
VOLUME NO. 2 (2012), ISSUE NO. 5 (MAY) ISSN 2231-1009 

  A Monthly Double-Blind Peer Reviewed Refereed 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. 

as well as inOpen J-Gage, India [link of the same is duly available at Inflibnet of University Grants Commission (U.G.C.)] 
Registered & Listed at: Index Copernicus Publishers Panel, Poland 

Circulated all over the world & Google has verified that scholars of more than 1388 Cities in 138 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 

www.ijrcm.org.in 



VOLUME NO. 2 (2012), ISSUE NO. 5 (MAY) ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

ii

CONTENTSCONTENTSCONTENTSCONTENTS    
Sr. 

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

1. A FRAMEWORK FOR GREEN PRODUCT ADOPTION BY INDIAN CONSUMERS 

VISHNU NATH, DR. RAJAT AGRAWAL, DR. ADITYA GAUTAM & DR. VINAY SHARMA 

1 

2. PROBLEMS IN IMPLEMENTING E-COMMERCE IN OMAN 

M. IFTEKHAR AHMAD & DR. A. M. AGRAWAL 

8 

3. FINANCIAL PERFORMANCE (FP) AND INFORMATION TECHNOLOGY CONTROL SYSTEM (ITCS) IN NIGERIN BANKS 

MANSUR LUBABAH KWANBO 

12 

4. AN EXTENDED TECHNOLOGY ACCEPTANCE MODEL TO UNDERSTAND ONLINE SHOPPING 

MUHAMMAD RIZWAN, IMRAN ANWAR MIR & DR. KASHIF UR REHMAN 

16 

5. AN ATTITUDE SURVEY ON FIVE TOP TOURIST TRAFFIC HOST COMMUNITIES TOWARDS TOURISM ACTIVITIES: A CASE STUDY OF 

ETHIOPIA 

DR. GETIE ANDUALEM IMIRU 

21 

6. CHANGING SCENARIO OF EXPORT ORIENTED CERAMIC TABLEWARE INDUSTRY OF BANGLADESH AND MARKETING STRATEGY 

FORMULATION: AN APPLICATION OF GROWTH-SHARE MATRIX 

GOLAM MOHAMMAD FORKAN 

32 

7. IMPACT OF THE THEORY AND PRACTICE OF GOVERNMENT CONTRACTING IN THE SOUTH AFRICAN PUBLIC HEALTH SYSTEM 

LULAMILE NTONZIMA & DR. MOHAMED SAYEED BAYAT  

39 

8. COMPARISON OF COMPREHENSIVE INCOME AND NET INCOME IN EVALUATING OF FIRM PERFORMANCE 

ROYA DARABI, MALIHE ALIFARRI, MAHBOOBEH REZAYI & SHAHIN SAHRAEI 

45 

9. INFLUENCE OF SERVICE QUALITY ON SATISFACTION OF CUSTOMERS OF TELECOM SECTORS IN CHENNAI 

L. SRIDHARAN & DR. N. THANGAVEL 

52 

10. EFFECT OF COMPUTER ASSISTED INSTRUCTION (CAI) ON ELEMENTARY SCHOOL STUDENTS’ PERFORMANCE IN BIOLOGY 

RAMANJEET KAUR, SUSHAMA SHARMA & ANIL K. TYOR 

57 

11. RURAL TRANSFORMATION AND SHGS IN NAGAPATTINAM DISTRICT – A HOLISTIC APPROACH 

N. SATHIYABAMA & DR. N. SHANI 

60 

12. RECENT TRENDS IN INDIAN AGRICULTURAL DIVERSIFICATION 

DR. DEEPAKSHI GUPTA 

68 

13. INVESTMENT BANKING - A COMPREHENSIVE OVERVIEW 

DR. S. ANITHA 

73 

14. PREVENTION OF INVENTORY SHRINKAGE IS BETTER THAN SHRINKING THE PROFIT – A GLOBAL ORGANISED RETAIL 

CONFRONTATION 

P. SATHISH CHANDRA & DR. G.SUNITHA 

77 

15. A STUDY OF CUSTOMER RELATIONSHIP MANAGEMENT PRACTICES IN HOTELING SECTOR 

V. P. DESHMUKH, N. R. JADHAV & S. P. SHINDE 

82 

16. ROLE OF GOVERNMENT OF INDIA IN ENHANCING KNOWLEDGE MANAGEMENT PRACTICES IN MSMEs 

DR. CHITRA SIVASUBRAMANIAN & S. D. UMA MAGESWARI 

89 

17. CRM IN VARIOUS DIMENSIONS 

MOHD ABDUR RAHMAN, MOHD ABDUL HAMEED & DR. SHAZAN MOHD KHAN 

96 

