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Foreword

The Institutions offering higher education, has got the huge
responsibility of unleashing human potential, exploration of new
ideas and adding more refined knowledge to the existing bank of
knowledge, Publication is the way we move forward in this direction.
Hence, A.J. Institute of Management is bringing out it's research
journal for the last eight years, with quality research articles,
conceptual papers, empirical reports and book review of the
renowned writers. We are happy to bring out Volume 8, No. | of
Anveshana comprising

« “Trends in Municipal Finances in Uttara Pradesh”, jointly
authored by Dr. A.K. Singh and Dr. M.P. Singh.

e “Quality Management and Best Practices: An Experiential
Learning Model for Higher Education with a Special
Reference to Laxmi Memorial Education Trust®", reported
by Mrs. Ashritha P. Shetty,

« “Bangla Desh Education policy 2010: An Analysis of ils
Contribution Towards National Human Resource
Development”, jointly presented by Md. Rashed Igbal and
Dr. Amir Mohammed Nasrullah.

. :m-daa’té, AEer sz ﬁf;‘ﬁ”f% as viewed by Prof. Chandra
Poojary,

« “The Impact of Loyalty Cards in Retaining Customers; A
Study with reference to Mega Mart Retail Outlet in
Mangalore City™, jointly authored by Mr. Deepak Rao and
Mrs. Rashmitha R. Kotian

« “Jonathan Livingston Seagull — A Book Review™, authored
by Richard Bach, as reviewed by Prof. Vishnumoorthy
Prabhu.
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Dr. T. Jayaprakash Rao
Editor in Chief

Anveshana 84 2008); |



Trends in Municipal Finances /2

Trends in Municipal Finances in Uttar Pradesh

Dr. A. K. Singh
Dr. M. P. Singh

Abstract

Lirhan local governments are entrusted with a set of responsibilities
of providing basic wrhan amenities and services to the people. They
are dependent on states and centre for grant in aid and loans as the
own resources of ULBy are grossly inadequate. There is mismatch
between functions and municipal resources. The efforts for
additional resource mobhilization to fulfil the commitments by the
ULBs are not adegquate due to various factors. The ULBs are
becoming dependent on transfers and fiscal develution from central
and state governmenis to meet out their financial requirements.
Central Government has launched Missions and schemes for
infrastructure development in selected cities and towns with massive
Sfinancial investment. These schemes envisage strengthening of urban
local bodies through introducing reforms and stepping up concreie
efforts for additional resource mobilization. Thus, it is necessary 1o
reduce dependence of local bodies on government support. They
should effectively exploit the revenue potential through
rationalization of assessmeni norms, simplification of procedures;
rebate on timely payvment, revision of old levies and taxes ete,
Municipal governmenis may be allowed to enjoy fiscal autonomy
with freedom of choice in regard to imposing new tuxes and revising
tax rates. It is argwed that municipal bodies are not financially strong
enough to tap capital market for undertaking infrastructure works
which involve huge capital invesiment, long gestation period. But the
provision of marketing borrowing will certainly motivate the
municipal bodies to revamp their financial strength to mobilize
resources from market, There is also need to encourage private
sector involvement in the development, strengthening and creator of

* Assistam Directoy, RCUES. Lucknow Untversity Campus, Lucknow
% dssistant Prof. Fuculty of Management , Shri Ram Swaroop Group of
Professtonal Colleges, Lucknow , Uttar Pradesh
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urban infrastrencture. Against this backdrop, present paper purporis
to examine the emerging trends in municipal finances in Uttar
Pradesh.

Keywords: Urban Local Government, Infrastrueture Development,
Private Sector, Municipal Income

Introduction

Cities are the engines of growth and leading edge of economic
dynamism in a country. Cities are governed by urban local
governments, As finance is the life blood of urban local governments,
effective management of municipal financial resources is imperative
besides concrete efforts for resource mobilization (Singh, 2011) . The
functional domain of ULBs in India considered of the provision of
local public goods and services, mcluding goods with merit
characteristics, These comprised, in the main, public health
imcluding water supply, disposal of waste water, sohid waste
collection and disposal, city wide roads and streets, street lighting
and other public amenities like parks and playgrounds. There has
been mismatch between the existing municipal finances and
functions delivered by the urban local governments. The efforts for
augmenting the resources of municipal bodies in the country
including essential reforms in the property tax system, collection and
exploitation of user charges and fees for various services delivered by
ULBs are not adequate( Rar and Singh,2010) . The ULBs are
depending on central and state transfers for meeting out their
expenses. Government of India has launched JNNURM Mission (o
strengthen and improve efliciency of ULBs through introducing
reforms and providing additional capital income o the selected
ULBs for infrastrueture development and improving the system of
delivery of public services.

Municipal Income in India

Total revenues of ULBs in 2007-08 was Rs. 49,351 crore which
inereased to Rs.96.640 crore by 2012-13 | Income [rom tax sources
was Rs. 18, 366 crore in 2007-08 constituting 37.2 percent of total
revenues of ULBs in the country. But, its contribution declined to
32.0 percent by 2012-13, though the actual tax mcome mcreased to
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Rs.30,912 crore. The share of non-tax revenues to total revenues
more or less remained at the same level during the six year period at
about 18.5 percent and 19.7 percent in 2007-08 and 2012-13
respectively. though the actual revenues more than doubled from
Rs.9,134 crore to Rs.19.002 crore during the period. The share of
transfers from Government of India to total municipal revenues
declined by 1.5 percent. though the actual income increased from
Rs.3.515 crore to Rs.5.387 crore . The transfers from 12" and 13"
Finance Commission grants increased by 1.9 percent to the total
revenues and in actual terms they increased from Rs 986 crore to
Rs.3,760 crore during the period ( Singh,2017)

The share of assignments and devolutions to total revenues remained
at the same level with 19.0 percent, though in actual terms they
doubled from Rs.9,342 crore to Rs. 18,537 crore between 2007-08
and 2012-13. State grants mcreased from 13.5 percent to 15,3 percent
during the period and the income from other sources marginally
increased by 1.7 percent, This indicates own sources of income are
declining and income [rom external sources is increasing over a six
year peried. Own sources declined by 2. 7percent in Municipal
Corporations and Municipalities while it was recorded a deeline of
2.0 percent in Nagar Panchayats The analysis clearly brings out that
there was a decline in the share of tax mcome and very marginal
increase in the share of non-tax income. Finance Commission
contributions and state grants-in - aid. The overall pattern is that the
ULBs are not able to mobilize own sources and depend more on state
and central transfers, devolutions, assignments and grants.

Own revenues of ULBs including taxes and non-taxes was Rs.27,501
crore constituting 55,7 percent ofall ULB revenues but by 2012-13,
they declined to 51.6 percent though in actual terms they rose to
Rs.49913 crore . Property tax 1s an important source of income to
ULBs in all states across the country. Data on property tax is provided
by only 19 states of the 2§ states. The total property tax income of all
three tiers during 2007-08 was Rs.8,159 crore which increased to
Rs 15,110 crore by 2012-13 with a growth of 13.0 percent ., By
2012-13, the Municipal Corporations more than doubled the
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property tax income withRs. 12,666 crore , municipalities marginally
increased to Rs. 2,201 crore and Nagar Panchayats rose by 50 percent
to Rs.243 crore The per capita property tax income of ULBs in 2012-
13 was Rs.517 and those of Municipal Corporations Rs.813,
municipalities Rs.206 and Nagar Panchayats a meagre Rs.70. The
Munic¢ipal Corporations of Maharashira have a per capita property
tax income of Rs.1.787 followed by West Bengal with Rs.1.170 and
the lowest was a mere Rs.45 in Rajasthan and Rs.68 in Uttarakhand.
In municipalities, Gujarat is better with a per capita income of Rs.677
followed by Rs.617 in Kerala, The lowest is Rs,15 in Rajasthan and
Madhya Pradesh. Among the Nagar Panchayats , Andhra Pradesh has
a per capita income of Rs.471, which is higher than Rs.304 of
municipalities. In Odisha, Assam and Tamil Nadu the per capita
income of the third-tier 15 much higher than in several other states
with Rs.269, Rs.199 and Rs.134 respectively. The lowest per capita
of Nagar Panchayats was in Madhya Pradesh with only Rs.5 and
Uttar Pradesh with Rs. 11 and is marginally better in other states
{Char and Prasad. 2014 ).

Other taxes include advertisement tax, profession tax, vacant land
tax, ete., which vary from state-to-state. Most states clubbed difTerent
non-property tax own sources 97 into ‘others’ and provided data.
Other own tax revenues mm 2007-08 was Rs. 10,207 crore  which
increased to Rs 15,801 crore by 2012-13 with a CAGR of 9.1
percent. In case of Munieipal Corporations the other own tax imcome
wias Rs.9,302 crare in 2007-08 and Rs. 14,083 crore by 2012-13
with CAGR of 8.6 percent. Only 19 States provided data on other
taxes. In municipalities income from other tax sources was Rs.777
crore n 2007-08 and Rs.1.437 crore in 2012-13 with a CAGR of
13.1 percent. In Nagar Panchayats 1t was Rs. 129 crore in 2007-08
which more than doubled by 2012-13 10 Rs.282 crore witha CAGR
ofabout 17.0 percent (Table 4.2), The growth of non- property based
other taxes is highest in Nagar Panchayats and lowest in Municipal
Corporations, The per capita from other income of all three-tiers was
Rs.578 with Municipal Corporations having Rs.952, municipalities
Rs. 145 and Nagar Panchayats with Rs.90, The per capita income of
Municipal Corporations in 2012-13 was highest in Maharashtra with
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Rs.3,533 followed by Punjab which was almost half of Maharashtra
with Rs,1.816 and in other states it varies very significantly, The
lowest per capita income was Rs.17 in Uttarakhand and Rs.23 in
Andhra Pradesh. In municipalitics more or less similar pattern
emerges with Punjab having highest per capita of Rs.1.069 followed
by Jammu & Kashmir with Rs.547 and Kerala with Rs491. The
lowest was Rs.6.0 in Andhra Pradesh. In Nagar Panchavats the
highest was in Punjab with Rs.1,110 followed by Tripura with
Rs.690 and lowest being in Himachal Pradesh with Rs.3.0 .The
ULBs mobilize revenues from different non-tax sources including
water charges, fees and user charges, development charges, building
permission fee, hiring charges, leasing amounts, ete. States provided
data for all non-tax sources together than details of each non-tax
source {Char and Prasad, 20014},

The performance of a local body in the discharge of its vanous
functions tends to be judged by the ways its revenues are spent, the
tendencies of increase or decrease in expenditure. It is also to be
noted that in the present time, rapid urbanization has resulted in more
stress on mumicipal bodies in terms of mecting out the raising
expectations of urban dwellers. The eivie services are gradually
dechining in their guality, The process of urbanization and the
problems arising out of it has awaken a national consensus and quite
a number of civic problems are being now tackled at local level as
well as they have become a national phenomenon. Housing,
education, water supply, environmental pollution, employment
opportunities, industrialization etc. can be effectively dealt with at
national level. In respect of a number of services, therefore, the state
is either taking upon itself the responsibility of implementing thee
programmes by setting up its own statutory agencies or providing
linances to local bodies for implementation by ways of loans and
grants. This is another aspect, which has widened the scope of civie
services and has considerably increased the expenditure ol urban
local bodies ( Singh et, al, 2014) . Moreover, alier execution of the
capital projects, the burden of maintenance and operational cost and
debt services pgradually falls on local bodies thereby increasing
expenditure. The overall expenditure - both revenue and capital - was
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Rs.44,554 crore in 2007-08 which increased to Rs.94,2R6 crore —
more than doubled in 2012-13, Revenue expenditure constituted 63.8
percent to total expenditure in 2007-08 which marginally declined 1o
6:3.7 percent by 2012-13 and the capital expenditure which was 34.2
percent, increased by 2.1 percent during the same period. In case of
Municipal Corporations the ratio between revenue and capital
expenditure remained the same during the period while in
municipalities and Nagar Panchayats revenue expenditure declined
by 7.9 percent and 5.7 percent respectively and consequently the
capital expenditure increased accordingly which is a healthy sign
(Singh,2017).

The revenue expenditure in ULBs of 24 states was Rs.29,302 Cr. in
2007-08 constituting 65.8 percent  of the total expenditure which
doubled to Rs.60.098 crore by 2012-13 which accounted for 63.7
percent . The per capita revenue expenditure wis Rs. 1,986 in 2012-
13. It was almost one-and-a-half times more. The average was
recorded Rs.2.869 in Municipal Corporations, Rs.962 municipalities
and Rs.982 in Nagar Panchayats . The CAGR is 15.5 percent over a
six-year period and 16.2 percent in Municipal Corporations and 13.1
percent and 13.2 percent in municipalities and Nagar Panchayats
respectively. The capital expenditure in the ULBs was Rs.15,252
crore constituting 34.2 percent of the total expenditure in 2007-08,
which more than doubled by 2012-13 to Rs.34.188 crore constituting
36.3 percent ol the total expenditure - a CAGR of 17.5 percent . The
per capita investment was Rs.1,491 in the Municipal Corporations
while municipalities and NPs invested only Rs.790 and Rs.424
respectively., There are wide vanations between states in capital
expenditure. The revenue income — from taxes, non-taxes and
assignments - has increased significantly over a six vear pernod
2007-08 and 2012-13; from Rs.30.702 crore to over Rs. 56,233 crore
. But revenue expenditure increased from Rs.29.302 crore 1o
Rs.60,098 crore. Both income and expenditure was very high in
Municipal Corporations as compared to mumecipalities and Nagar
Panchayats.
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Municipal Finances in Uttar Pradesh:Municipal income  in Uttar
Pradesh is shown in Table 1. During 2016-17, out of total municipal
income, government grant constituted 80.24 per cent while own
revenue of ULBs accounted for 19,75 per cent, The proportion of
own revenue against total municipal income was recorded high in
Municipal Corporations (32.75 per cent). Again, tax revenue
accounted for 12.6 per cent in ULBs while it was recorded 22.22 per
cent in Municipal Corporations,

Table No 1: Municipal Income in Uttar Pradesh

{2016-17)
(Rs. In Lakh)
Type of ULBx Tax Revenue| Non-Tax |Govermment, Total
Revenue Grant
Nagar Nigam 10477903 4965912 J17046.14 | 471484.29
(22.22) (10.:533) (67.24) ( 100.0)
Nigar Palika Panshad | 22721 84 18770.26 33549293 | 3T6985.03
(6.03) (4.98) (8899} { 100.0}
MNagar Panchayal 4798.54 667777 189898.02 | 20137433 |
(2.38) {3.46) {94.30) {100.0)
Total 132299.41 7510715 842437.09 | 1049843.65
( 12.60) (7.15) {B0.24) (100.0)
Source: Department of Urban Development, Government of UP, 2007-18
Chart No: 1

Chari- 4

Munmicipal Income in Utiar Pradesh
201647

Proposed budget under AMRUT is shown in Table 2. Total budget
under AMRUT was proposed in the tune of Rs. 11421.67 crores for
2015-16 to 2019-20. Out of total proposed budget, sewerage
accounted for slightly less than hall ol the expenditure while less than
half of the expenditure was reported under water supply.
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Table No 2 : Proposed Budget Under AMRUT in

Uttar Pradesh
{Rs. In Crore)

Head 215106 2016-17 2017-20

Water Supply 519,19 2017.42 | 996,02
(46.21) ( 51.79 (47.08)

Sewerage 169T.62 179544 2149 .46
{ 51.64) (46.10) (4705}
Park Th45 BL.H) 93.76
[ 2.14) (2.10) (2.211%

Total 3287.27 389516 4239.24

(10000 ) {10000 {10 0N )

