. Indian banking industry, today is in the midst of an IT 

revolution. A combination of regulatory and competitive reasons has led to the increasing importance of total banking automation in the Indian Banking Industry 
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Chief technology officers will find it easier to balance competing requests for resources when each area of the financial institution has a better understanding of 

how it fits into the enterprise-wide system. Hence, in the era of awakening of the banking sector towards Technology implementation this study has been 

conducted to meet the challenge of competition and customer’s expectations.  

 

RESULTS AND ANALYSIS  
TABLE 1: TECHNOLOGICAL SERVICES PROVIDED BY BANKS 

S.No. Technological services Private Banks Public Banks 

   1 Computerization  System 10 10 

   2 Core Banking 9 7 

   3 Networking 9 9 

   4 Internet Banking 9 8 

   5 Mobile Banking 8 4 

   6 Phone Banking 7 6 

   7 Forex Services 7 7 

   8 Demat of Shares 7 3 

   9 Customer Relationship Management (CRM) 10 10 

   10 Closed User Group (CUG) Networks 1 4 

   11 Resource Management 4 4 

   12 Wireless Technology 1 3 

   13 Call Centers Services 7 2 

   14 ATM Service\Smart Cards 9 6 

   15 Issue of PAN Card Service 0 0 

   16 Electronic Return(E-Return) Service 5 3 

   17 All 0 0 

Table 1 shows the number of technological services provided by Private and Public banks. It shows that Computerization System, Customer Relationship 

Management (CRM) Networking and Forex Services technologies mostly used by Private Banks and Public Banks both. Private Banks providing Core Banking, 

Internet Banking, Mobile Banking, Phone Banking, Demat of Shares, Call Centers Services ATM Service\Smart Cards Electronic Return (E-Return) Service more in 

comparison to Public Banks. Closed User Group (CUG) Networks, Wireless Technology are provided by Public Banks more in comparison to Public Banks. 

 

TABLE 2.1: USAGE OF TECHNOLOGY BY PRIVATE BANKS 

S.no. TECHNOLOGICAL SERVICES No Low Medium High 

1 Computerization  System 0 0 1 9 

2 Core Banking 1 0 4 5 

3 Networking 0 1 0 9 

4 Internet Banking 0 1 1 8 

5 Mobile Banking 1 1 3 5 

6 Phone Banking 1 2 3 4 

7 Forex Services 5 0 2 3 

8 Demat of Shares 5 1 1 3 

9 Customer Relationship Management (CRM) 0 0 5 5 

10 Closed User Group (CUG) Networks 7 1 1 1 

11  Resource Management 6 0 1 3 

12 Wireless Technology 7 2 0 1 

13 Call Centers Services 1 4 1 4 

14 ATM Service\Smart Cards 1 1 3 5 

15 Issue of PAN Card Service 8 2 0 0 

16 Electronic Return(E-Return) Service 6 2 0 2 

Table 2.1 shows the usage extent of Technology by Private Bank. It shows the technology usage at four levels as no use, low level, and medium level and at high 

level. In Private Banks Computerization System, Networking and Internet Banking is used highly while Forex Services, Demat of Shares, Closed User Group (CUG) 

Networks, Resource Management, Wireless Technology, Issue of PAN Card Service, and Electronic Return (E-Return) Service are not so much in use. 

 

TABLE 2.2: USAGE OF TECHNOLOGY BY PUBLIC BANKS 

S.no. TECHNOLOGICAL SERVICES No Low Medium High 

1 Computerization  System 0 0 3 7 

2 Core Banking 3 1 1 5 

3 Networking 1 0 2 7 

4 Internet Banking 2 0 4 4 

5 Mobile Banking 5 2 1 2 

6 Phone Banking 5 0 2 3 

7 Forex Service 2 1 0 7 

8 Demat of Shares 5 4 1 0 

9 Customer Relationship Management (CRM) 1 1 5 3 

10 Closed User Group (CUG) Networks 5 3 1 1 

11  Resource Management 5 2 2 1 

12 Wireless Technology 7 2 0 1 

13 Call Centers Services 6 3 0 1 

14 ATM Service\Smart Cards 2 2 1   5 

15 Issue of PAN Card Service 7 3 0 0 

16 Electronic Return(E-Return) Service 7 1 1 1 
 

Table 2.2 shows the usage extent of Technology by Public Bank. It shows the technology usage at four levels as no use, low level, and medium level and at high 

level. Computerization System, Networking, Forex Service is highly used while Mobile Banking, Phone Banking, Closed User Group (CUG) Networks, Resource 