18. WI-FI DEPLOYMENTS IN CONJUNCTION WITH WI-MAX FOR NEXT GENERATION HETEROGENEOUS NETWORK 

AJAY M. PATEL & HIRAL R. PATEL 

103 

19. A  CASE STUDY ON PERFORMANCE APPRAISAL WITH REFERENCE TO INDIAN BANK, CHITTOOR DISTRICT (A.P) 

CHEEKOORI JYOTHSNA & CIDDA REDDY JYOSHNA 

106 

20. STRATEGIC TRAINING FOR NON-LIFE INSURANCE COMPANIES’ OF INDIA 

CHIRAG DHANJI PATEL 

113 

21. BIOMETRICS SECURITY SYSTEM IS A TOOL FOR DAILY LIFE SECURITY 

MONALIKA SHARMA 

118 

22. EFFECTIVENESS OF SOFTWARE METRICS IN FINDING THE FAULTY CLASSES 

POOJA 

122 

23. A COMPARATIVE STUDY ON PERFORMANCE OF SELECTED SBI SECTOR FUNDS 

G. L. MEENA 

127 

24. MICRO, SMALL AND MEDIUM (MSMEs) ENTERPRISES AND INDIAN ECONOMY: AN EMPIRICAL STUDY ON ROLE OF MSMEs 

SUSANTA KANRAR 

129 

25. ENHANCING EFFECTIVENESS OF CRM THROUGH MOBILE CRM IN EDUCATION SECTOR 

LAKSHMI KALYANI & DR. ABHISHEK SINGH 

136 

26. A STUDY ON PROFITABILITY ANALYSIS OF SHIPPING COMPANIES IN INDIA 

DR. P. CHELLASAMY & M. SRIDEVI 

140 

27. SCIENTOMETRIC MAPPING OF GREEN COMPUTING:  THE GLOBAL PERSPECTIVE 

M. PADMINI, T. R. SAJANI NAIR, R. SURYA & T. SUHIRTHARANI 

144 

28. TESTING THE WEAK FORM EFFICIENCY OF COMMODITY MARKET IN INDIA 

YUVARAJ. D 

148 

29. AGILE BUSINESS INTELLIGENCE FOR AGILE DECISION-MAKING 

SIREESHA PULIPATI 

152 

30. INFORMATION TECHNOLOGY: ITS APPLICATION AND IMPACT ON ORGANIZATIONAL CULTURE OF STATE BANK OF INDIA AND ITS 

ASSOCIATES WITH SPECIAL REFERENCE TO MODERNIZATION OF CORE PROCESSING SYSTEM 

MOHITA 

157 

 REQUEST FOR FEEDBACK 161 



VOLUME NO. 2 (2012), ISSUE NO. 5 (MAY) ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

iii

CHIEF PATRONCHIEF PATRONCHIEF PATRONCHIEF PATRON 
PROF. K. K. AGGARWAL 

Chancellor, Lingaya’s University, Delhi 

Founder Vice-Chancellor, GuruGobindSinghIndraprasthaUniversity, Delhi 

Ex. Pro Vice-Chancellor, GuruJambheshwarUniversity, Hisar 

    
PATRONPATRONPATRONPATRON    

SH. RAM BHAJAN AGGARWAL 

Ex.State Minister for Home & Tourism, Government of Haryana 

Vice-President, Dadri Education Society, Charkhi Dadri 

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

    
COCOCOCO----ORDINATORORDINATORORDINATORORDINATOR 

MOHITA 

Faculty, Yamuna Institute of Engineering & Technology, Village Gadholi, P. O. Gadhola, Yamunanagar 

    
ADVISORSADVISORSADVISORSADVISORS 

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. S. L. MAHANDRU 

Principal (Retd.), MaharajaAgrasenCollege, Jagadhri 

    
EDITOREDITOREDITOREDITOR 

PROF. R. K. SHARMA 

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

    
COCOCOCO----EDITOREDITOREDITOREDITOR 

MOHITA 

Faculty, Yamuna Institute of Engineering & Technology, Village Gadholi, P. O. Gadhola, Yamunanagar 

    
EDITORIAL ADVISORY BOARDEDITORIAL ADVISORY BOARDEDITORIAL ADVISORY BOARDEDITORIAL ADVISORY BOARD    

DR. RAJESH MODI 

Faculty, YanbuIndustrialCollege, Kingdom of Saudi Arabia 

PROF. PARVEEN KUMAR 

Director, M.C.A., Meerut Institute of Engineering & Technology, Meerut, U. P. 