Senrce: Departient of Urban Development, Government of UE, 200 7-18

Chart No. 2 : Proposed Budget Under AMRUT in
Uttar Pradesh
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Income of ULBs in Uttar Pradesh for 2016-17 is shown in Table No.
3. Government grant constituted a large chunk of municipal revenue
in all the selected cities however, it was recorded high in Bahraich as
compared to other cities. Tax revenue constituted a larger share in
Loni (9,48 per cent) as compared to other cities. Similarly, non-tax
revenue constituted a larger share in Banda as compared to other

cities.
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Table No. 3 : Municipal Income in Selected Nagar Palika

Parishads(2016-17)
(Rs. In Lakh)
Particulars Mirzapur Loni Banda Bahraich

Tax Revenoe 402,50 77371 |54.4% 190,52
(7.949) {9.4%) (5949 (5.9}

MNon-Tax Revenue RT.A7 133.01 132,23 7889
(1.74) (1.63) 1a.13) (2.47)

Cirant 454197 T257.74 2240.31 201940
(90.26) (H5.59) (RE.ET) (91.260)

Total 5031.98 M16d4.46 2577T.02 J19%.81
{ 100.00) {100.00) (100.00y | (100.00)

Source: Depariment of Urban Development, Government of U.F,
2017-18

Chart No :3

Municipal income in Selected Nagar
Palika Parishads
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Present samtation staff m ULBs m Uttar Pradesh 1s shown in Table
No 4. Out of total sanitary staff in ULBs of Uttar Pradesh. slightly
more than half of the staff was found on regular mode while more
than 2/5" staff was on contractual basis. The proportion of contractual
staff was recorded high in Nagar Panchayats as compared to
Municipal Corporations and Nagar Palika Parishads,

Anvexhana 8 2008} 2-17



Trends in Municipal Finances /1

Table Mo 4 : Present Sanitation Staff in ULBs in Uttar Pradesh

LB Regular | Daily Wages | Contractual Total

Nagar Nigam 16491 43 7473 24007
(6569} {.18) {3113} {100, 0y

MNagar Palika 13333 173 12420 27903
Parishad (47,78} i1.62) (4451 i 10000

Nagar Panchayat 1502 (4 (584 10176
(34.41) 0.67) (64.70) {100, (H

Tutal 33326 2184 26477 62086
(53.68) { 45) {42.65) (100,00

Source: Department of Urban Development, Government of U.F,

204 7-14

Income and expenditure of ULBs is shown in Table No : 5, There
has been an increasing trend in Municipal income and expenditure
during the period 2014-15 to 2016-17, Significantly, there has been
surplus of municipal income as expenditure was recorded low
against municipal income in all the corresponding years.

Table No 5 : Income and Expenditure of ULBs

(Rs. In Crore)

Income/Expenditure 2014-15 2015-16 2016-17
Income

Magar Nigam 468226 4251.82 471484
Nagar Palika Parishad 3355.38 | 352398 I7T70.00
Magar Panchayat 2053.45 1992.60 2013.74
Total 10091.09 | 9768.40 10498.58
Expenditure |

Nagar Migam F205.52 J68d.30 411542
Magar Palika Parishad 188411 | 371135 AGIS.03
Magar Panchavat 1770.07 | 211538 186235
ot 785980 9511.03 9593.30

Source: Department of Urban Development, Government of ULF,

2017-18
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Munieipal expenditure in Uttar Pradesh during 2016-17 is shown in
Table No 6. Out of total municipal expenditure, about 2/3"
expenditure was reported on development and civic amenities while
slightly more than 1/3" expenditure occurred on establishment. The
proportion of expenditure on civic amenities and development was
recorded high in Nagar Panchayats as compared to Municipal
Corporations and Nagar Palika Parishads.

Table No 6 : Municipal Expenditure in Uttar Pradesh

(2016-17)
(Rs. In Lakh)
Type of ULBs Civic Amenities and | Establishment Total
Development
|
Magar Nigam 24970069 16238236 41159205
{ 60.54) (39.45) (100.00)
Magar Palika 231343.40 13016023 361503.63
Parishad ( 63.99) {36.01) (100.00)
1 Magar Panchayat 144281.65 41954.07 186235.71
(77.77) (22.53) { 100.00)
! Total 62483474 334496.66 959331.39
{65.13) (34.87) (100.00)

Source: Department of Urban Development, Government of UE,
20017-148

Chart: 4
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Expenditure on civic amenities in UL Bs during 2016-17 is shown in
Table No 7. Slightly less than 1/4" expenditure was recorded on
sanitary services during 2016-17. Expenditure on sanitation
constituted higher share in Nagar Palika Parishads (25.78 per cent)
followed by Nagar Panchayats (24.31 per cent) while it was recorded

20,55 percent in Nagar Nigams,

Table No 7: Expenditure on Civic Amenities in ULBs (2016-17)

(Rs. In Crore)
Head Nigar Nagar Palika | Nagar Total
Nigam Parishad | Panchayat
Street Lighting K759 19742 210.53 A93. R4
(3.33) (8,53) 1 14.59) {(7.9073
Roads/Sireets Lean H140.13 6368 245371
{40927 (49.28) {45.08) (45.67)
Builehmg/Drains Wr.a0 J06. 21 216,11 599.62
{3.90) (13.24) (14.98) (9.539)
Water Supply 14119 142,77 66,63 35059
(3.67) (617 (4.62) {5.61)
Sanitation 240.40 [38.7T8 G796 447,14
Equipments/Sanitation [9.64) {(5.99) {471} (716
Services
Sewernge 33.39 H.81 011 4231
(1.34) {0.38) (0.0 (0.68)
Advertisement .54 16700 1760 A0.84
{0,267) (. 72) (122) (065}
(thers s65.48 ELENG 190,20 142.29
(3475 (13.76) (13.18) i(2.28)
Total 2492.0M 231343 144282 | 624834
(100.00) (100.00) (100.00) | [100.00)

Source: Department of Urban Development, Government of UP,

2010 7-18

Anvexhana 8 2008} 2-17



Chart * 8

g itern 0o O Arvssitie is UL

;’:f;f//,yi

e
P T
| i

Trendy in Municipal Finances._ /14

Municipal expenditure in selected ULBs during 2016-17 is shown in
Table No 8, The proportion of expenditure on sanitation services
against total municipal expenditure was recorded high in Banda
(11.69 per cent) followed by Mirzapur (9.3 per cent), Bahraich (6.07
per cent)and lowest in Loni (3.91 percent).

Table No 8 : Municipal Expenditure in Selected Nagar Palika

Parishads (2016-17)

(Rs. in Lakh)
Particulars Mirzapur | Loni Banda | Bahraich
Street Lighting 12218 138.70 | 114,17 74.06
(3.68) (1L.60) | (5.17) (2.36)
Road Construction 152.33 736.76 | 556.70 | 1078.21
/ Repair (4.59) (8.50) | (2522) | (34.40)
Building / Drains 92.97 20.29 19.41 37.90
(2.80) (0.23y | (3.60) | (1.21)
Sanitation 63.99 7233 187.71 123.05
Equipments / (1.93) ((0.83) | (8.09) { 3.93)
Sanitation
Water Supply I158.37 246.75 - 29.22
(4.77) (2.85) { 0.93)
Sewerage - - - -
Advertisement 0.11 25.60 12.43 L6.06
(0.00) {0,29) { 10.56) (0.51)
Cither T22.80 175.60 55.55 57.42
(21.79) (2.03) { 2.53) (2.79)
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Total (Civie Services) 15312.75 7415.53 L0007 L4602
(39.55) (B5.58) (45,34} (40,14}

Establishment 200429 [240 84 | 20,64 1587.95
(olA42) { 14.42) (34.66) | ( 50.66)

Grand Total 33704 806337 220771 313397
{ 100,00} [ 100007 { 100,00} { 100,010}

Source: Department of Urban Development, Government of U.P,
2017-18

Chart No: 6
Municipal Expenditure in Selectad Nagar
Polika Parhhads
. -
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Table No 9 : Per Capita Expenditure on Development /Civic
Services in Uttar Pradesh

ULBs Development / Establishment Total

Civic Services

5-16 | 2016-17 | 2015-16 | 2016-17 | 2015-16 | 2016-17
Magar 124575 | 1413.0 | 83558 | 92085 | 2084.33 2334
Nigam
Maogar 1637.749 | 1435.0 | 79543 | 81867 | 2433.22 | 227375
Palika
Parishad
Magar 241795 | 198,10 | 36790 | 37605 | 293585 | 2350.32
Panchayat
Total 1767.16 | 408.17 TL7.3 819.50 | 2484.47 | 2557.12

Source: Department of Urban Development, Government of UP,
2004 7-18
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Per capita expenditure on development /civie services in Uttar
Pradesh is shown in Table No 9. Per capita expenditure on
development and civie services has declined however; per capita
expenditure on establishment has increased significantly over the
period of 2015-16 to 2016-17. Per capita expenditure was recorded
high in Nagar Panchayats as compared to Nagar Palika Parishads and
Nagar Nigams.
Chart 7

For Capha Expend| iuse an Developmant
i Sarwis s iy UStar Pradech

Conclusion

It is clear from the above analysis that the present institutional
arrangements for the provision of urban services 1s unlikely to sustain
in the face of mounting fiscal pressures on municipal bodies and the
rapid demand for urban services. The new economic policies.
oriented towards market based economy led growth objectives,
would also entmil a significant contribution of the urban sector and
cfforts would be needed to reduce infrastructure bottlenecks and
increase urban productivity and employment. The growing fiscal
stress on municipal bodies will requare fiscal corrections, effective
fiscal management, and resources mobilization through initiating
financing reforms. Moreover, legislative exercises to precisely
define the functions and finances of municipal bodies especially after
functional devolution as per 74" Amendment Act are needed. Again,
there should be re-assessments of finances of municipal bodies after
complete functional devolution. Introduction of administrative
reforms to develop an accountable municipal bureaucracy with
suitably design policies regarding staff recruitment, incentives and
penalties to ensure results, results, performance contracting ete. is
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also called for. Traming of newly elected municipal representatives
and municipal officials regarding the Constitutional mandates and
especially effective fiscal management/ administration is also
needed. As per fiscal needs of municipal bodies, State Governments
should make serious efforts for resource mobilization through
enlarging fiscal domain of local bodies and its resource base. It is
necessary to reduce dependence of local bodies on government
budgetary support. They should effectively exploit the revenue
potential through rationalization of assessment norms, simplification
of procedures; rebate on timely payment, revision of old levies and
taxes, Municipal governments may be allowed to enjoy fiscal
autonomy with freedom of choice in regard to imposing new taxes
and revising tax rates. It is argued that municipal bodies are not
financially strong enough to tap capital market for undertaking
infrastructure works which involve huge capital investment, long
gestation period, But the provision of marketing borrowing will
certainly motivate the municipal bodies to revamp their financial
strength to mobilize resources from market.
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Quality Management and Best Practices: An
Experiential Learning Model for Higher Education
with a special reference to Laxmi Memorial
Education Trust®
* Mrs Ashritha P. Shetty

Abstract

Education helps men and women claim their vights and realize their
potential in the economic, political and social arenas. It is also the
single most powerful way to lift people knowledge-based society.
Further, higher educational institutions contribute to the growth of
the nation by providing specialized knowledge and skilled work
Sforce.. Education helps men and women claim their rights and realize
their potential in the economic, political and social avenas. It is also
the single most powerful way to lift people knowledge-hased society.
Further, higher educational institutions contribute to the growth of
the mation by providing specialized knowledge and skilled work
Jorce. Though India has a very large population of veuth whe look up
Jfor higher education, the number and percentage of students
enrolling for higher education and professional courses are far
below the world average. Educational institutions have realized that
in the highlv competitive environment, students can be attracted to
them only by providing the best in terms of facilities and inpuis, Buf,
there is still no universal consensus on how best the guality can be
managed within higher education.

The present study tries to understand and report the views and
perceptions of heads of educational institutions, faculty und the
students from selected five institutions functioning under Laxmi
Memorial Educarion Trust ® (LMET), with reference to quality on
various dimensions and to develop a model based on the research
indication received,

Key words: Higher Education, Quality in higher education, Private
secior,

* Director, Lavmi Memorial Educational Trust, Mangalore
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Introduction

Education, especially the higher education, is constantly growing as
knowledge-based industries are occupying the centre stage in the
process of development. lts role has been redefined as the process of
imparting knowledge which is essential, skills which are relevantand
the values which are foundational. In the present scenario. the
educational institutions face very stiff competition, In addition, the
stakeholders expect impeccable quality in terms of educational
outputs, These two factors have rendered the management of
educational institutions more difficult. India has a very large
population of youth who look up for higher education. Despite. the
number and percentage of students enrolling for higher education
and professional courses are far below the world average. Poverty
among the lower and middle class parents 1s the major factor
inhibitimg students from availing higher education. Nevertheless, the
admissions to colleges have risen substantially in recent years.
Educational institutions have realized that in the highly competitive
environment, students can be attracted to them only by providing the
best in terms of facilities and inputs. In recent years, with the
realization of significance of higher education in the emerging
cconomy and the problems associated with its quality, there has been
a wide range of discussions on the term 'quality' in higher education.
Higher Education Scenario in India and Dakshina Kannada: A
Revisit of the Practices Ensuring the Quality

India as a developing nation has been systematically progressing on
the educational front since its independence and has seen an
appreciable surge in reaching out to all the classes ofits society. The
mprovement on the country's economic [ront, the up-scaling of
communication. technology and the advent of the internet, have
vastly leveraged the promotion of education across all verticals. The
accelerated growth of the educational sector in last decade is a
sparkling testimony to this fact, with facts and figures showing an
unprecedented improvement of education in India.

The 'Right to Education Act' which stipulates compulsory and free
education to all children in the age group of 6-14 years, has brought
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the Indian government is attributed to be the largest university in the
world by number of students with over 3.5 million students from
across the globe, Premium institutions of India, such as the Indian
Institutes of Technology (11Ts). Indian Institutes of Management
(IIMs). MNational Institute of Technology (NITs) and Jawaharlal
Nehru University have attained global acclamation for their high
standard of education. About 8000 students are enrolled annually by
the I1Ts and the alumni have made significant contributions to the
growth of both. the private sector and the public sector of India.

At the end of the eleventh Five Year Plan (2007-2012), India has
achieved a Gross Enrolment Ratio (GER) of 17.9 per cent an increase
from 12.3 per cent the figure at the beginning of the plan peried. The
twelfth five vear plan of the Indian government for 2012-1217
envisages several revolutionary initiatives to exponentially improve
the quality and reach of higher education across the length and
breadth of the country. (Obadya Ray Shaguri EAN World Congress
Scholar, 2013)

Dakshina Kannada has always been considered as one of the most
sought-after education destinations, especially Mangalore, which
provides quality education in higher and professional courses. The
District is a home for a wide variety of schools, engineering and
medical institutions, A host of educational institutes offering courses
in Medicine, Engineering, Pharmacy, Nursing, Hotel and catering,
Law and Management are located in this District. The District is a
home to research institutes like National Research Centre for Cashew
at Puttur and Central Plantation Crops Research Institute at Vitla. The
data as reported by District administration for the year 2015-2016
reveal that there are four medical colleges catering to the needs of
1850 students five dental colleges with 1201 students. 18 engineering
colleges having 31046 students. Also there are 12 Polytechnic
Colleges with 3206 students. The total number of Degree Colleges is
143 with 49937 students (20036 boys and 29901 girls) pursuing
degree education,

Laxmi Memorial Trust® - the Parent Institution
The Laxmi Memorial Trust ®, (LMET), the parent institution of the
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about a revolution in the education system of the country with
statistics revealing a staggering enrolment in schools over the last
four vears. The educational movement has been receiving
tremendous government support through comprehensive planning in
its various Five Year Plans, Additionally the active involvement of
the private sector has begun to demonstrate significant reach and
improvement in the Indian education system.