Management, Wireless Technology, Call Centers Services, Issue of PAN Card Service, Electronic Return(E-Return) Service is not so much is used. 
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TABLE 3 : REASONS FOR OFFERING TECHNOLOGY 

 

 

 

 

 

 

 

 

 

CHART 1 

 
 

Table 4 shows that Banks are offering new technology because of following reasons: 

• Profit 

• Convenience 

• Competition 

• Retain Customers 

• New Customers 

• Customer’s Request 

Competition, Profit and Retain Customers are most important reasons for offering new technologies in both Private Banks and Public Banks both.  

 

TABLE 4: MANAGEMENT OF DATABASE BY BANKS 

Database Private Banks (%) Public Banks               (%) 

Manually 0 0 0 0 

Technically 1 10 3 30 

Both 9 90 7 70 

Table 4 shows that 90 % Private Banks and 70 % Public Banks manage its database by using both ways i.e. manually and technically. 

 

TABLE 5: COPE UP WITH NEW TECHNOLOGICAL INNOVATIONS 

Time frame Private Banks  (%) Public Banks               (%) 

Immediately 8 80 4 40 

After some time 2 20 6 60 

Never 0 0 0 0 

Table 5 shows that 80% Private Banks immediately cope up with technological innovations and 20% after sometime. 40% Public Banks immediately cope up with 

technological innovations while 60% after sometime. 

 

TABLE -6: INTRODUCTION OF TECHNOLOGY TO CUSTOMERS 

 

 

 

 

 

 

 

 

 

Table 6 explains that both Private Banks and Public Banks used Personal Contact and Pamphlets mostly for introduction of technological innovations to customers. 

Seminar, Phone, E-Mails are also used by private banks more in comparison to public banks. 

 

 

 

 

 

 

0

10

20

30

40

50

60

70

80

90

100

Profit ConvenienceCompetition Retain

Customers

New

Customers

Customer’s 

Request

Private Banks (%) Public Banks (%)

Reasons Private Banks  (%) Public Banks               (%) 

Profit 8 80 9 90 

Convenience 8 80 3 30 

Competition 10 100 9 90 

Retain Customers 9 90 9 90 

New Customers 8 80 7 70 

Customer’s Request 3 30 4 40 

Ways Private Banks  (%) Public Banks               (%) 

Seminar 8 80 7 70 

Phone 6 60 2 20 

E-Mails 6 60 1 10 

Fax 1 10 0 0 

Pre-recorded audio 2 20 1 10 

 Personal Contact 10 100 10 100 

Pamphlets 10 100 10 100 
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CHART 2 

 
 

TABLE-7.1: BENEFITS OF USING TECHNOLOGY BY PRIVATE BANKS 

S.No. Benefits Respondents Ranks 

1 Reduction in manual work                             1.8 3.5 

2 Saving in time 1.9 5 

3 Establishing strong customer base 1.8 3.5 

4 Increase in reputation 1.4 1 

5 Meeting competition 1.6 2 

Table 7.1 shows that because of technology Banks have number of benefits. 

• Saving in time 

• Meeting competition 

• Reduction in manual work                                                           

• Establishing strong customer base 

• Increase in reputation 

However, saving in time is one of the most important benefits, which is enjoyed by private banks most. Reduction in manual work and establishing strong customer 

base are also enjoyed as benefits by private banks. 