PROF. H. R. SHARMA 

Director, Chhatarpati Shivaji Institute of Technology, Durg, C.G. 

PROF. MANOHAR LAL 

Director & Chairman, School of Information & Computer Sciences, I.G.N.O.U., New Delhi 

PROF. ANIL K. SAINI 

Chairperson (CRC), GuruGobindSinghI. P. University, Delhi 

PROF. R. K. CHOUDHARY 

Director, Asia Pacific Institute of Information Technology, Panipat 

DR. ASHWANI KUSH 

Head, Computer Science, UniversityCollege, KurukshetraUniversity, Kurukshetra 

 



VOLUME NO. 2 (2012), ISSUE NO. 5 (MAY) ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

iv

DR. BHARAT BHUSHAN 

Head, Department of Computer Science & Applications, GuruNanakKhalsaCollege, Yamunanagar 

DR. VIJAYPAL SINGH DHAKA 

Dean (Academics), Rajasthan Institute of Engineering & Technology, Jaipur 

DR. SAMBHAVNA 

Faculty, I.I.T.M., Delhi 

DR. MOHINDER CHAND 

Associate Professor, KurukshetraUniversity, Kurukshetra 

DR. MOHENDER KUMAR GUPTA 

Associate Professor, P.J.L.N.GovernmentCollege, Faridabad 

DR. SAMBHAV GARG 

Faculty, M. M. Institute of Management, MaharishiMarkandeshwarUniversity, Mullana 

DR. SHIVAKUMAR DEENE 

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

DR. BHAVET 

Faculty, M. M. Institute of Management, MaharishiMarkandeshwarUniversity, Mullana 

    
ASSOCIATE EDITORSASSOCIATE EDITORSASSOCIATE EDITORSASSOCIATE EDITORS 

PROF. ABHAY BANSAL 

Head, Department of Information Technology, Amity School of Engineering & Technology, Amity University, Noida 

PROF. NAWAB ALI KHAN 

Department of Commerce, AligarhMuslimUniversity, Aligarh, U.P. 

DR. ASHOK KUMAR 

Head, Department of Electronics, D. A. V. College (Lahore), AmbalaCity 

ASHISH CHOPRA 

Sr. Lecturer, Doon Valley Institute of Engineering & Technology, Karnal 

SAKET BHARDWAJ 

Lecturer, HaryanaEngineeringCollege, Jagadhri 

    
TECHNICAL ADVISORSTECHNICAL ADVISORSTECHNICAL ADVISORSTECHNICAL ADVISORS    

AMITA 

Faculty, Government M. S., Mohali 

MOHITA 

Faculty, Yamuna Institute of Engineering & Technology, Village Gadholi, P. O. Gadhola, Yamunanagar 

    
FINANCIAL ADVISORSFINANCIAL ADVISORSFINANCIAL ADVISORSFINANCIAL ADVISORS    

DICKIN GOYAL 

Advocate & Tax Adviser, Panchkula 

NEENA 

Investment Consultant, Chambaghat, Solan, Himachal Pradesh 

    
LEGAL ADVISORSLEGAL ADVISORSLEGAL ADVISORSLEGAL ADVISORS    

JITENDER S. CHAHAL 

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

CHANDER BHUSHAN SHARMA 

Advocate & Consultant, District Courts, Yamunanagar at Jagadhri 

 
SUPERINTENDENTSUPERINTENDENTSUPERINTENDENTSUPERINTENDENT    

SURENDER KUMAR POONIA 



VOLUME NO. 2 (2012), ISSUE NO. 5 (MAY) ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

v

CALL FOR MANUSCRIPTSCALL FOR MANUSCRIPTSCALL FOR MANUSCRIPTSCALL FOR MANUSCRIPTS    
Weinvite unpublished novel, original, empirical and high quality research work pertaining to recent developments & practices in the area of 

Computer, Business, Finance, Marketing, Human Resource Management, General Management, Banking, Insurance, Corporate Governance 

and emerging paradigms in allied subjects like Accounting Education; 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; Monetary Policy; Portfolio & Security Analysis; Public Policy 