India's higher education system stands third in size in the world after
the US and China with nearly 26 million students enrolling in over
45,000 institutions in the country. Particularly In the last decade the
country has witnessed a high growth rate of 10.8 per cent and 9 per
cent in student enrolment at CAGR and institutions, respectively.
The University Grants Commission (UGC) which enforces its
standards is the main governing body at the tertiary level.

Indian higher education has been progressing at a fast pace adding
over 20,000 colleges and about 8 million students during the ten year
period of 2001 - 2011. As of 2011, Indian higher education system is
spread over 42 central universities. 275 state universities, 130
decmed universities and 90 private universities. Additionally 5
institutions were established functioning under the State Act, along
with 33 Institutes of National Importance. Nearly 33,000 institutions
function as Government and Private Degree Colleges which alsoe
include 1800 women's colleges.

Today the number of private higher education institutions stands at
64 per cent and student enrolments at 59 per cent of the total number
of mstitutions and enrolments in the country making India home to
the largest number of Higher Education institutions m the world, with
second highest student enrolments. This is a significant jump from
the figures recorded a decade before, where private institutions stood
at 43 per cent and enrolments at 33 per cent. This is an obvious index
to the improving educational system through private participation.
The current emphasis in Indian higher education has been placed
mainly on science and technology. Distance learning and open
education are the two essential features of the Indian higher
education system. Indira Gandhi National Open University run by
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sample units, was propounded in 1992 by the well known
industrialist, social worker and munificent philanthropist Dr, AL,
Shetty in the memory of his mother, late Mrs. Laxmi Shetty, LMET
made its humble beginning with an Institution for Hotel Management
and today, it has grown into manifold to the extent of an academic
empire of excellence and quality by establishing a multi-campus
network of medical, dental, paramedical and management studies.
Profile of the Sampling Units

Among the Institutions functioning under the Laxmi Memorial Trust,
five Institutions are considered as the sample units for the study The
Institutions selected for the study are: Al Institute of Management,
Laxmi Memorial College of Physiotherapy, Laxmi Memorial
College of Nursing, Moti Mahal College of Hotel Management and
Laxmi Memorial college of Hotel Management.

Laxmi Memorial College of Nursing

Laxmi Memorial College of Nursing was established in the year
1997, 1t is one of the beginning educational endeavors of LM.E.T
The College 15 affiliated to Rajiv Gandhi University of Health
Sciences, Bangalore and is permanently recognized by the Indian
MNursing Council [INC] New Delht and Kamataka State Nursing
Council Bangalore. Together there are 599 students pursuing their
nursing education

Laxmi Memorial College of Physiotherapy

Laxmi Memorial College of Physiotherapy was established in the
yvear 1993, In the beginning the College was affiliated to Mangalore
University, and since 1997the college is affiliated to Rajiv Gandhi
University of Health Sciences (RGUHS) Karnataka. Presently the
College 1s approved for 100 Bachelor of Physiotherapy (BPT) seats
and 30 Master of Physiotherapy (MPT) seats. It 1s also a recognised
Ph.D centre under RGUHS since the year 2010. The College runs a
physiotherapy clinic in the college premises.

Moti Mahal College of Hotel Management

[t offers the Bachelor's degree Course in Hotel Management (BHM).
affiliated to Mangalore University and Recognized by AICTE, New
Delhi. The mission of the Moti Mahal College of Hotel Management
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is to provide a full educational experience to students, creating an
environment in which students will develop intellectually and
personally. Totally there are 210 students pursuing their hotel
management education,

Laxmi Memorial College of Hotel Management

Laxmi Memorial College of Hotel Management was started in 2008,
The College is affiliated to Mangalore University and is offering 3 yr
B.S¢, (H.S) programme. In total there are 199 students pursuing B.S¢
(Hospital Sciences)

A.J, Institute of Management

ALl Institute of Management is the stand-alone Institute offering
Two-year full tme MBA programme, affibiated to Mangalore
University and recognized by AICTE, New Delhi and Gowt. of
Karnataka. NAAC has accredited the mstitute at “B+" with CGPA
2.67 The Institute has begun its journey in 1999, There are 211
students pursuing MBA programme.

Need for the Study

Despite the process that has been made through rescarch and debate,
there is still no universal consensus on how best the quality can be
managed within higher education. One of the key reasons for this 1s
the recognition that quality is a complex and multi-faceted construet,
particularly in Higher Education Environments (Harveyand Knight,
1996; Cheng and Tam, 1997, Becket and Brookes, 2006). As a result,
the measurement and management of quality has ereated a number of
challenges, Hence, there is a need to study various quality parameters
on the perspectives of Institutions, teachers and students.

Institutions functioning under the Laxmi Memonial Education Trust
(LMET} aim to focus on providing quality education in all facets of
higher education. It is a matter of the fact that parameters of quality
keep changing. The proposed study aims at determining the best
practices adopted by the Institution for its continuous growth and to
create a learning model for the system of Higher Education ensuring
the education of quality and excellence, Further, as a means of
introspection, the present study is intended to understand the present
perception of the institutions functioning under Laxmi Memorial
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Education Trust, Mangalore with regard to the quality and the best
practices in the field of higher education. It is also believed that the
outcomes of the study will also plug the loopholes if any, in the
academic delivery and also to improve further the existing areas, In
fact, it is an attempt to revisit the quality and best practices of the
select institutions functioning under the Trust and to make necessary
changes, based on the outcomes received.

Research Objectives

The central purpose of this research study is to and report the views

and perceptions of heads of educational institutions, faculty and the

students funetioning under LMET, with reference to quality on

various dimensions and to develop a model based on the research

indication received. However, the specific objectives are

. To provide an insight into the higher education scenario in India
and Dakshina Kannada District and sense of quality prevailing,

b

To provide a bird's eye view of institution's functioning under
Laxmi Memorial Education Trust ® and the programmes offered
by them.

3. To study the performance of select mstitutions under Laxmi
Memorial Education Trust on Identified Parameters of Quality
and Best Practices.

4. To study the views and perceptions of teachers on their role
performance in terms of identified parameters of: i) Teaching ii)
Research i) Extension

5. To study views and percephion ol students with regard to quality
ol higher education and its relevance in the era of globalization in
terms of certain identified parameters of guality in higher
education.

6. Tobuild a socially acceptable and economically feasible learning
model for guality management and best practices in higher
education based on research indications,

Limitations of the Study

The proposed study is confined only to:
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(i) The select institutions functioning under Laxmi Memorial
Education Trust providing Higher Education.

(ii) Views and perception of teachers with regard to three major
functions i.e. teaching, research and extension.

(iii) Views and perceptions of students with regard to guality and
relevance of higher education in globalizing economic order.

Methodology

Three separate sets of questionnaires were prepared and administered
among the heads, faculty members and students respectively from
these five sample Institutions. The questionnaires were personally
administered to 35 faculty members of these five sample Institutions.
For the current study. 49 students pursming their nursing programme.
20 students studying physiotherapy course, 20 students pursing
MBA programme, 20 students studymg Hotel Management and 20
students B.Sc. in Hospitality Science are randomly selected.
However, to the heads of the sample Institutions, the gquestionnaires
were administered through structured one-to-one interaction. A brief
profile of sample units is given below,

The collected data was analysed using the qualitative technigues of
interpreting the data in the present study.

Review of Literature

A brief review of literature related to the present study brings out the
following outcome:

It 15 argued that guantitative approaches do not currently offer
potential 1o assess teaching quality and are unlikely to do so in the
given current structure of higher education, The greatest promise lies
in the external scrutiny recently instituted by the Higher Education
Funding Councils and the Higher Education Quality Council. Sharp
S(1995)

Woollard A (1995) suggests that quality in education is a synthesis of
current approaches - one originating within the philosophy of higher
education and another emerging from the demands of employers
with a focus on 'core skills' answering the question to the satisfaction
of all stakeholders, whilst preserving essential academic autonomy.
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Sell-regulation of the Institute supporied by external peer review will
ensure the quality in higher education Watson D (1995)

Stephen Sharp S, Munn P, Paterson L (1997) states that Quality
assessment has been a feature of higher education in Scotland for the
academic years from 1992 to 1996, The study observed, firstly 1o
present the profile of opinion amongst 366 respondents to the
questionnaire and secondly to investigate whether any patterns are
discernible within this group. Indications suggest that the quality in
every facets of education is the result of the philosophy of individuals
and the Institutions.

Likewise, the study conducted by Srikanthan G and Dalrymple J
{2006) revealed that the generic nature of actions to set in motion the
learning cycle are: 'guiding ideas', which provide a sense of purpose:
"theory. methods and tools' to allow people to leam new skills;
‘innovations in infrastructure’ to give people an opportunity to pursue
their vision.

Gunduz N and Ozcan D (2010) Learming styles are seen to be
important to consider in the educational process of the academic
world which is also supported by literature, Among other variables,
differences of learning styles may be influenced by language. culture,
educational department and gender. The study reported the influence
of culture, gender, native language and department on learning styles.
Ahmad, Wana and Jiana (2010) suggested that Virtual World is one of
the emerging technologies which can be used for teaching and
training. Lots of rooms need to be improved of making it as
vulnerable place for learming such as in teaching the course module
and tracking student performance.

Bittarelli & Rossi (2010) suggest that IT intervention in education in
multimedia recording and post production. LMS management and
tailoring, student enrolment database management, activity tracking
and moniloring etc., provided positive results, costs have been
optimized and administration time has been reduced.

The findings of the study conducted by Mangnale and Rajasekhara M
P(2011) confirmed that both the institutions and the students insisted
for more constructive role from the Internal Quality Assurance Cell
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(IQAC) in protecting the quality of higher education with ample
focus on library and community services.

A study conducted by Lodge J M and Bonsanquet A (2013),
suggested that the learning sciences play a greater role in
understanding quality learning in Universities, Likewise, mutuality
(self-regulation) remains the dominant mode of control of guality
assurance in the United Kingdom. Brown R (2013), Furthermore,
Sudha T (2013) reported that a challenge of foreign institutions
entering the Indian higher education is going to pose the threat of
even survival of poor performing institutions and many
organizations have achieved excellence and competitive lead by
putting into practice TQM policy.

Isabel et. al. (2015), reported that effective assessment 1s a very
important aspect in education, influencing determinedly in the
process of helping and encouraging the students to learn and
understand their progresses in leaming. Likewise, Sawanth G.D
(2016), opined that the role of IQAC in maintaining quality standards
in teaching, learming and evaluation becomes crucial.

Parrish. D.R (2016) suggest that a major agenda of higher education
institutions is to equip students to be employable and 'Tuture ready’
graduates; achieve their professional and personal goals; and
respond, in a socially responsible way, to the challenges of the 21°
Century.,

Analysis and Interpretation of the Data: Views and Perception of
Students

The analysis of the questionnaire administered among 49 students
pursuing their nursing programme, 20 students studying
physiotherapy course, 20 students pursing MBA programme, 20
students studying Hotel Management and 20 students B.Sc. in
Hospitality Science provide an overview of opinion of sample
students drawn from sample institution under the Trust.

An analysis of data and information collected 1s presented below:;
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Table No 1: Demographic statistics of the sample respondents

(Students)
Demographic Category No. of Percentage
| Variabie Respondents
Gender Male 54 41.86
Female 75 58.14
| Age | 8years to 20 years 62 48.0
20 years to 23 years 53 41.0
23 years to 26 years 5 3.8
26 years to 29 years 4 34
29 years and above 5 3.8

Source: Primary Datua

From Table No 1. 1t is evident that out of total respondents
investigated for the study. 58.14 percent of them were female and
41.86 percent were male. From this we can mfer that education is
becoming important irrespective of gender classification.

1t 1s obscrved that 48 percent of the respondents are between 18-20
years ofage, while 41 percent of the students are between 20-23 years
ofage. From this we can conclude that most of the students pursuing
their studies in various Institutions of LMET fall between the age
group of 18-23.

Table No 2 : Need based Education in the Institution

Opinion No. of Respondents Percentage
Yes 128 99.2
No 1 0.8
Total 129 100

Source: Primary Data

The above Table No 2 and below Figure No 1, highlight that an
overwhelming percentage (99.2) of the students agreed that they are
getting need based education in their respective institutions. Thus, we
can conclude that the Institutions functioning under LMET are
successful in meeting the need of the hour in providing required
education.
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Figure No 1: Need based Education in the Institution
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Table No 3 : Satisfaction Ievel of available resources

Opinion Yes No Total
Library 124 5 129
E-Resources 119 10 129
Computer Lab Activity 128 ] 129

Source: Primary Data

Figure No 2: Satisfaction level of available resources
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From the Table No 3 and Figure No 2, we can understand that 96
percent of students were satisfied with the library services provided
at the Institute, 92 percent of the students with the E-resources and 91
percent of students are satisfied with the computer lab facilities at
their respective Institutions. This infers that Institutions working
under LMET are providing essential services and facilities towards
quality enhancement ol students.
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Table No 4 : Teaching supported by ICT facilities

Opinion No. of Respondents Percentage
Yes 126 97.67
No 3 233

Total 129 100

Source: Primary Dara

Figure No 3: Teaching supported by ICT facilities
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From the above Table No 4 and Figure No. 3, one can manifest that a
majority of the students (97.67 percent) agree that their Institute is
[CT enabled. Only a small percent of 2.33 felt that teaching is not
supported by ICT.
Table No 5 : Satisfaction level regarding Curricular, Co-
curricular and Extra-curricular activities

Opinion No. of Respondents Percentage
Yes 124 97.6
No 5 24
Total 129 100

Source: Primary Data

From the Table No 6 and Figure No 4, this we can understand that a
majority (97.67) percent of students were satisfied with curricular,
co-curricular and extracurricular activities organized by various
Institutions functioning under LMET. Only 2.4 percent of the
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students are not satisfied with the curricular, co- curricular and
extracurricular activities of the Institute. Thus, we can conclude that
the Institutions under LMET are conducting good number of
curricular, co- curricular and extracurricular activities to enhance the
personality of the students.

Figure No 4: Satisfaction level regarding Curricular, Co-
curricular and Extra-curricular activities
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Table No 6 : Topics Taught provide new dimensions of

knowledge
Opinion No. of Respondents Percentage
Yes 124 97.6
No | 5 24
Total 129 100

Source: Primary Data
Figure No 5: Topics Taught provide new dimensions of knowledge
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From the above Table No :6 and Figure No: 5., we can understand that
97.6 percent of student respondents had an opinion that topics
covered in the curriculum covered new dimensions of knowledge,
This infers that different activities organized by the Institutions
towards enhancing the student's knowledge through new dimensions
will make them more competitive.
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Table No 7 : ICT enabled teaching enhances the quality of

learning process
Opinion No. of Respondents Percentage
Yes 123 95.3
No 6 4.7
Total 129 100

Source: Primary Data

Figure No 6: ICT enabled teaching enhances the quality of
learning process
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Interpretation:

From the above Table No 7 and Figure No 6, it is evident that 95.3
percent of the students had an opinion that ICT enabled teaching
enhances the quality of learning process. This infers that the ICT
facilities provided by various Institutions functioning under Laxmi
Memorial Education Trust are reaching the target audience and they
make the fullestuse of the facilities.

Table No 8 : Academic Evaluation is fair and transparent

Opinion No. of Respondents Percentage
Yes 125 96.8
No 4 3.2
Total 129 100

Source: Primary Data
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Figure No 7: Academic Evaluation is fair and transparent
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From the above Table No ¥ and Figure No 7, it is evident that 96.8

percentages of students feel that the academic evaluation process is
fair and transparent and only 3.2 percent of respondents opine that

the academic evaluation process i not fair and transparent.