 

TABLE 7.2: BENEFITS OF USING TECHNOLOGY BY PUBLIC BANKS 

S.No. Benefits Respondents Ranks 

1 Reduction in manual work  1.7 2.5 

2 Saving in time 1.8 4 

3 Establishing strong customer base 1.6 1 

4 Increase in reputation 1.7 2.5 

5 Meeting competition 2 5 

Table 7.2 shows that because of technology Banks have number of benefits. 

• Saving in time 

• Meeting competition 

• Reduction in manual work                                                           

• Establishing strong customer base 

• Increase in reputation 

Meeting competition and saving in time are the most important benefits, which are enjoyed by public banks most. 

 

TABLE-8.1: CHALLENGES FACED BY BANKS IN USING TECHNOLOGY BY PRIVATE BANKS 

S.No. Challenges Respondents Ranks 

1 Difficulty in use of technology 0.2 4 

2 Additional training & development cost .0.3 5 

3 Administrative cost .0.4 6 

4 Customer dissatisfaction -1.1 1 

5 Tough Competition -0.3 2 

6 Grievances from customers -0.2 3 

Table 8.1 shows that administrative cost, additional training & development cost and difficulty in use of technology are the main challenges faced by private banks. 
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TABLE-8.2: CHALLENGES FACED BY BANKS IN USING TECHNOLOGY BY PUBLIC BANKS 

S.No. Challenges Respondents Ranks 

1 Difficulty in use of technology 0.1 2.5 

2 Additional training & development cost .0.8 5 

3 Administrative cost .0.5 4 

4 Customer dissatisfaction -0.7 1 

5 Tough Competition 1.5 6 

6 Grievances from customers 0.1 2.5 

Table 8.2 shows that tough Competition, additional training & development cost administrative cost are the main challenges faced by public banks  

 

FINDINGS AND RECOMMENDATIONS 
From my survey, I have found that employees in banks do not have much knowledge about technology using in banks. They are not aware about many technologies. 

New developments in technologies of banks have shaped the research environment in the last decade. Increasingly, highly educated experts in research institutes 

want more developed technologies. Banks will need to move away from the transaction-processing model to become the advisers of choice for their corporate. 

Best way for banks to maximize organic growth is to personalize the customer experience. Private Banks and Public Banks must prefer modern technology over 

traditional technology because of following advantages: 

• Time saving 

• Accurate 

• Reduction in Manual Work  

• Resulting in Cost Benefit 

 

CONCLUSION 
In view of this, technology has changed the contours of three major functions performed by banks, i.e., access to liquidity, transformation of assets and monitoring 

of risks. Further, Information technology and the communication networking systems have a crucial bearing on the efficiency of money, capital and foreign 

exchange markets. The Software Packages for Banking Applications in India had their beginnings in the middle of 80s, when the Banks started computerizing the 

branches in a limited manner. The early 90s saw the plummeting hardware prices and advent of cheap and inexpensive but high-powered PCs and servers and 

banks went in for what was called Total Branch Automation (TBA) Packages. The middle and late 90s witnessed the tornado of financial reforms, deregulation, 

globalization etc coupled with rapid revolution in communication technologies and evolution of novel concept of 'convergence' of computer and communication 

technologies, like Internet, mobile / cell phones etc. 

The study based on Management of Technology in Banks survey through predesigned Questions suffers fear a basic limitation of different between what is 

recorded and what is actually happened, no matter how carefully the questionnaire has been designed and field of investigation conducted. The respondents may 

deliberately not give the correct answers and there is no way of checking back on respondents responses. I have tried to minimize such errors yet the possibility 

of an error creeping in, may be there. Further the lack of time and financial resources also prevented an in depth study of the problem. In addition, some other 

limitations regarding the validity of conclusion may be mentioned as following: 

• The present study is confined to the city of Amritsar only. The findings of the study may not be applicable to the other parts of the country. 

• The sample taken may not be fully represent able because the sampling Technique used was convenient sampling. 

• Sample size is taken as 20 banks only.  

• There were time and resource constraints prevailing 

• The accuracy of conclusion and findings depends upon accuracy of the respondents.     
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