Economics; Real Estate; Regional Economics; Tax Accounting; Advertising & Promotion Management; Business Education; Management 

Information Systems (MIS); Business Law, Public Responsibility & Ethics; Communication; Direct Marketing; E-Commerce; Global Business; 

Health Care Administration; Labor 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; Public Administration; Purchasing/Materials Management; Retailing; Sales/Selling; Services; Small 

Business Entrepreneurship; Strategic Management Policy; Technology/Innovation; Tourism, Hospitality & Leisure; Transportation/Physical 

Distribution; Algorithms; Artificial Intelligence; Compilers & Translation; Computer Aided Design (CAD); Computer Aided Manufacturing; 

Computer Graphics; Computer Organization & Architecture; Database Structures & Systems; Digital Logic; Discrete Structures; Internet; 

Management Information Systems; Modeling & Simulation; Multimedia; Neural Systems/Neural Networks; Numerical Analysis/Scientific 

Computing; Object Oriented Programming; Operating Systems; Programming Languages; Robotics; Symbolic & Formal Logic and Web Design. 

The above mentioned tracks are only indicative, and not exhaustive. 

Anybody can submit the soft copy of his/her manuscript anytime in M.S. Word format after preparing the same as per our submission 

guidelines duly available on our website under the heading guidelines for submission, at the email addresses: 

infoijrcm@gmail.comorinfo@ijrcm.org.in. 

GUIDELINES FOR SUBMISSION OF MANUSCRIPTGUIDELINES FOR SUBMISSION OF MANUSCRIPTGUIDELINES FOR SUBMISSION OF MANUSCRIPTGUIDELINES 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 mention the 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. 2 (2012), ISSUE NO. 5 (MAY) ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.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, KurukshetraUniversity, Kurukshetra. 

ONLINE RESOURCES 

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

WEBSITE 

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



VOLUME NO. 2 (2012), ISSUE NO. 5 (MAY) ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

136

ENHANCING EFFECTIVENESS OF CRM THROUGH MOBILE CRM IN EDUCATION SECTOR 
 

LAKSHMI KALYANI 

SR.LECTURER & PROJECT LEADER 

CENTRE FOR DEVELOPMENT OF ADVANCED COMPUTING 

CDAC 

NOIDA 

 

DR. ABHISHEK SINGH 

ASST. PROFESSOR 

BIRLA INSTITUTE OF TECHNOLOGY 

MESRA 

 

ABSTRACT 
In recent years e-CRM has taken a step further from traditional CRM in implementing and effectively operating various CRM operations and services through 

electronic medium. Further, from using traditional CRM to e-or electronic CRM [1], the usage has now shifted to m-CRM due to its obvious benefits of any place, 

anytime, anywhere availability and accessibility of required information. While the use of m-CRM in market sector has been researched upon and even deployed, 

its usage in Education sector is quite novel. This study is being carried out to assess the benefits and possible adoption of mobile Customer Relationship 

Management (m-CRM) with respect to the various services and usability of technology in the targeted Education sector. This paper provides the details and 

findings of the study done through the conduction of a pilot survey. The study aims in establishing the usability of m-CRM in the Education sector for enhancing 

the effectiveness of overall CRM operations from Education perspective like on-the job training requirements etc .The study also proposes the use of m-Learning 

or mobile Learning as the m-CRM service for imparting educational CRM services.  

 

KEYWORDS 
CRM, e-CRM, mobile Customer Relationship Management (m-CRM), Customer services, m-Learning. 

 

INTRODUCTION 
vidence within the marketing literature has shown that organizations can aim for high levels only by constantly improving their operations via the 

exploration and embedding of newer and latest technologies.   

From using traditional CRM to e-CRM or electronic CRM [1], the usage has now shifted to m-CRM due to its obvious benefits of any place, any time, any 

where availability and accessibility of required information. 

If e-CRM allowed customers to access organizational services from more and more places, as the internet access points are increasing by the day, m-CRM has 

taken this one step further. This is so because m-CRM allows customers or managers to access the systems for instance form a mobile phone or PDA with 

internet access, resulting in high flexibility, mobility and timely implementation of various CRM operations –not only of marketing but also of on the job training 

requirements. 