Table No 9: Evaluation Procedure and Practice adopted by
Institute is Successful in evaluating performance in all

: dimensions
Opinion | No. of Respondents Percentage
Yes 127 08.4
No _‘ 2 1.6
Total ' 129 100

Source: Primary Datu

Figure No 8: Evaluation Procedure and Practice adopted by
Institute is Successful in evaluating performance in all
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Above Table and Figure No 10, highlight that a majority of the
respondents (98.4 percent) feel that the evaluation procedure and
practice adopted by various Institutions are successful in evaluating
performance of the students in all dimensions. This gives a clear
identification that the evaluation process adopted gives importance
to cover all parameters and dimensions in evaluating the students.
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Table No 10: Enhancement of Personality

Opinion Na. of Respondents Percentage
Yes 124 96.12
No 5 388

Total 129 100

Source: Primary Data
Figure No 9: Enhancement of Personality
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From the above Table No: 10 and Figure No 9, we can understand
that majority (96.12) percent of students had an opinion that the
quality and type of education offered by the Institutes has enhanced
their personality. This infers that the motto of providing quality
education by Laxmi Memorial Education Trust is met as students teel
that the quality of education enhanced their personality.

Table No 11 : Add on Programs enhance skill set

Opinion No. of Respondents Percentage
Yes 102 79.06
No 27 20.94

Total 129 100

Source: Primary Data

From the above Table No 11 and Figure No 10, we can observe that
79.06 percent of students opines that add-on program enhances their
skill set and 20.94 percent of students had a reverse opinion that add-
on programs will not have an impact on enhancing skill set. This
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infers that add-on programmes have impact towards enhancement of
skill-set.

Figure No 10: Add on Programs enhance skill set
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Table No 12 : Satisfaction with regard to Academic,
Programmes and Facilities

Opinion No. of Respondents _ Pereentage
Yes 114 ®8.37
No 15 11.63

Total 129 100

Source: Primary Data

Fieure No 11: Satisfaction with reeard to Academic,
Programmes and Facilities
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From the above Table No: 12 and Figure No 11, it is evident that a
majority (88.37) percentage of students were satisfied with regard to
academic, programmes and facilities provided by the Institutes. This
infers that Institutes coming under the banner of Laxmi Memorial
Education Trust were providing quality academic, programmes and
facilities.
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Table No 13 : Recommendations to other aspirants

Opinion No. of Respondents Percentage
Yes 120 93.02
No 9 6.9%

Total 129 100

Source: Primary Data

Figure No 12: Recommendations to other aspirants

Interpretation

From the above Table No and Figure No 14, we can find that,
majority (93.02) percent of students would recommend their institute
to other aspirants among family and friends. This infers that LMET
is successtul in the implementation of various programmes for
enhancing quality education to their students.

Analysis and Interpretation : Views and Perceptions of Teachers

Teachers' beliefs, practices and attitudes are important for
understanding and improving educational processes. They are
closely linked to teachers' strategies for coping with challenges in
their daily professional life and to their general well-being. Further,
they also shape students' learning environment and intluence student
motivation and achievement, The questionnaires were personally
administered to 35 faculty members of these five sample Institutions.
Following tables provide an overview of the views and perceptions
of sample faculty about the various quality practices developed and
implemented in their respective sample Institutions.
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Table No 14 : Table representing faculty strength of sample

Institutions.

Institution Name Number | Percentage
Laxmi Memorial College of 07 20
Physiotherapy
Laxmi Memorial College of Hotel 04 11
Management
Moti Mahal College of Hotel 08 23
Management
Laxmi Memonial College of Nursing 10 29
A, L Institute of Management 06 17
Total 33 100

Source: Primary Data

According to Table No. 14, the questionnaire- 2 was administered
personally to thirty-five faculty, being randomly selected from [ive
sample institutions,
Table No. 15 : Demographic statistics of the
sample respondents (Faculty)

Demographic Category No. of Percentage
Variable Respondents

Giender Male 15 43
Female 20 57

Age 22 years to 30 years 14 40
30 years to 40 years 13 37
40 years to 50 years 8 23
50 years and above 0 0

Qualification | Graduate 6 17
Post Graduate 23 66
M. Phil 2 06
Ph. D 4 L1

Source: Primary Dara

Amveshana 8:1{2018). 1¥-33



{Puality Management and Best Practices. /3%

Table shows that forty-three percent represent male and lifty seven
percent represent female faculty (gender ratio of Male and Female is
3,

One can infer that more than 75 pereent of the respondents are in the
age group of 22 years to 40 years. Hence, the data represents a good
blend of young and experienced faculty. We can also note that no
respondents were in the age group of 50 years and above.

From the above data, we can understand that the majority of the
teaching faculty members are Post Graduates (66 percent), 17
percent of the respondents are Graduates, 17 percent of them are with
higher qualification such as M. Phil and Doctoral Degree.

Table No 16: Average Classes Conducted per week

Institution Name Average Classes
Laxmi Memorial College of Physiotherapy 5 hrs
Laxmi Memorial College of Hotel 18.5 hrs
Management
Mot Mahal College of Hotel Management 22 hrs
Laxmi Memorial College of Nursing 11.4 hrs
A. I Institute of Management 12.33 hrs

Source: Primary Data

Table No, 16 shows that both the Hotel Management Institutions have
higher average hours as they have more time allocated to practical
session along with the theory classes. It is evident that sufficient time
space is available to the faculty working in the sample Institutions to
take up research. extension and other quality enhancement exercises,
in addition to reasonable teaching work load.

Interpretation: From the below Chart, we can infer that 51 percent
respondents follow Case Study and Group Discussion and 71 percent
of them use Assignment method to conduct classes. in addition
traditional lecture method. It is a multiple-choice question and it is
understood that faculties follow at least two methods of teaching. To
make the class more interactive and to make effective two way
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process of communication, teachers follow modern methods of
teaching along with the traditional lecture method,

Table No 17 : Teaching Method Adopted by Faculty

Respondents
Teaching Method Number Percentage
Lecture 35 100
Case Study 18 51
Group Discussion 18 51
Assignment 25 71
Figure No 13 : Teaching Method Adopted by Faculty
Respondents
Method of Teaching adopted by
faculty

L JR-LiT.
W L Wiidly
Gt (HsDuOn

W gl

Table No 18 : Details of Participation of Sample Faculty in
Conferences and Publication Activities

2015-16 2016-17
Total Number Total Number
Workshop/Seminar 68 3l
Conference 42 46
Paper Presented 15 20
Paper Published 17 23

Data Source: Primary Data

From the above Table No. I8, we can understand that during the year
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2015-16, the faculty respondents have attended 68
workshops/seminars, 42 conferences and the total number of paper
presentations is 15 and there are 17 quality publications. Likewise,
for the year 2016-17, the participation of faculty in conference has
increased to 46, Conference paper presentations in the conferences
and seminars is 20 and total papers published was raised 10 23,
Figure No 14 : Details of Participation of Sample Faculty in
Conferences and Publication Activities

" . .
g - -
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As per the figure 21, there is a decrease of 25 percent in the
workshop/seminar participation. 9 percent increase in the conference
attended, 33 percent increase in paper presentation and 35 percent
increase in the papers published during 200-17 compared to the
Previous year.
Table No 19: Response about Imparting knowledge
beyvond the course Content

Imparting Knowledge Respondents Percentage

Yes 33 94
No 2 &
Total 35 100

Dara Source: Primary Data

As per Table 19, 94 percent of the faculty respondents reported to
impart knowledge beyond the course content to update the students
with regard to social issues, general knowledge and knowledge
related to business field 1s very much necessary as it would form a
good base for students when they enter the job market.
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Table No 20 : Feedback from students regarding the teaching

: Feedback Status Respondents Percentage
Yes 25 71

| No 10 29

Total | 35 | 10

Dara Source: Primary Duaia

As given in Table 20, 71 percent of the faculty members take the
feedback from the students regarding their teaching. This
constructive feedback will help them to improve and to better their
teaching skills. 29 percent of the faculties do not voluntarily take
feedback from the students as they depend on feedback mechanism
adopted by their Institute, Some Institutions follow feedback system
after each semester through online method, exit interview or through
the feedback collected in drop box. Certain Institutions also follows
open door policy, wherein a student can approach the Institution head
and give their feedback.

Table No 21 : Extension / Community Development should be a

part of academics
Rapport | Respondents Percentage
Yes 34 97
No 1 03
Total |' 35 100

Duata Source: Primary Data

Interpretation: Majority of the respondents i.c., 97 percent of the
respondents felt that extension / community development aetivities
should be a part of academics as they can sensitive issues to the voung
minds. Respondents also felt that social responsibility or doing
something to the socicty should be imbibed in the early ages.
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Table No 22: Rapport with Parents about Academic
Performance and Regularity of Their Ward

Rapport Respondents Percentage
Yes 27 77
No 8 23
Total 35 100

Data Source: Primary Datu

Interpretation: Institution should create platform. were in the

teachers can keep the parents well informed about their wards'

academic performance. This is required to ensure that the students

remain focused on their studies. From the above data (Table No. 22)

we can understand that 77 percent of the faculties do keep the rapport

with the parents on updating their wards academic performance.
Table No 23 : Special Attention for slow learners

Opinion Respondents Percentage
Yes 34 97
No 01 03
Total 35 100

Data Source: FPrimary Data

Majority of the faculty 1.e., 97 percent, ( Table No. 23) do give special
attention for slow learners, The strategies adopted by them are:

a. By making the students to imternalise the topic taught in
simple terms

b, Mentor-Mentee system

¢. Through Viva

d. Giving Assignments

e.  Giving individual attention, by coaching the slow learns after
regular class hours

f. By providing Remedial Classes
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Table No 24 : Participation in Extension / Community

Development programme

Opinion Respondents Percentage
Yes 31 89
No 04 11
Total 35 100

Data Source: Primary Data

As reflected in Table No. 24, most of the faculty members (89
percent) are the part of extension / community development
programmes organized by their respective Institute or others.

Further, the sample faculty veported to have adopted different
systems to  a) enhance learning aptitude among the student, b) to
ensure teaching-leaming two way process and ¢) Ways ofupdating of
knowledge in the field for their expertise. An overview of their views
and perceptions to the above the following details are given.
a) Strategies adopted by the faculty to enhance learning
aptitude among the student
Following strategies are observed by the faculty 1o enhance the
learning aptitude among the students to make them to aspire to learn
more.
e Provision of demonstration with examples to connect the
theoretical concepts in the books to the real life situation.
o Using different teaching aids, focusing more on E-resources
to make the teaching more interesting.
« Conducting group discussion to enables the students to put
their views freely ona given a topic.
e Providing role playing or situation based learning to ensure
hands on experience to students,
b) Strategies adopted to ensure teaching-learning a two way
process

Two-way process of communication makes the class the interactive
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and interesting. Hence, following strategies are adopted by the
sample faculty to ensure the teaching-learning a participative one.

« Group Discussion

« Giving interaction time at the end of the class about the

course content covered
o Encouraging the studentsto give examples
¢ Making the students to recap of the previous days class in
brief

o (asestudy discussion,

¢} Ways of Updating of faculty knowledge in the field for their
expertise:

A true teacher is to be a keen student. Updating their knowledge and
keeping abreast with the changes help the teachers to cope with
challenges in their daily professional life and to their general well-
bemg. The sample faculty members have preferred to adopt the
following practices to update their knowledge

= Referring to Journals, E-resources, latest business news and

books

¢ Attending conferences and workshops

e Presenting rescarch papers in the conferences

e  Publishing their research papers in the journals of repute
Performance of Institutions on Identified Parameters of Quality
and Best Practices: Analysis and Interpretation of the Views and
Perceptions Heads of sample
Quality and best practices of the sample Institutions are categorized
as activities under teaching and learning. activities under research
and publication and activities under extension and community
development.
For the effective implementation and monitoring, all the activities
performed under teaching and learning further categorized under
curricular, co-curricular and extra-curricular activities,

o  Curricular activities embrace the teaching and learning
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pedagogy such as ICT enabled GD, seminar presentation,
subject presentation, role play, management games, e-based
subject presentations and seminars, periodic tests, e-journal
based assignments, semester wise viva, compulsory internships,
project work etc,. Add on programmes, indusiry certified
programs are also introduced. including the courses on topical
subjects such as GST, SAP, Logistics Management, Hospitality
Management, Catering Service cte. In order to maintain the
quality in the internship and project work and also to watch the
progress, a novel system of Intemship Report and Work Diary
practices has been introduced. Under Co- Curricular
activities, the support activities such as special expert lectures.
collaborative lectures and training on the use of E journals, SPSS
package. demos on Digital Banking, Internship. Project Work
and theme-based one day to six day workshops and book review
sessions have been mtroduced.

Under the Extra Curricular Activities, cvents such as
induction programs, student council activities, cultural
activities, sports activities, traditions day celebrations, musical
concerts ete, are organised. Celebration of festivals such as
Ayudha pooja, Saraswathi pooja, Deepawali, Onam, Christmas,
making of short movies on social centric 1ssues, screening of
mspirational movies followed by in-depth discussion, open
assembly in the beginning of the week as well as at the weekends
are implemented and practiced over the period. Further, students
are also deputed to various conlerences, seminars, competitions,
management fests ete. to understand and internalize the
developments in their respective fields. Likewise, some of the
sample mnstitutions are alse orgamizing on the spotl seminars,
presentations, debate ete, on the most contemporary issues,
allowing the faculty and students to present their views on the
subject. In one of the sample Institutions, students are made to
wrile the series of aptitude tests to enhance their skill levels,

# The Trust has given a lot of importance to the research and
publication activities at the Institutions. As a result, the
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Institutions functioning under the Trust are regularly bringing
out their journals with ISSN Number, which are also indexed.
All sample units are regularly bringing out their news
magazines, bulletins, annual magazines. conference
proceeding etc. Some of the sample institutions are also
conducting social surveys along with the identified industry
and the findings of the surveys are published. For this
academic endeavour, both the students and the faculty join
hands together. Furthermore, all the faculty members are
encouraged to involve in the publication activities, in the
form of preparing and publishing research papers in the
journals of national and intemmational repute. Likewise, the
members of faculty are also encouraged with financial
support and leave facility, to present their research papers and
to engage themselves in research activities.

= Trust encourages the students and faculty to take up and
participate in the extension and community development
activities. Separate annual budgets are created 1o encourage
the extension activities of the sample institutions. Under this
category, the extension activities such as the village adoption,
blood donation, orphanage visits along with charity in cash
and kind, Swatch Bharath Abhiyan, field survey on social
centric issues ele, are best practiced over the peried. Further,
some of the sample institutions are also conducting eco-
friendly activities such as conduct of workshops tor the
public on themes such as terrace gardening, waste
management, environment protection etc. Likewise, value
based activities are also conducted to provide an insight to the
students about values in society. The Trust 1s also supporting
the eco [riendly activities of the sample units through
provision of renewable energy, rain harvesting, wormy-
compost ele.

Sugeestions

The study suggests the following Quality Management and Best
Practices Model for the Institutions functioning under Laxmi
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Memorial Education Trust as a collective endeavour of the major
stakcholders: Management — as the supporters, Heads of the
Institutions- as the initiating leaders, faculty- as the true practitioners
and the Students- as the keen learners,

Quality Management and Best Practices Model

The suggested model is a four circled effort, to ensure the quality in
higher education through best practices being developed, adopted,
practiced and continued by kecping the best interest of the core
stakeholders, The core stakeholders - as given in the second circle-
are the students, faculty, Institution heads and the Management and it
is the collective endeavor of all the stakeholders, which elevates the
higher education institutions to the highest standard of quality and
excellence. The Institution should remain at the focal point (first
circle). As depicted in the third circle, the activities of the institutions
may be categorized under three broad sections namely a). Teaching
and Leaming, b). Research and Publication and ¢). Extension and
Development.

As depicted in the forth cirele. under Teaching and Learning various
proactive initiatives are suggested to be categorized such as
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curricular, co-curricular and extra-cwrricular activities, Curricular
activities represent the pro-active teaching-learning functions and
co-curricular activities represent the support activities to ensure the
quality in the teaching and learming. Likewise, the extra-curricular
activities represent the support activities to ensure much needed skill
compeonent of the curricular requirements and also to ensure hands on
experience in applying the theory to practice. Further, to facilitate all
curricular, co curricular and extra- curricular activities. various Clubs
and Associations should function at the institutions, with the students
as office bearers and faculty to guide and supervise,

Curricular Activities to embrace the teaching and learning
pedagogy such as ICT enabled GD, seminar presentation, subject
presentation, role play, management games, ete. Subject
presentations and seminars are mandated to be selected from the E-
Journals. In addition, other components such as perniodie tests, e-
Journal based assignments, semester wise viva are also suggested to
ensure the quality in the delivery of academics. Likewise, the best
practices such as compulsory internships, field visits, project work
ete. are 1o be implemented to provide actual leaming expeniences.
Further, to strengthen the quality of the courses offered, add on
programmes and certificate programs may be introduced, including
the courses on topical subjects such as GST, SAP, Logistics
Management, Hospitality Management, Catering Service, patient
management etc., to provide a competitive edge. In order to enhance
the credibility of these add on programmes, MOUSs can be signed
with the relevant industry for joint certification. To maintain the
quality in the internship and project work and also to watch the
progress, proper mechanism such as work diary, internship repor
etc., are suggested as the best practices. Further, under Co-
Curricular activities, the support activities such as special expert
lectures, collaborative lectures and training on the use of E journals,
SPSS package, etc, may be introduced. Further, demonstrations o be
arranged on internship and project work ete, to enhance the learmning
level of students. Likewise, theme based one day workshops may be
arganized to make the students more confident and competent. Book
review sessions may be introduced to enhance the reading practices
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of students and members of faculty. Monitoring the students during
library hours, observing turnover ratio of the library stack, enhancing
the library hours if necessary., may be thought of. The prizes may
also be announced to the best userof the library,

Under the Extra Curricular Activities, cvents such as induction
programs, student council activities, cultural activities, sports
activities, traditional day celebrations, musical concerts etc, may be
implemented. Celebration of festivals such as Ayudha pooja.
Saraswathi pooja, Deepawali, Onam. Christmas, ete, may also be
observed to create and enhance the feeling of belongingness. Further,
very distinct and different teaching-leaming experiences such as
uploading faculty lectures to the individual college website, making
of short movies on social centrie issues, screening of inspirational
movies followed by in-depth discussion, open assembly in the
beginning of the week as well as at the weekends may be
implemented and practiced. Further, students are to be deputed to
various conferences. seminars, competitions, management fests ete.,
to understand and mternalize the developments in their respective
ficlds. Likewise, spot seminars, presentations, debate ete, on the
most contemporary issues may be arranged, allowing the faculty and
students to present their views on the subject. Students may be
allowed to write online aptitude tests to enhance their skill levels.

As presented in the forth eirele, under research and publication, it
should be the vision of any higher education institution that the
educational institution not only to be the center of knowledge
dissemination, but also the center ol excellence to generate new 1deas
and knowledge. Hence, the istitutions have to assign a lot of
importance to the research and publication activities, They have to
bring out regularly peer review research journals with ISSN Number,
which are also to be indexed. Institutions will have to publish news
magazines, bulletins, annual magazines, conference proceeding ete.
To understand the pulse of the society, social surveys to be conducted
along with the industry and the findings of the surveys to be
published. For this academic endeavour, both the students and the
faculty should join the hands. Furthermore, all the faculty members
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are to be encouraged to involve in the publication activities, in the
form of preparing and publishing research papers in the journals of
national and international repute. The members of faculty may be
encouraged with financial support and leave facility. to present their
research papers and to ecarrvoul research activities.  Yearly
performance evaluation of faculty may be introduced to keep the
faculty alertand active.

As shown in the forth circle, under Extension and Community
Development activities, students and faculty are to be encouraged
take up and participate the extension and community development
activities, Separate annual budgets are to be created to encourage the
extension activities of the Institutions. The suggested extension
activities such as village adoption, blood donation camps, orphanage
visits along with charity in cash and kind, Swatch Bharath Abhivaan,
field survey on social centric 1ssues ete, are to be accomplished as
best practices, Further, it is also suggested that the institutions to
conduct eco-friendly activities such as organising workshops for the
public on the theme such as Terrace gardening, waste management,
environment protection, banking habits, patient interaction ete,
Likewise, value based activities are also to be conducted to provide
an insight to the students about values in society. Further, the
institutions are to support the eco friendly activities such as provision
of renewablc energy, rain harvesting, wormy-compost etc,
Conclusion

The best practice is an inductive approach to quality management in
higher education institutions with a focus on practice and continuous
improvement. This will help institutions of higher education to play
their role effectively in quality sustenance and enhancement. And it
should be the vision of every higher education institution in the
country. Stakeholders can contribute differently for the realization of
this goal by the institutions. Policy makers in the field of education
have an important responsibility of creating an enabling policy
framework for effective functioning of the institutions. The
Management should ensure proper infrastructure and efTective
governance systems, Teachers have a critical role in building
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competencies of learners through best pedagogic practices. Finally,
students, for whom the whole system is designed. should desire and
demand the best. Then everything will fall in line.
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Bangladesh Education Policy 2010: An Analysis of Its
Contribution towards National Human Resources
Development
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Abstract

Bangladesh is an over populated country, yet its population can be
converted to iuman resources for achieving cconomic growth, There
are many elements for human resowrces development (HRD), among
those education could be the most important element for developing
human resouwrces.  Government could correctly identify that, if
education svstem of Bangladesh could be reformed by an effective
policy we can transform this demographic burden to dividend
through HRD. In this note, Bangladesh Education Policy 2000 is
considered to he one of the best education policy ever promulgated.
But when we analyze its practical application, there are  concernon
its contribution towards NHRD including its implementation process
in the field. Here, a well-orchestrated education policy can play key
role for developing an adaptable workforce who can effectively
contribute for building a prosperous nation.

Keywords : National Education Policy, NHRD, Skill Development
Introduction

Policy is one of the principal vectors through which influence flows
between the larger society and education mnstitutions. When people
speak of education policy, they refer to government decision rules
regarding education, schools, colleges, or related matters (US
Depariment of Education). The present National Education Policy
was enacted 2010.The policy opened up a new era lor Bangladesh
Education System. Education policy in Bangladesh has always been
an issue of discussion in the society. All the government from
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colonial era to the present day have tried to formulate an individual
policy that reflected their own ideology and vision. Hence, from 1972
number of commission's reports were promulgated but none of those
could reflect the promises and aspirations of the people. The
Education Policy 2010 has the democratized notion in it, as it was
circulated to all for comments and suggestion before the publication,
The pelicy has the promise for reformation and development and
displayed as the symbol of nations principle and conscience, But
policy in paper is not enough to satisfy nation's aspirations which
they are longing for, There are also hiccups in its application for
NHRD which merits in-depth analysis. For reforming a policy social
and contextual aspect should also be taken in consideration. Experts
suggest that, during anv education policy development, its
curriculum and structure must be compatible with the contemporary
development, whereas, its implementation depends on the will and
ability of the government, In this note the educators often refer that,
the education reforms in Bangladesh is ofien driven by the political
apparatus of the government rather than by educators or bureaucrats
and justifies as the basis of needs. Hence, in this paper the relevance
of the education policy 2010 for NHRD will be studied to
recommend its necessary modification for presenting a pragmatic
education policy for Bangladesh.
Objectives of the Study
Main Objective
Main objective is to evaluate Bangladesh Education Policy 2010 for
determining its contribution towards NHRIDD.
Specific Objectives

a. Tostudy the Education Poliey 2010.

b. Toidentity its linkage to NHRD.,

¢. To analyze the contribution of national education policy
towards NHRD,

Methodology Followed

The methodology is based on the secondary data. Various books,
journals, research reports, newspapers, etc are used as secondary
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sources of data. The present study is a narrative one, a thorough study
of available secondary data was carried oul to reach worthwhile
conclusions and determine its relevance to NHRDD.

Key Concepts Defined
Education

Education is the process of facilitating learning, or the acquisition of
knowledge, skills, values, beliefs, and habits, Education can take
place in formal or informal settings and anv experience that has a
formative effect on the way one thinks, feels, or acts may be
considered educational. The main objective of education is to
strengthen our mind so that we can perform better in the life.
Education is important in life because it gives people the skills and
tools they need to navigate the world. Without education, people
would not be able to read, write, calculate or communicate; they
would also not be able to perform jobs competently, accurately and
safely. Education also teaches people about the world in which they
live, including information about history. philosophy and culture
(Shamsul.1965). However, many people believe that education is
important in life for reasons beyond basic survival skills, Eleanor
Roosevelt famously said that, education is essential to good
citizenship and that education is important to life because it enables
people to contribute to their community and their country, Education
is important because it teaches people about the world around them.
Education is also considered as the key to a nation's development.
Education is the principal means to achiceve the goal of poverty
alleviation. Scholars believe education is important because it helps
to answer life's big questions, including questions of how to live,
work and love.

Human Resources

Human resources are the people who make up the work force of an
organization, business or economy, "Human Capital is sometimes
used synonymously with "human resources", although human
capital typically refers to a more narrow view. Likewise, other terms
sometimes used include "manpower”, "talent", "labour",
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"personnel”, orsimply "people” (PP Aryaand BB Tandon, 1995).

Human Resources Development

HRD is a series of organized activities conducted within a specified
time and designed to produce behavioral change of the human
resources { Haslinda, 2009), The origin of HRD was suggested to have
started in the USA during the advent of the Industrial Revolution in
1800s. But some writers argued that the roots of HRD emerged in
1913 when Ford Motor started training its workers to produce mass
production in the assembly line. However, some scholars suggested
that, during the outbreak of World War 11, in the [940's HRD
emerged, as during this penod workers were trained to produce
warships, machinery, and other military equipment and armaments.

NHRD

NHRD deals with “government skill formation and employment
policy, mstitutional development, partnership development with
international agencies” (Metealfe & Reese, 2005, p. 456) NHRD is
considered as macro level HRD here macro HRD helps to develop
educational opportunities, infrastructural development and enhance
productivity of the people. Challenges of this level of HRD is to
develop infrastructure for education and training at grassroots level,
developing educational contents and syllabus under an effective
education policy. Here inter-ministerial coordination is essential for
preparing human resources planning for local vacancies and overseas
employments,

Policy

The word policy is derived from the Greek polis, referring to city or
citizen. Subsequent Roman usage led to the term polity, meaning
government, government organization, regime, or nation, In modem
parlance, policy refers to a uniform decision rule, a regulation, ora set
of prescriptions that applies i all similar circumstances (US
Department of Education). In short, any given policy represents the
end result ot a decision as to how best to achieve a specific objective
(Torjman 2005,p.4). When people speak of education policy they
usually refer to government decision rules regarding education,
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structures and stream of education schools or related matters.
Benjamin Levin mentioned few points which are very important for
understanding the education policy reforms, these are: Political
consideration, History and culture, Institutions of the organization
and government, constantly changimg multi faced context. Education
is intended to serve the social purposes, so idea about the education
will change with the changing requirement of the society but very
often the reforms are seen as the programmes of the educational
change that are government directed and initiated based on political
aspiration

Relationship between Education and NHRD.

Education and NHRD

There 1s a very strong relation between education and NHRD. A
country should develop her people as an efficient workforee so that
they contribute to the local and global market, which is very
competitive as it ever. Education is essential for nearly every type of
job or career, and in many cases. education makes the difference
between being able to perform a job sately and accurately and being
unable to perform a job at all. There is a continual need for enterprises
to update much more regularly the skills mix of employees to respond
to the opportunities or threats created by globalization and rapid
technological change. Need based education is the only way to
develop efficient human resources who can meet the challenges of
globalization (Shamsuddoha M and Hossain 8 Md. 2010). Nation
should try their level best to give optimal education to its population
through public and private educational institutions so that they can
properly work at home and abroad. For countrics that are both
economically and socially developed such as Japan, education is no
longer the main purpose of HRD because statistics show that 99% of
the Japanese workforce is literate. Whereas for those that are only
economically developing such as Bangladesh, HRD to be used as the
principal tool for the development and implement
organizational/governmental goals and objectives.

NHRD and Education: Bangladesh Perspective
HRD is at the core of Bangladesh's development etforts and access to
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quality education is critical to poverty alleviation and economic
development. The Government is committed to undertake structural
reforms that are expected to bring significant improvements in the
education sector, Bangladesh's commitment to education has been
clearly stated in its constitution and development plans with
education being given the highest priority in the public sector
investments. The 2017-18 budget has proposed an allocation of
Tk.504.32 billion for education sector. The amount is 2.2 per cent of
the GDP (gross domestic product) and 12.6 per cent of the total
outlay. An allocation of Tk.284.10 billion has been allotted for the

BUDGET SHARE IN EDUCATION
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Figure 1: Last 8 years budget share in Education Sector {Source:
Unnayan Anneshian, 201 7)

The education sector with an emphasis to secondary education is a
priority area for the Bangladesh which plays significant role in
overall development of Bangladesh. Education 1s considered a key
strategy for effective HRD, poverty reduction, and socio-economic
development, all which contribute to the national development.
Government realizes that, there is a pressing need to develop a large
part of the population into productive workers through the
coordination and interaction between people, educational
nstitutions, training programs, and technology where secondary
education is regarded as the principal institutional mechanism for
developing human skills and potentials (7" Five Year Plan), But,
having so much of focus on education, so far no significant action
plan has been projected for such coordination. As such in the process
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of implementing her policy, actions like: development of new
curriculum, resources allocation and education administration could
not play any dominant role in integrating education with NHRD.
Article 17 of the Constitution

About education, article 17 of the constitution mentioned, the state
shall adopt effective measures for the purpose of:

a, Establishing a uniform, mass-oriented and universal system of
education and extending free and compulsory education to all
children to such stage as may be determined by law.

b, Relating education to the needs of society and producing properly
trained and motivated citizens to serve those needs: removing
illiteracy within such time as may be determined by law.

An Overview on the National Education Policy 2010
Background and Context

24 September 1972, father of the nation Bangabandhu Sheikh
Mujibur Rahman formed the 1st education commission that was Dr.
Qudrat-e-Khuda Commission, The committee submitted its report on
May 30, 1974, But after the assassination of the Father of the Nation
Sheikh Mujibur Rahman the education policy was shelved forever
and the country's education system continued to run with the centuries
old ideas and infrastructure. Considering the national reality and the
context, Awami League made the commitment in its election
manifesto to adopt a national education policy in light with the
Qudrat-e-Khuda Commission. Aeccordingly National Education
Policy 2000 was adopted, but the following government did not
implement the policy. Finally in April 6, 2009, 18 member committec
was formed led by Professor Kabir Choaudhury to present the nation
with an updated Education policy. The policy was finally passed in the
Bangladesh National Parliament on December 7, 20010, and thus
known as National Education Policy 2010

Main Features of the National Education Policy 2010

a. Objective Set. There are 30 aims, objectives, goals and
principles mentioned in the Education Policy which include,
among others :
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* Tocreate asociety free from the curse ol illiteracy.

* Toremove socio-economic discrinunation in regards to race,
religion and creed. and to eradicate gender disparity; to
develop non-communalism, global fraternity, fellow-feeling
and respect for human rights,

= To give priorily to primary and secondary education; to show
students the dignity of labour; to enable them to acquire skills
in vecational education and facilitate self~employment,
irrespective oleducational qualifications,

« To ensure the proper context and situation in the education
system at the higher level 1o facilitate the ideal environment
[or learning,

« To ensure the education of the physically and mentally
challenged learners.

« To initiate a uniform curriculum in diverse types of schools
delivering mandatory syllabus for some basic subjects 1o be
taught in diverse types of schools.