Mobile CRM or mobile Customer Relationship Management , in simple terms is nothing but communication, either one way or interactive, related to sales, 

marketing, customer services activities , training activities etc. conducted through mobile medium for the main purpose of building and maintaining customer 

relationships between an organization and its customers and thus enhance their organizational operations and activities. 

The usage of m-CRM in market sector [2] has been mainly for enhancing business operations and for providing supportive on the job training and learning 

requirements, where the users of m-CRM in this sector would be internal employees of the organization such as sales representatives, managers, Head of the 

organization and other employees and of course the external users that is customers of the organization  -both existing as well as prospective customers.  

Though lot of research has been done for verifying the usability of mobile CRM in the market sector but majority of the research only focused on the usability of 

m-CRM for business purposes and not for handling the educational or training needs.  

However, increasing number of Marketing and Educational institutions are in search of effective Learning tools for imparting effective and timely education and 

providing on the job training to its employees, students, officers etc. m-Learning or mobile Learning is identified as a possible m-CRM service for achieving the 

above successfully . 

The usage of m-CRM in education sector is a novel view , but is being researched upon in the recent years[3] , where it is proposed to be used for educational 

and learning needs and for delivering and accessibility of required organizational information.    

This paper presents the details and findings of the study done on the effectiveness of usage of m-CRM with respect to the Education sector, based on the 

exhaustive study of the recent education scenario and its requirements and through the conduction of a pilot survey.       

 

LITERATURE REVIEW 
The spread of mobile communication, which has become a global mega-trend, has opened up fresh opportunities to get to know the customer, attract new 

customers and cultivate customer relations (Silberer, 2004). Smith [2007] explored CRM in mobile technology and communication which showed the way mobile 

communication enhanced CRM prospects in any organization with the benefits of no downtime, increased sales, timely access to accurate customer info and 

many more . Today m-CRM is part of almost any successful business – whether banks, hospitals, financial institutions, food industry and other service industry 

like tourism, airline, railways etc. The successful adoption of m-CRM in various sectors led to the exploration of its usage in Education sector too. While CRM is a 

widespread concept in the corporate and business world, it is a relatively new phenomenon in the higher Education sector (Grant & Anderson, 2002). CRM as a 

concept is also relevant to the education industry (Seeman and O’Hara, 2006 and Burdt, 2005).  

Educational institutions worldwide are undergoing fundamental shifts in how they operate and interact with their “customers” (students, alumni, donors, 

business community and staff members). This use of technology is affecting almost every area of society, including education (Pollara.P.et al, 2011). In view of 

corporate CRM activities, college student enrollment management activities of converting probable students to the admitted represent the marketing 

components of CRM ; the conversion of admitted students to enrollees represent the component of sales and the continuous enrollment and participation as 

alumni represent the retention and support components (Chitra Nair,2007) . As higher education institutions are “student centric”, organizations that 

encompass a wide range of student outreach and counseling activities such as admissions, academic advising, job placement and more. Universities and colleges 

may benefit from CRM by improving student facing processes (Chen and Ching, 2005),personalizing communications with students (Karimi et al,2001),sharing 

information among departments(Chen and Ching, 2005) and increasing student retention and satisfaction (Bradshaw and Brash, 2001).  

So, CRM and thus mobile CRM is finding place in Education too, as an essential tool especially for those education centers that are working on the web as Virtual 

or distance universities, providing e-Learning mode of education. In fact many e-Learning tools provide specific CRM and m-CRM functionality such as WebCT or 

IBM learning space etc. In this context, the use of mobile learning or m-Learning has been highlighted as a m-CRM service for education. Combined with web 2.0 

E
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technologies, mobile devices are today seen as offering new learning possibilities which represent a dynamic change in the strategies employed by learners and 

their production and consumption of learning products (Conole et al 2008). Tait (2000) has argued strongly in favor of incorporating customer centered practices 

into approaches to learning support which take into consideration the demands of course programmes such as assessment. Robinson, Riche and Jacklin (2007) 

have also called for the integration of university led and non-university led support services which provide opportunities to develop supportive relationships in 

the formal and informal learning environments. 

 

OBJECTIVES OF STUDY 
The main focus of the study is to investigate the effectiveness of adoption and usability of m-CRM for enhancing the implementation and management of 

learning and training needs. 

Taking into account the purpose of the study, a broad study of the market and education sectors is seen as appropriate .This is so because more and more 

business and educational institutions are focusing on providing effective learning services either for on the job training requirements for their employees or for 

others in general. The choice undoubtedly influences the generalizability of the results of the study. 