Glimpse on the Contents,

»  Pre-primary education for 5+ years children: employment of
female teacher for pre-primary schools: Ensure teaching-
learning process as an integrated method. Ensure teacher-
student ratio as 1:30; Inclusion of marginalized children;
Establish Iibrary facilities in all primary schools,

» Policy suggested free, universal and compulsory primary
education up to class eight and implement same curriculum
and syllabus for all streams; the mandatory inclusion of the
six compulsory subjects under all streams of educations
namely general, madrasa, and technical. Class five students
will have to sit for the public examination to mark the primary
education as a uniform standard and teachers will have to be
answerable. There will be ne annual and scholarship
examination at class five. Pre vocational education and
scholarship to all education from class six to eight on the basis
ofexamination.
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» Secondary education will be from class nine to twelve. All the
student must study their own religion and receive morale
education.

* |Inclusion of the information technology and science in the
curriculum is mandatory,

» Technical institution to be established up to Upazilla level.
Modernization of the madrasa education to be done through
inclusion of the information technology, and arrangement of
text book and teachers for the indigenous children to enable
themto learn in theirown language.

» The policy suggested provision of free enrolment, free
distribution of education materials, mid-day school meals,
and stipend under special arrangement for bringing street
children to school and continuation of the studies.

» Three years degree course to be replaced by four vears
honours course, In respect of higher education,
decentralization of the National University by setting up
centres in all divisions.

*  The policy recommended a permanent education commission
forthe implementation of'the policy.

Analysis of the Present Policy on its Contribution towards
NHRD.

The national education Policy 2010 is considered as one of the most
practical oriented policy ever formulated in Bangladesh. It is blended
with the liberalism of the Qudrat-e-Khuda policy and aspiration of the
forward looking citizens effectively. "National Education Policy
200" tried to focus on development of human resources, It promiscs
to develop learners with competencies so that he/she can be well
accepted in the job market at home and compete for a decent position
in global market. It also identifies the importance of imparting
effective education at primary level thus preparing a strong
foundation for quality secondary education. It highlights the need for
mitigating discriminations ameng various secondary educational
institutions and among various socio-economie, ethnic and socially
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backward groups; especially to support the advancement of
education in the remote regions. The policy projected due importance
to design, continue and implement a uniform curriculum and syllabus
forthe selected core subjects. irespective of streams of the secondary
education. Having included so much of positivity the bleak reality is
after eight years if we ponder upon how much we could extract from
this policy, we are yet to find enough to be contended.

a. Structures of Education System:. Inclusion of eight year
primary education in light of the Dr Qudrat-e-Khuda commission is
debatable. It is also rightly mentioned in the policy that, the
challenges involved in extension are infrastructure development,
recruitment of teachers and redesigning curriculum. Any policy
formulation merits the consideration of social, historical contextual
analysis. After forty eight vears we cannot suddenly jump to raise our
primary education to class eight. Integration of existing level of
primary education with the next three classes of the old secondary
level along with the arrangements for of competent teachers, poses
greater challenge towards execution of new policy. In this scenario
we cannot rule away the influence of political manifestation and
egoistic notion as mentioned by Benjamin Levin in his book
‘Reforming Education policy. In May 2016 education minister said,
“In the National Education Policy-2010, there's a directive to extend
the level of primary education up to class VIII from class V by 2018,
and now a process is underway to implement it.” The logic behind the
gxtension of the primary education as mentioned by the minister
“Education up to class-gight will be the basic education for
Bangladeshis. We want to ensure education for all up to this level so
that the students can acquire skills and competence of a certain level.
The move would reduce the risk of drop out™, Here, the UNESCO
preseription of 14 years of universal education also was a
consideration for the government to extend the primary education
upto class VIII. But on the other hand it is learned that, primary and
mass education authority is not yet prepared to accept these
additional responsibility, Under this prevailing bizarre situation
between the implementing authorities —how much we are gaining
from it? Finally a board was convened to study the feasibility of the
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extension of the primary education but we are vet to have a decision
on it, But, there i1s no visible controversy over the proposal of
extending the secondary education upto XII, as it is seemingly
possible to implement with minor administrative adjustment and
recruitment of teachers. Here, the problem is interrelated, since we
are yet to make a decision on extension of primary education, we are
not likely to extend secondary education upto X1I soon. Meanwhile,
we have passed eight long years to see the execution of the most
coveted policy where we had the promise of having a pre vocational
skill lesson from V1 to VI, The apprehension and dilemma from the
stake holders at different level who would execute on ground, made
the parents and the students skeptical about the whole policy, lat
alone the redesigning of the curriculum and inclusion of skill
enhancement lesson.

b. Enlistment, Drop out and Unemployment: Bangladesh
Burean of Educational Information and Statistics (BANBEIS)
revealed that, the dropout rate was 40,29 percent in 2015, according
to the report during 2016, the drepout rate among girls in secondary
level was 42.19 percent and among boys was 33.80 percent. In 20135,
the rates were 45.92 percent and 33.72 percent respectively, the
report said, Meanwhile, the enrollment of students in secondary level
in 2016 was 67.84 percent, of which girls were 73.10 percent and
boys were 63.85 percent. Both dropout and enrollment rates for girls
are higher than that of boys in secondary level, which suggests that
boys are surviving better than girls. Meanwhile, in primary level, the
dropout rate has lowered to 19,2 percent in 2016 from 20.4 percent in
2015, Again, the dropout rate in higher secondary level in 2016 was
20.08 pereent, with 23.83 percent girls and 16.55 percent boys
dropping out from studies. According to the same report, girls
comprise of 51.9 pereent of the total number of students in secondary
level in Bangladesh, which 1s the highest among the E-9 countries,
The other E-9 countries are Brazil, China, Egypt, India, Indonesia,
Mexico, Nigeria and Pakistan, There are many reasons identified for
the drop out of the students, among those the main reasons as
identified by the experts are: High cost of education, lack of interest
Jpoor quality of education, and education return.
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TVET INSTITUTINS IN BANGLADESH
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Figure 2;: Comparison of the TVE institutions in Bangladesh
{Source: Unnayan Anneshan, 2017)

For a country like Bangladesh most of the parents calculates the cost
of the education and its return which ultimately dictates the fate of the
student . A study by Binayak Sen revealed that, the year of study and
the imcome of an individual is endogenously co related because of the
personal ability factor. A poor farmer of the remote area of the hill
district will never engage his children for years in uncertainty of
employment, rather he will be happy if the children could learn skills
of saw mill work instead of studying at secondary level of school. The
education policy 2010 highlighted in its objective for the skill
development and creating employment opportunity but no clear
guide line or mapping was done to materialize the objective. The
number of vocational school is only 14 percent whereas the dropout
rate is 45 percent. Hence, these technical and vocation education are
not enough to play its role for the transformation of population to
human resources.
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We need a strategy to integrate skill building curriculum with the
general stream of the education. Government is treating stipend and
free book as strategy for retaining the students. But the question
remains what will happen to those highly educated students if'they are
unemployved? Rather, this sort of funding is complicating the situation
further. Country like Finland does not provide vocational education to
the students, on the contrary students are given skill building
education as a part of general school curriculum as they could rightly
identify that, technical and voeation education alone cannot play its
role for the transformation of population to human resources.
Education policy 2010 has correctly mentioned for the inclusion of
pre -vocational education at primary level but no steps are taken as yet
for the revision of the svllabus, A deliberate study on the need
assessment and arca wise mapping is required for the skill
development and higher study planning tor the students.

= Work Force Planning and Skill Development Investment:
All Strategy development demands an achievable policy end state.
Unfortunately we have not done a workforce mapping for our future
requirement. Education policy do not focus our work force need for
fulfilling vision 2021 or even for vision 2041, We do not know, what
propartion of our presently enrolled student need to enter work force
after ten years? What proportion of students should go for higher
studies? or, who all need technical or vocational education? Do we
have any plan for diverting different streams of students to their
destined institution within a preseribed time frame? Possibly not. We
need to invest heavily on education and that investment should be
based on education return analysis, otherwise whatever money we are
investing on education will be mostly wasted in vain,
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Figure 3: Trendy of Workforce Emplovment Trend in Bangladesh
(Seurce: Rafigue 2017)
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d. Public Examination: Extension of universal and compulsory
primary education up to class VI could not be implemented yet due
to lack of infrastructure. Again the process is made further
complicated by introducing Primary Education Completion
Examination (PECE) afier grade five and Junior School Certificate
exam after class eight. From the very beginning experts had been
apprehending that sitting for a public exam at the age of eleven or
twelve may sufler from mental pressure and these exam may promote
an unhealthy competition among the young learners. Education
experts, researchers. intelligent citizens, teachers and guardians have
questioned the value of these examinations. It does not contribute to
improving the teaching learning process. Many expert said, the
effects of PECE have been to encourage drills and rote memorization,
neglect understanding and creativity, disregard basic content of the
curriculum, and discourage thinking and reasoning. The educationist
remarked in different forum that, given the scenario it 1s difficult to
understand how we can have a congenial stress free leaming
environment for acquiring basic knowledge for our children who
would become the asset for our national development in future.

e. Teachers Ratio.: In all the educational institution the number
of the students have increased many folds but the teachers are not
recruited in the same ratio. Most of the cases teachers do not teach the
particular subject for which he or she has been appointed. The MPO
(Monthly Pay order) rule, influence of the local leader including
governing committee, irregularities of the recruiting are possible
main reasons for not having the qualified teacher for particular
subject, Again, due to shortage of teachers, one teacher has to take
care of other subjects forwhich he or she is not been appomted.

2 Private Tutor and Coaching.: It seems nothing can stop the
dominance of coaching and tutor business. Lack of quality class room
teaching and influence of unethical teachers compels guardian to
send students for coaching. In our country very few parents can teach
their children at home, consequently parent rely heavily on tutor or
coaching as student are not prepared well in the class, Those who can
afford to send children for coaching is somehow managing their
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students learning, but how about those who cannot afford to spend
money for coaching? A disparity and inequality seems to dominate
the existing society and thereby posing a severe effect on child
psychology and their grooming up process.

g, Tertiary Level of Education: The influence of politics is
more acute in the tertiary level of institution. No one is against the
healthy student politics but in the name of politics very often students
are being used as pawn of the dirty political game. Teacher's
recruitment, student's admission. allocation of dormitory or even
heinous activities like collection of ransom or drug dealing are often
observed in the tertiary level of institution, A well thought of policy
direction followed by a sound implementation strategy with the
support of legal framework remained as a long cherished dream for
the innocent student parents and teachers. In the tertiary level
education national university is seriously compromising the standard
of the education. Lack of supervision, poor quality of education are
resulting in a good number of poorly equipped graduates in the work
force of the country. The decentralization of the national university
could further aggravate the situation, as such immediate control of
these situation to be initiated trough a special commission to suggest
policy reform and ensure quality education attertiary level.

h. Teachers Training: There 1s no alternative to gaining
excellence other than training and education. The modern pedagogy
is dynamic, it merits an up gradation of the personal and institutional
approach with the changing socio-ccenomic and technological
seenario, Quality of education much depends on the quahity of
teachers. Teacher should be trained according to the requirement of
the curricular and the student's needs. Policy guideline should
specify the timely development of the teachers through various skill
building programs as they grow teaching experience. Teacher's
remuneration and incentives along with the promotion prospects to
be linked with the skill development and gualification attainment in
each level of teaching.

1. Teaching as a Career: I we want to attract brilliant
graduates for the teaching we have to make this carcer an attractive
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one. Good salary, job security, scope for higher study along with a
social campaign for attracting promising vyouth for teaching
profession to be carried out. Teachers to be kept out of local politics
and external influence. Recognition of the best teachers programme
with attractive reward to be ecarried out in each school, upazila
J(district  and at national level for the retention of the sincere and
qualified teachers. Government to take strict measures to keep
teachers recruitment process free and fair, A strict supervision on the
observance of code of conduct for the teacher and governing body to
be ensured through a neutral yet competent executive body at district
level.

k. Education Administration and Coordination: Education
administration often seen as the main bottle neck in implementation
of the policy at ground level. Inter-ministerial coordination,
synchronized activity within directorate, district education officials
and institutions to be ensured through an efficient procedure under
workable policy direction.

l Curriculum and Core Subjects: Uniform education
system is a constitutional obligation for the formulation of education
policy, The National Education Policy 2010 recommended teaching
of common core subjects like Mathematics, Science, Bangladesh
Studies, Environment and Climate Change in all strcams at the
primary level, including general, English medium, technical schools
and madrasas. Butitis yetto be fully implemented in English medium
schools and Alia madrasa. Kowmi madrasa is even yet to except it in
their curriculum. If we want to develop human resources under a
commeon strategy it i1s imperative to ensure uniform curriculum at all
streams of education.

m. Implementation Committee: National Education Policy
2010 has many positive ingredients for human development in
Bangladesh but the policy implementation is very slow in progress.
An independent and etfective policy implementation committee to be
formulated immediately for supervising the implementation process
and advice ministry on its progress and challenges accordingly.
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Conclusion

The population density in Bangladesh is one of the highest in the
world today, Further, less and poorly skilled population are the major
constraints for achieving economic growth for the country, It is
evident that, with the present trend, job market will not be able to
create sufficient opportunity for jobs seekers due to insignificant
supply of skilled manpower in the market, In this backdrop the study
tried to highlight the relevance of the education policy 2010 towards
human resources development. The demographic pattern and its
forecast for next 30 years indicates us to invest prudently for its heavy
working age population, this situation may not prevail after fifty
years or s0. In this context it is imperative of us to understand the
importance of HRD and reform education policy to initiate a
sustainable work force development strategy for fulfilling the dream
of'Developed Bangladesh',

Recommendations

In light of the study on the contents of the education policy following
recommendations may be considered for education policy reform in
orderto foster HRD in Bangladesh.

= Allocation of the ecducation budget to be increased
substantially for ensuring quality education. It should be
immediately raised to at least 4% of the GDP.

e Government should formulatc a neutral and effective
education policy implementation committee to execute the
implementation process smoothly.

= All district to have a competent and powerful education
monitoring and coordinating committee to ensure quality
education at district level.

= Government to take necessary steps to attract brilliant graduate
to choose teaching profession and ensure a free and fair
recruiting procedure for their recruitment.

« Education policy to include work force mapping for
introducing a skill building strategy for the students.

e Uniform curriculum to be enforced to ensure common focus on
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the HRD in Bangladesh.

o Government should provide best support to increase enrolment
and decrease dropout by ensuring joyful. meaningful and

quality education.
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The Impact of Loyalty Cards in Retaining
Customers: A Study with reference to Mega Mart
Retail Outlet in Mangalore city.

* Prof. Deepak Rao
r Prof, Roshmitha R, Kotian
Abstract

Fierce competition and complexity of modern business has prompted
organizations to strive for creative and innovating strategies to
retain customers. As attracting new customers in the husiness is far
more costly than retaining existing customers; bhusiness
arganizations have started offering lucrative lovalty programmes to
retain existing customers. The current studv is empirical research
that focuses on the effect of lovalty programs on customer retention
with reference to Mega Mart Retail outlet. The data for the study was
collected from Mangalore region from the customers who physically
visited Mega Mart retail outlet for buving their products. The results
indicated that lovalty card programme has vesulted in an increase in
their purchases from the outlet and customers use lovalty cards most
af the time while making their purchases.

Keywords: Lovalty card, Customer Retention, Customer Lovalty,
Retail outler

Introduction

“Good customers are an assed which, when well managed and
served, will return a handsome lifetime income stream for the
company, Phifip Kotler

In recent times, retailers are being exposed to a new generation of
customers. These new generation customers can be classified on the
basis of individual differences in expectations, preferences for wider
choice, extent of brand loyalty and willingness to try competing
brands so as to perceive higher value satisfaction. The changing

*®  Assistant Professorn, A.J Institute of Management, Mangalore
** Assistant Professor, A.J Institute of Management, Mangalore
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profile of Indian consumer is likely to change the shape of Indian
consumer market permanently. To match the varying consumer
tastes and preferences, retailers have adopted innovative strategies.
This tendency has resulted in issuing of loyalty cards to the
customers as a means of innovative strategy to retain the customers.