Thus the main objective of the study is to assess how the effectiveness of CRM could be enhanced through mobile CRM in Education sector, where the targeted 

mobile CRM service is providing learning to customers of education sector that is students as well as providing on the job training to employees and other 

customers of education sector. To achieve the objectives of the study, m-learning is identified as the m-CRM technology for providing learning and training 

services.    

 

METHODOLOGY OF STUDY 
The study consisted of collection and analysis of various kinds of data. The objective was to get both rich primary data as well as studied and analyzed secondary 

data for arriving at a stronger relevant conclusion. 

The study for the market sector for its educational and training needs is primarily based on secondary data collected from the study of existing literature which 

majorly include journals, conference proceedings, national and international marketing reviews and surveys etc. which are relevant to the topic. The study was 

also based on the reflections combined with inputs from informal discussions with several management educators, consultants, sales representatives and 

managers which have taken place at several meetings, seminars and conferences over the last few years.  

As the main focus of the study is studying effectiveness of m-CRM in Education sector so it consisted of collecting primary data through a pilot survey carried out 

through structured questionnaire comprising of around 100 respondents .The organizations identified and surveyed included Academic and Training 

organizations which were a mix of all the categories of Public, Private, Deemed, Autonomous and Government organizations.  

 

EFFECTIVENESS OF m-CRM IN EDUCATION SECTOR  
In the Education sector, the customers have been identified as being students, instructors, administrators, Head of Departments etc. and Mobile Learning is 

considered to be the main CRM service that can be imparted in Education sector using mobile technology. 

Mobile Learning in simple terms is nothing but provision of educational and learning services through the use of mobile devices. It has recently emerged as a 

possible solution for providing support for academic education as well as corporate trainings in Academic institutes and business organizations alike .This 

support would be in terms of the various services that are possible through m-CRM, which are identified as : 

1. Training and Educational services 

2. Information about the activities of the institute 

3. Schedules, time plans etc. 

4. Latest Notifications 

5. Admissions and fee information and results 

6. Examination schedules and results  

7. Student records  

These could be provided through SMS alerts, messages, and Discussion forums etc. accessible through mobile devices. These activities when done through 

traditional methods of web portals,  

The successful adoption of mobile learning as m-CRM service in Education will depend upon the user’s requirements, behavioral pattern and ability to adapt to 

the technology. To understand the same a pilot survey was carried out. 

The pilot survey targeting the Education sector was conducted with random samples selected from institutes in and around Noida and NCR region comprising of 

Government, Autonomous and private educational institutions such as Amity, CDAC, IGNOU, and few engineering colleges. 

A structured questionnaire was prepared with the main aim of assessing the benefits and adoption of mobile Learning as a m-CRM service in Education sector. 

The questionnaire was administered to over 100 people on pilot basis which majorly consisted of collection of students, and faculty from the above educational 

institutes. 

The main purpose of the survey was to assess the user awareness, perception about e-learning, mobile learning , their primary reason to such tools ,activities 

preferred in m-learning and the preferences over the existing traditional learning tools vis-a vis the M-learning etc.  The structured questionnaire was 

administered for the purpose of conducting the above exercise and the survey findings have been analyzed and tabulated.  

 

RESULTS & FINDINGS 
The results of the survey are as given below: 

1. Preferred Type of  Learning 

The survey revealed more than 29% of the respondents preferring e-learning and 16% preferred  m-learning and  39% preferred combination traditional, e-

learning and m-learning which reveals that the education sector is in the transition phase and the future will be technology driven. 

 

TABLE 1: PREFERRED TYPE OF LEARNING 

 

 

 

 

 

 

2. Usage of mobile Internet  

More than 85% of the respondents use mobile on a regular basis, the respondents mobile usage levels are high. The challenge is of converting the above usage 

for the learning purposes through the use of cost-effective and user-friendly technologies.  

 

TABLE 2: USAGE OF MOBILE INTERNET 

 

 

Preferred Type of Learning  % of respondents

Traditional i.e classroom based 15.79 

e-Learning 28.95 

Mobile Learning or m-Learning 15.79 

Combination of above  39.47 

Yes  No  

84.4%15.6%
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3. Frequency of mobile Internet usage  

The penetration of mobile and high usage is reflected by more than 2/3rds of the respondents use the mobile internet services on a daily basis which should 

help the planners to give a hint that acceptability of mobile as a learning tools would be easier option as it finds a day –to day usage and occupies a vital role and 

the need to evolve converting the mobile from a communication tool to education tool. 