As an important component of firms' customer relationship
management (CRM) strategy, loyalty programs aim to increase
customer loyalty by rewarding customers for doing business with the
firm. Through these programs, firms can potentially gain more
repeat business and. at the same time, obtain rich consumer data that
aid future CRM cfforts, Since American Airlines launched the first
contemporary loyalty program in 1981, loyalty programs have
blossomed and now span various industries, including retail, travel,
and financial industries. It is estimated that more than half of U.S.
adults are enrolled in at least one loyalty program (Kivetz and
Simonson 2003 ).

Despite the prevalent use of loyalty programs, their effectiveness is
not well understood (Bolton., Kannan, and Bramlet 2000). Some
researchers question the value of loyalty programs. For example,
Dowling (2002) suggests that loyalty programs do not necessarily
foster loyalty and are not cost effective and that the proliferation of
loyalty programs is a hype or a “me-too” scheme. Conversely, some
recent studies show that loyalty programs have a positive impact on
consumers' repatronage decisions and their share of wallet (e.g.,
Lewis 2004; Verhoef 2003), With limited empirical validations, the
debate on whether loyalty programs are truly effective continues,
The divergent views suggest a need to understand these programs
better. This is also of strategic importance because such programs are
costly investments and require a firm's long-term commitment. It is
vital for managers to know whether and how these programs work
before they take the plunge.

Although evidence about the efTectiveness of loyalty programs has
begun to accumulate recently, the field is still underdeveloped. and a
clear picture has vel to emerge. Addressing this issue, Bolton,
Kannan, and Bramlett (2000, p. 28) suggest that “to determine the
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long-term efficacy of a loyalty rewards program, a company must
quantify the program's influence on future purchase behavior (e.g.,
usage levels).”

The key research question is whether loyalty programs change
consumers' patronage levels and help the retail industry to retain its
customers. This outcome is important to study because they are
directly related to consumer profitability and the financial success of
aloyalty program.

Loyalty Programmes

Aloyalty program™ is defined as a program that allows consumers to
accumulate free rewards when they make repeated purchases with a
firm. Loyalty programs are often part and parcel of a comprehensive
customer relationship strategy.  As acquiring new customers 1s
getting costlier day by day, business organizations have offered
continuity/loyalty programmes to retain/reward existing customers
and maintain relationships. Loyalty programs not only help build
customer commitment but also demonstrate a firm's commitment.
Loyalty Cards are an excellent marketing tool for rewardmg current
customers and attracting new ones. Loyalty cards and membership
cards with personalized information add tremendous value to
customer service and strengthen a company's brand recognition. The
Loyalty card adds prestige to the card holder and confers benefits to
him.

A loyalty card program i1s a marketing program that rewards
customers with discounts and rebates for their repeated business,
while providing sellers with information about the customer's
purchasing patterns. Customers register and then are given a card
that they present whenever they make a purchase. Both the sellerand
the consumer prolit from these programs. Cuslomers receive
discounts or rebates and sellers receive information that enables them
to offer their customers the products that they prefer. The program
thus achieves the objectives of rewarding most frequent customers
and ensuring repeat purchase. A win-win situation results with both
buyer and issuer gaining,
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Benefits of Loyalty Programmes
Benefits to Firm:
Loyalty cards leads to lower price sensitivity & stronger store
attitude which ereate switching barriers.
Loyalty cards creates loyal customers who brings higher
average sales due to cross selling & up-selling opportunities
Loyal customers are profitable asset for a company as;
servicing existing customer is less costly compared to new
one.
Loyalty programmes also helps in increasing advocacy.
Benefits to Consumers:
Consumers benefit, as some incentive is offered to stay loyal
by the retail outlets.
Customer will have satisfied sense of belonging as a
customer becomes a part of loyal group.
II'the consumer is convineed about the value he derives from
purchase he will go for repeated purchases and this reduces
time in evaluation, comparison and search.
Loyalty Programmes and Value Enhancement
Loyalty programs are olten considered value-sharing instruments
and can enhance consumers' perceptions of what a firm has to offer
(Bolton, Kannan, and Bramlett 2000; Y1 and Jeon 2003). This value
enhancement function 1s important because the ability 1o provide
superior value is instrumental to customer relationship initiation and
retention (Sirdeshmukh, Singh, and Sabol 2002; WoodrufT 1997).
Indeed, enhanced wvalue perception is considered a necessary
condition to a lovalty program's success (O'Brien and Jones [995).
Loyalty programs provide value to consumers in two stages. In the
first stage, program points are issued to consumers at the time of
purchase. Although these points have no practical value until they are
redeemed, recent studies show that they have important
psychological meaning to consumers (Hsee et al. 2003; Van Osselaer,
Alba, and Manchanda 2004). The psychological beneflit increases the
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transaction utility of a purchase (Thaler 1985) and, subsequently, the
overall value perception of doing business with the firm. Because
consumers can later redeem points for free rewards, point
accumulation creates an anticipation of positive future events, which
increases consumers' likelihood of staying in the relationship
(Lemon. White, and Winer 2002). In the redemption stage.
consumers receive both paychological and economic benefits from a
loyalty program. The free reward functions as a positive
reinforcement of consumers' purchase behavior and conditions them
to continue doing business with the firm (Sheth and Parvativar 1995).
Pavchologically, giving free rewards to customers shows the firm's
appreciation and personal recognition of its customers, This sense of
being important can enhance consumers' overall sense of well-being
and deepen their relationship with the firm (Bitner 1995; Gwinner,
Gremler, and Bitner 1998). Some researchers suggest that there are
other psychological benefits as well, such as the opportunity to
imdulge in guilt-free luxuries (Kivetz and Simonson 2002) and a
sense of participation (Dowling and Uncles 1997), which may be
especially appropriate for brands that do not carry this belongingness
(Oliver 1999), All these psychological and cconomic benefits
translate into an attractive value proposition from the firm.

Loyalty Programmes and Relationship Commitment

Beyond the need for superior value, a necessary condition for any
relationship to develop 1s the commitment of both parties in the
relationship (Morgan and Hunt 1994), Given a wide variety of
choices and a low switching barrier. itis easy for today's consumers to
switch among different firms. This poses significant threats to
customer relationships because consumers are not likely to commit to
a single brand or firm. Loyalty programs can alleviate this lack of
commitment and reduce customer defection by raising switching
costs. Because loyalty programs reward customers for their repeated
patronage, consumers tend to focus their purchases in one program to
maximize the benefits they receive (Sharp and Sharp 1997). Such
vested interests 1n a program make it difficult for competitors to
entice customers away from a firm. Using game-theoretic models,
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Kim, Shi, and Srinivasan (2001 ) demonstrate that such a competitive
barrier benefits the firm and results in higher prices in the
marketplace. This is especially true for highvariety- seeking products
and services (Zhang. Krishna, and Dhar 2000). Loyalty programs not
only help build customer commitment but also demoenstrate a firm's
commitment. Tt is often costly for firms to initiate and maintain a
loyalty program. It requires extensive efforts to manage point records
and reward issuance. After such a program is in place. it is usually
difficult to terminate it without risking the loss of consumers'
goodwill. Although a loyalty program brings real cost to the business,
it also shows the firm's commitment to establishing a long-term
relationship with its customers., Such a commitment and
demonstration of goodwill can further deepen the relationship
between the firm and its customers,

Database for Loyalty Programmes:

Data gathered through running loyalty schemes gives a true
reflection of actions of consumers and allows in-depth analysis of
customer rather than product or store. When loyalty cards are scanned
at the point of purchase, data are captured automatically registering
time, day, products bought, prices paid and varety of such
information of a card consumer. Analysis of these datasets yield
valuable nsights into consumer shopping processes, reactions o
marketing efforts and long term patterns of behaviors. It also reveals
which customers deliver the bulk of revenue and/or profit by linking
the purchase history to [irm's cost data.

Data gathered through loyalty programmes can be put to use in the
decision areas ranging {rom segmentation, corporate planning, store
portiolio, brand management, merchandising, promotional and
media activity, direct marketing, inventory management, pricing and
store layout.

Mega Mart Retail:

Mega mart, a pioneer in the apparel value-retail segment, is today the
largest value-retail chain in India. and offers its customers complete
value-for-money through best ol deals throughout the vear with some
of the top national and international apparel brands. all at fabulous
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deals. Mega mart was setup in 1996 as a venture of the prestigious
Arvind Ltd. The chain currently has 183 company stores in 24 states
/110 eities in India.

Loyalty Programmes at Mega Mart:

Lovalty programme of Mega Mart gives the Indian consumer of
being rewarded every time he makes a purchase at any of the Mega
Mart stores anvwhere in the country. Consumers can make
purchases at any store and accumulate points at a central level. These
points are redeemable at any of Mega Mart stores. Members will
garn loyalty bonus points, as and when introduced, for purchase of
eligible products and services at store of Vishal Mega Mart. The
loyalty card is valid only at Vishal Mega Mart (a unit of Vishal Retail
Limited) only. The members can redeem the peints only once the
lovalty card has accumulated the balance of at least 50 points. The
points accumulated shall be valid only for a period of 1 yearonly.
Literature Review:

The premise of Customer Relationship Management is that once a
customer is locked in, it will be advantageous to both the organization
as well as the customer to maimtam relationships and would be a win-
win situation for both, Consumers find 1t beneficial to join such
programmes to camn rewards for staying loyal. Through loyalty
programmes, firms can potentially gain more repeat business, get
opportunity to cross-sell and obtain rich customer data for future
CRM efforts. (Yuping Liu, 2007). Based on the realization that it is
much less expensive for a business to retain its existing customers
than it is to acquire new ones, most companies are adopting loyalty
programs to retain their existing customer base.  (Buttle, 2004).
Satisfaction has often been perceived as the ultimate outcome of all
activities carried out during the process of purchase and
consumption. Satisfaction has always been described as processes
and outcomes that have been identified as a key determunant for
lovalty, particularly in the retail context, (Bloemer & de Ruyter,
1998). There is increasing recognition that the ultimate objective of
customer satisfaction measurements should be customer loyalty
(Sivadas & Baker-Prewitt, 2000; Sondoh Jr., Wan Omar, Abdul
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Wahid, Ismail, & Harun, 2007). Extensive empirical evidence has
noted that satisfaction is a major outcome of marketing activity and
links the processes of decision-making and consumption with post-
purchase phenomena such as attitude change, word-of-mouth, repeat
purchase, purchase intention, and brand loyalty (Cronin & Taylor,
1992; Oliver & Swan, 1989). According 1o Keh and Lee (2006),
loyalty programs are designed to enhance lovalty where their
effectiveness and relevance become more evident when a certain
level of satisfaction threshold is achieved. Consumers who are
considered loyval do much more than merely continue to purchase
from a particular firm. Loyalty is a primary goal of relationship
marketing and is sometimes equated with the relationship-marketing
concept itself (Sheth, 1996). A customer loyalty scheme is "a
mechanism for identifying and rewarding loyal customers" (Rayers,
1994).

Lois O'Brien and Charles Jones (1995) posited that the rewards
and lovalty programs are developed in such a manner that the
customer needs and desires can be satisfied using cash value. choice
of redemption options, aspiration value, relevance and convenience.
Youjae Yi and Hoseond Leon (2003) concluded that effect of loyalty
programme on customer loyalty 1s different on different customers
depending on involvement. In high invelvement conditions indirect
rewards are considered more effective than the direct immediate
rewards. While in the low involvement conditions, immediate
rewards are more etfective in building program's value than delayed
rewards.

Singh & Khan (2012) highlighted how short term actions with few
modifications with the profit will turn into long term customer
loyalty and hence long term benefit. The authors were focusing on
understanding the customer retention and customer loyalty and their
importance to the business. The authors also understand the approach
ol how to mcrease customer retention and customer loyalty towards
the business. With the understanding of the behavior of the customers
and satisfying them provides the benefit to the business in the long
term. Establishing good relationship with the customers by providing
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impact of loyalty cards in initiating consumer purchasing preferences
and repeat purchases, there is a need for an in depth research in this
arena. Further research in this direction will help retailers in
improving stratégies to retain customers through loyalty card
programme,

The current research examines the impact of loyalty card program
initiated by Mega mart, on retaining its customers, It also aims to find
out the customers' usage levels and their exclusive loyalty to the firm
through the loyalty card programme.,

Objectives of the Study:

- To study the impact of loyalty cards in retaining the
customers.
- Tostudy what initiated customers to go for loyalty cards
- Tostudy whether loyalty cards will lead to repeat purchase by
the customers,
- Teunderstand the frequency ofuse of loyalty cards.
- To get an insight as to how customers view loyalty card
programme.
Research Methodology:
Methodology has a prime importance in any study. The study was
conducted with the help of structured questionnaire. The data was
collected by conducting personal interview with the store manager
and administering the questionnaire to the customers at the point of
purchase. Data is derived by interviewing customers of Mega Mart
retail outlet operating in M. G. Road, Mangalore.
Sampling Design:
sampling unit taken for this study are the customers holding lovalty
cards of Mega Mart Retail Outlet, Mangalore. The guestionnaires
were directly administered to the respondents. The Sample size for
this study is 100. Sampling units were taken by non-probability
sampling technique (judgment sampling).
Limitations of the Stady:
Diue to time and cost constramnts the sample size of the study
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better services will ereate customer loyalty and more visits over time.
This will bring more profit to the business in long-term and will
reduce the competition. The study also identified the strategies which
attract the customers to the retailer and also understood the
considerations to be done while implementing them. With this, it will
help the business to gain customer retention and loyalty towards their
business if they implement them diligently. (Singh & Khan 2012).

Agchi & Xingbo (2011) identified a moderator, step-size ambiguity,
and address that when ambiguity is high, only reward distance affects
loyalty programs. When ambiguity is lower, consumers integrate
step size with reward distance, The physical and psychological
distance estimation contexts (e.g., weight loss, savings) where
distances and step sizes can vary (c.g. as a function of units:
kilograms vs, pounds), but especially in loyalty rewards contexts.
(Bagchi & Xingho 2013),

Omar et al. (2009) pointed out that the mtroduction of customer
relationship marketing instruments by retailers has been strongly
increased in recent years both i theory and practice. Loyalty
programs have become a popular choice of marketing strategy by
retatlers who believe that loyalty programs are an important strategy
and mechanism for retailers to build store traflic, increase basket size
and increase frequency by creating deeper relationship with their
customer, However, some members in the marketing industry have
begun to question the effectiveness of loyalty programs in obtaining
customers' support and loyalty. The authors reported on the results ol
a preliminary study of the literature which has been conducted in an
attempl to understand the issue and role of service quality in retail
loyalty programs as well as factors that are important in loyalty
program service quality.

East et al. (2005), defined Consumer loyalty as a simgular concept,
usually as an attitude toward the loyalty object or as repeat patronage
behavior. The definition may combine attitude and behavior in either
an additive or an interactive expression. The authors argue that
definitions of loyalty are useful if they predict phenomena such as
recommendation. search and retention (loyalty outcomes), The

Anveshana 812018} 103-124



The fmpeet of Lovailty Cards_ /113

findings of the study addressed that in three consumer fields, the
combination measures of customer loyalty often perform poorly as
predictors of loyalty outcomes compared with singular measures
singe recommendation is predicted by attitude but not by repeat
patronage. Retention and search behavior are predicted better by
repeat patronage than by attitude. The prediction of loyalty outcomes
is not improved by the inclusion of an interaction term in the model.
The combination concepts of loyalty are of limited value. And there 15
no form of loyalty that consistently predicis all the different loyalty
outcomes and, so they abandon the idea of a general concept of
loyalty.