 

TABLE 3: FREQUENCY OF MOBILE INTERNET USAGE 

 

 

 

 

 

 

   

4. Willingness to use mobile Learning services  

More than 88% of the respondents were ready to adopt and use m-learning services for their learning purposes which reveals absence of any mind block for 

from traditional learning methods to the technology driven learning tools. 

 

TABLE 4: WILLINGNESS FOR M-LEARNING 

 

 

 

5. Adoption of Mobile Learning by every academic institute  

To a pointed question regarding introducing the m-learning in the academic institution 75% of the respondents agreed for immediate adoption while 25% did 

not agree for the same. 

TABLE 5: ADOPTION OF m-LEARNING 

 

 

 

6. Preference for Customized Learning services to students  

 

TABLE 6: PREFERENCE FOR CUSTOMIZED VS STANDARD M-LEARNING 

 
75% of the respondents wanted a customized m-learning based on the learners requirements while 25%of the respondents preferred a standard  m-learning  

tools. 

7. Expected utility of m-learning tools 

TABLE 7: EXPECTED UTILITY OF m-LEARNING TOOLS 

 

 

      

 

 

 

 

More than 43% of the respondents expected that m-learning should not only provide learning but also address the queries and other issues  while 14% of the 

respondents viewed it as a just in time learning tool and 9% viewed it as learning tool on the move while 34% looked it as combination all. 

8. Preferred Contents of learning through mobile  

The preferred contents varied from glossary & definitions accounting for 44% while academic news& announcements for 28% class schedules exam schedules 

for 16%.                                                    

TABLE 8: PREFERRED MOBILE CONTENTS 

 

 

 

 

 

 

9. m-learning as anytime learning tool 

More than 97% of the respondents viewed it as anytime learning tool while 3 viewed it otherwise. 

 

TABLE 9: M-LEARNING AS ANYTIME LEARNING TOOL 

 

 

CUSTOMISED Vs Standard  m-Learing

75

25

Using mobile Internet % of respondents

Daily 65.63 

Weekly 12.50 

Monthly 6.25 

Tried couple of times 9.38 

Never used  6.25 

Yes  No  

87.5%12.5%

Yes  No  

75.0 %25.0%

Benefit of Learning through mobile    % of respondents 

Send & Receive prompt response to queries 42.86 

Just in time Learning support  14.29 

On the  move educational service 8.57 

All of above  34.29 

Preferred contents  mobile    % of respondents

Teacher notes  12.00 

Supporting Learning content like glossary, definitions etc.44.00 

Academic news & announcements  28.00 

Schedules like class schedule, exam schedule etc. 16.00 

Yes  No  

96.9 % 3.1%
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1. Preferred price  for providing  mobile Learning  

                                                                 TABLE 10: PREFERRED PRICE FOR MOBILE LEARNING 

 

 

 

 

 

       

Thus, the above survey results draw the conclusion that  

i) Around 75% on average were preferring mobile learning as well as combined learning 

ii) 80-90% of the respondents have agreed that m-Learning as a m-CRM tool will enhance provision and access of various types of educational services.    

Analyzing the survey results, it has been found that m-CRM definitely enhances the effectiveness of CRM usage. The deployment and sharing of educational 

activities as indicated above when done through traditional methods of web portals, or online support, depend on the availability of such access facility at the 

customer end as well.  Whereas mobile devices are available with almost all people and with cost of these devices decreasing with each day.  the business and 

training needs are improved for the organizations at the same time achieving highest possible customer satisfaction. 
 

LIMITATIONS AND FUTURE RESEARCH DIRECTIONS  
The survey results and other research findings to some extent definitely prove that mobile CRM can be used for effectively enhancing overall CRM based 

educational services, which can get a big boost through mobile Learning and other training support services .   

Still, the study has the limitations of collecting data from minimum sources only and that too from secondary informants. Future research need to include 

multiple primary informants for gaining confidence in the research findings.  Further the questionnaire needs to be redesigned for the final survey so as to 

include relevant questions for drawing accurate inferences. Thus, the study in future is proposed to be done with a final survey encompassing bigger sample size 

in the Education sector for establishing and arriving at a factual conclusion of the above.    
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Price of mobile learning % of respondents

At slightly higher prices than current 21.21 

Same price  18.18 

Low price  36.36 

Flexible paying schemes 24.24 
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