Lewis (2004) developed a model for customers' response to a loyalty
program under the assumption that purchases represent the cheoices of
customers who are solving a dynamic optimization problem. This
theoretical model 1s using 4 discrete-choice dynamic programming
formulation. The author relies on specific loyalty program with data
from an online merchant that specializes in grocery and drugstore
items. The results suggest that the loyalty program under study is
successful in increasing annual purchasing for a substantial
proportion of customers. Loyalty programs have an important effect
on customer relationship management for firms in travel related
industries such as airlines, hotels, and rental cars. (Lewis, 2004)

Need and importance of the study:

Despite the prevalent use of loyalty programs, there is limited
evidence on the long-term elfects of such programs, and their
efTectiveness is not well established. Previous empirical studies
conducted in this area provide mixed support for lovalty programs,
and there is still much controversy over whether the loyalty program
1s an appealing marketing tool (Leenheer et al. 2003; Shugan 2005).
Moreover. not all consumers respond to loyalty programs in the same
way, because the appeal of a program can differ among consumers,
depending on factors such as current usage levels and perception of
effort advantage (Kim, Shi, and Srinivasan 2001; Kivetz and
Simonson 2003), These individual differences may have contributed
to the mixed findings in the literature, In order to understand the
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was limited to 100,

Study was limited to the Mega mart store located at M.G.
Road, Mangalore.

This study focuses only those customers who possess lovalty
cards. To thatextent it is a micro study.
Data Interpretation
Table No 01: Customer profile in terms of regularity of

purchase
i Number of responses: 100
Options Response Percentage
Regular 65 63
Not regular 35 35

Source: Field survey

The above shows that 65 percent of the customers are regular in
making their purchases at the Mega Mart and only 35 percent
customers do not make purchases regularly.

Table No 02: Reasons for becoming the member of loyalty card

programme
Number of responses: 132

Options Response Percentage
Quality of the product 17 12.88
Friendly stail’ 10 07.58
Convenience 20 15.15
Range of brands 40 30,30
Price 12 09.09
Ambience 01 00.76
Offers / discounts 32 24.24

Source: Field survey
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The above table indicates that around 30 percent of customers opt for
loyalty card programme of Mega mart due to the wide range of brands
that are available in the outlet closely followed by around 24 percent
of customers opting due to the attractive offers and discounts offered
by the store. Convenience and quality of the products rank next with
15 percent and 13 percent respectively. Findings suggest that
ambience is negligible when it comes to being the member of the
loyalty card programme.

Table No 03: Opinion towards the question whether loyalty
card programme has resulted in increase in purchases

Options Response Percentage
strongly agree 11 11
Agree 70 70
Disagree 13 13
strongly disagree 06 0a

Source: Field survey

Survey results shows that 70 percent of the customers agree that
loyalty card programme has resulted in an increase in their purchases
from the outlet whereas 19 percent of the customers either disagree or
strongly disagree.
Table No 04: Usage of loyalty cards while making purchases
Number of responses: 100

Options Response Percentage
Yes, all the time 17 17
Most of the time 34 34
Some of the time 23 23
Rarely 25 25
Never 01 0l

Source: Field survey
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34 percent of the customers use loyalty eards most of the time and 25
percent customers use it rarely when making purchases, 23 percent
use it occasionally whereas 17 percent of the customers use it all the
time to make purchases. Only 1 percent of the customers never use
their loyalty card while making their purchases.
Table No. 05: Opinion towards the Question whether loyalty
cards have resulted in lovalty towards the retail outlet

Number of responses: 100

Options Response Percentage
Yes 56 56
No 47 47

Source : Field survey

There is a divided opinion when it comes to finding out whether
loyalty cards have resulted in loyalty towards the retail outlet. 56
percent of the customers interviewed opine that loyalty card
programme has resulted in their becoming loyal to the outlet whereas
47 percent of the customers opine that the programme has not resulted
in them being loyal towards the retail outlet.

Table No 06: Opinion towards the Question whether loyalty
cards have resulted in initiating repeat purchases

Number of responses: 100

Options Response Percentage

Yes 77 7

No 23 23
Source: Field survey

Of the customers interviewed, 77 percent agree that the loyalty card
programme has resulted in their making repeated purchases at the
said outlet, whereas 23 percent say that it has not resulted i repeat
purchases.
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Table 07: Opinion towards the question whether the customers
suggested the loyalty card programme to others
Number of responses: 100

Options Response Percentage
Yes 37 37
No 63 63

Source: Field survey

Of the total respondents, 63 percent customers have not suggested
that lovalty card programme to others whereas 37 percent have

suggested it to others,

Table 08: The redemption rate of accumulated loyalty points

Number of responses: 100

Options HResponse Percentage
Yes 14 14
No 86 86

Source: Field survey

Surprisingly, 86 percent of the customers have not redeemed their
accumulated loyalty points and only 14 percent have redeemed them
and availed the benefits of the programme.

Table 08 (a): The reasons for not opting redemption of
accumulated loyalty points

Number of responses: 100

Options Response Percentage
Not accumulated enough 39 39
points

Not interested in rewards 24 24

Not aware of rewards 23 23
available

Source: Field survey
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The main reason for not redeeming the accumulated points is that the
customers have not made enough purchases resulting in not
accumulating sufficient points for redemption (39 percent). 24
percent of the customers are not interested in the rewards offered by
the retail outlet and 23 percent of the respondents are not aware of the
rewards that arc available.

Table No 09: The reasons for company going in for lovalty card
programmes

Number of responses: 100

Options Response | Percentage

Retailers genumely wish to reward 25 25
customers for being loyal

It is a method to obtain details on 21 21
customers and their spending patterns

It makes customers feel special 48 48

Other(increase in sales) 06 (6

Source: Field survey

48 percent of the customers feel that the reason a company goes for
loyalty card programmes is that it makes customers feel special, 25
percent of them feel that retailers genuinely wish to reward
customers for being loyal. 21 percent of them feel that it is a method
to obtain details on customers and their spending patterns and 6
percent of them feel that the reason behind the loyalty card
programme is increasing the sales.

From the Table No. 10, it can be seen that around 44 percent of the
customers also visit other retail outlets to compare the offers and
product ranges that are available. Loyalty card programme does not
affect the purchase decision of 24 percent customers. Almost 19
percent of the customers prefer going to shops where they have
loyalty cards and around 9 percent customers go only to those shops
where he has a lovalty card.
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Table 10: The Effect of lovalty card programme on purchase
behaviour

Number of responses; 108

Options Response | Percentage
Customer goes only to those shops | 10 09.26
where he has a loyalty card

Customer prefers going to shops 20 18.52
where he has a loyalty card

Customer also visits other stores to 52 4815
compare

Lovalty card does not impact his 26 24.07

purchase decision

Source : Field survey
Table No 11: The customer's opinion about the impact of

loyalty card programme on loyalty towards the outlet
Number of responses: 100

Options Response | Percentage
High impact 17 17
Average impact 42 48
Low impact 14 14
No impact 21 21

Source: Field survey

48 percent of the customers feel that there is an average impact of
loyalty card programme on their being loyal towards the outlet,
whereas 21 percent feel that there is no impact. 17 percent of them
feel that there is a high impact and only 14 percent feel that there is
low impact of the programme on their lovalty to the store.
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Customer profile:
Table No.12: Age wise classification of Respondents
Number of responses: 100

Options Response | Percentage
Below 18 0% 08
18- 24 29 29
25- 30 31 31
3040 13 13
40- 60 11 11
60 and above 03 08

Source : Field survey

8 percent of the respondents are below 18 years of age: 29 percent
respondents belong to the age group of 18- 24 years: 31 percent
belong to the age group of 25 — 30 vears; 13 percent of the
respondents belong to the age group 30- 40 years; 11 percent belong
to the age group 40- 60 years and & percent of the respondents were
above 60 years.

Table No 13: Gender wise classification of Respondents
Number of responses: 100

Options Response Percentage
Male 54 54
Female 45 46

Source: Field survey
54 percent of the respondents are male and 46 percent of the
respondents are female.
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Table No. 14: Employment status of Respondents

Number of responses: 100

U ptions Response | Percentage
Full time | 48 48
Part-time 13 13
"Buzaintﬁs - 08 m 08
Not emploved | 31 31

Source : Field survey

48 percent of the respondents interviewed were full- time employees:
13 percent were part- time employees; 8 percent were running their
own business and 31 percent of the respondents were not employed.
Findings of the Study

The various findings of the study are as follows:

The study brings out the fact that, 65 percent ofthe customers
are regular in making their purchases at the Mega Mart.
Around 30 percent of customers opt for loyalty card
programme of Mega mart due to the wide range of brands that
are available in the outlet closely followed by around 24
percent of customers opting due to the attractive offers and
discounts offered by the store,

The study indicates 70 percent of the customers agree that
lovalty card programme has resulted in an increase in their
purchases from the outlet.

It is observed that, 34 percent of the customers use loyalty
cards most of the time while making their purchases.

More than 50 percent of the customers (56 percent)
interviewed opine that loyalty card programme has resulted
in their becoming loyal to the outlet whereas 47 percent of the
customers opine that the programme has not resulted in them
being loyal towards the retail outlet,

The customers agree that the lovalty card programme has
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resulted in their making repeated purchases aceount for 77
percent.

Out the respondents surveyed., 37 percent of the customers
suggested the loyalty card programme to others.

Major share of the customers have not redeemed their
accumulated loyalty points(86 percent) and only 14 percent
have redeemed them and availed the benefits of the
programme. 39 percent of the customers highlighted that the
main reason for not redeeming the accumulated points is that
the customers have not made enough purchases resulting in
netaccumulating sufficient points for redemption.

The customers who feel that the reason a company goes for
loyalty card programmes is that it makes customers feel
special is 48 percent and 25 percent of them feel that retailers
genuinely wish to reward customers for being loyal.

The customers visit other retail value chaimn outlets also to
compare the offers and product ranges that are available their
percentage 1s 48,

The study indicates that, 48 percent of the customers feel that
there is an average impact of loyalty card programme on their
bemyg loyal towards the outlet and 29 percent respondents
belong to the age group of 18- 24 years. This indicates that
the most of the customers who usually come and purchase at
Mega Mart are middle aged or the youth.

Suggoestions

The points needed to be accumulated for redemption must be
reduced in order to retain customers.

Majority of customers who are the members of lovalty card
program belong to the age group of 26-30 years. This
indicates that even though the young crowd shop at Mega
Mart, they are not keen in becoming the members of the
loyalty programme. This reflects the lack of loyalty among
the youths. On the other hand people above 30 years of age
also do not subscribe to the loyalty card programme. This
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segment which earns the real income needs to be encouraged
to join such programmes. This calls for imparting knowledge
about such programmes through vigorous advertisements.

e The study also reflects the fact that lovalty card programmes
have an average impact on the purchasing behaviour of the
customers. It shows that there is a "temporary' loyalty
towards the outlet. To strengthen the lovalty attribute of the
customer, the retail outlet should develop other promotional
strategies in addition to loyalty card programme. Inisolation,
loyalty card programume may fail to create the much needed
impact.

= This study points out to the fact that there is lack of 'good
word-of-mouth’ advertising on the part of the customers
holding loyalty card. A startling 63 percent of the customers
did not suggest others to go for these programs. The reasons
are lack of awareness and the need for high redemption
points. Thus, there 1s a need to educate customers since retail
outlet strive on word-of-mouth advertising,

Conclusion

Loyalty card programme should not be the only retention strategy
that should be adopted by the retail outlet in this changing vibrant
environment. Mega Mart should think of proactive and innovative
strategies in addition to loyalty card program. Mega Mart must keep
looking for new and initative tools to differentiate their loyalty
programs, (o attract new customers and to increase the purchasing
amount of the existing ones,
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I stories are read for their obvious meaning. this is not the book you
should go for. Most of the stories written aren't that simple either. One
might be reminded of Joseph Conrad's view that the meaning of the
stories of sealarers doesn't lie in the kernel. Likewise. the book at
review in the present edition doesn't offer a straight forward meaning.
Well, the book that I am speaking about is Jonathan Livingston
Seagull by Richard Bach. To cut a long story short, it is a fable and
like any good fable, operates on layers of meaning. On the one hand,
the book looks as simple as an elegant flight of 4 bird. On the other, it
could be as disturbing as the fluttening of the feathers as the fledgling
tries to (manage the mechanism of the wind) gamn control over a
hostile surrounding,

Jonathan Livingston is the name of our protagonist a seagull who
ventures into the uncommon. The very thought of explonng the blue
skies sets him aparnt from other gulls, When for most gulls, it 1s not
flying that mattered but eating, Jonathan Livingston Seagull loved to
fly. *Why 1s it so hard to be like the rest of the flock, John? asked his
mother. Why can't yvou leave low flying to the pelicans, the albatross?
Why don't you eat? Son, you're bone and feathers!™, His father too
butts in with common sensical advice. “If you must study, then study
food and how to get it. This flying business 1s all very well, but you
can't eat a glide. Don't forget that the reason you fly is to eat.” [F this
advice looks guite common to us, it means we are one among the
flock. Is our sociahizing all about making us belong to the herd? But it
is not 5o for Jonathan. If for other gulls flying is a means to an end, for

* Assistant Professor. Department of English, Govt. First Grade College
& PG Study Centre, Hebii, Udupi - 376112
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Jonathan, it is end in itself. Jonathan wants to know why a Seagull
cannot fly like a falcon. There will be norms set for each group to
define itself. Over time these norms become limitations, especially to
the ones who want to test their boundaries. Low flying is not for the
gulls. Why can't you leave low flying to the pelicans, the albatross?

Seagulls never fly in the dark, you'd have the eye of an owl! You
would have a falcon's short wings, Jonathan Livingston knows that
he is not made the way a falcon or an owl is made. He “blinked. His
pain, his resolutions, vanished.” But he realizes that necessity is the
mother of invention. He brings his forewings “tightly to his body
leaving only the swept daggers of his wingtips extended into the
wind.” He now falls into a vertical dive from five thousand feet at a
speed of two hundred fourteen miles per hour - the speed was power
and the speed was joy. and the speed was pure beauty.” This was the
opening up of a new age m the history of the Flock, He 1s unique
because only he knows “how much more there is to living.” But for
achieving this feat that no gull had achieved in the past, Jonathan had
1o pay a heavy price. He was declared an outeast by the Elder of the
family for having violated “the dignity and the tradition of Gull
Family.”

Like a true hero, Jonathan didn't regret his solitude as much he did
their refusal to believe the glory of flight. While his ever readiness to
fly and conquer took him to another world, Jonathan realized that the
trick was to stop seeing himself trapped inside a limited body. One
needs to overcome space and time to be in heaven for “heaven is nota
place and it is not a time.” “Overcome space, and all we lefi 1s Here,
Overcome time, and all we have left 1s Now.™

Heaven s perfection and to achieve that, one has to keep working on
love. Jonathan realizes that to love his folk 1s to make them realise the
beauty of exploring one's possibilities. With this mtention, he goes
back to his folk to spread this message, He says to the young outcasl
Fletcher Lynd Seagull that one should [y so much that they could
[orgive the Flock and work to help them. Jonathan's creed increases
albeit the reservations of the younger gulls who think that he is
touched by divinity inorder to achieve such a masterclass, Jonathan
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would instruct an increasing number of outeasts: “vour whole body
from wing tip to wing tip is nothing more than your thought itself, ina
form you can see. Break the chains of your thought, and you break the
chains of your body t00.” The more Jonathan becomes a symbol of
the perfection of light, the more he is treated different from his own
Flock. He is now considered a sacred Gull or a divine Gull and raised
to a god head, quite against the principles that Jonathan live in Seagull
lived throughout his life. Here we realize how. in Richard Bach's
words, “the forces of rulers and rituals slowly will kill our freedom to
live as we choose.”

This tiny volume presents the philosophy of life. What are we really?
How can we realize that which we could be. Jonathan wants to be
who he truly 13 and achieves it whereby he leams to move on to the
next level of consciousness. This 'most celebrated inspirational fable
of our time' helps us know that we too could be Jonathans if we dared.
A tiny volume that teaches us the life skills. A compelling read.
ndeed.
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