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ABSTRACT

The chapter discusses different types of sampling methods used in qualitative research 
to select information-rich cases. Two types of sampling techniques are discussed in 
the past qualitative studies—the theoretical and the purposeful sampling techniques. 
The chapter illustrates these two types of sampling techniques relevant examples. 
The sample size estimation and the point of data saturation and data sufficiency are 
also discussed in the chapter. The chapter will help the scholars and researchers in 
selecting the right technique for their qualitative study.

INTRODUCTION

Compared to the quantitative research, the sampling procedures in qualitative research 
are not well defined. Selection of participants in qualitative research depends on the 
purpose of the research and is found to rely heavily on the researcher’s discretion. 
This flexibility in the procedure of sampling in qualitative has led to confusion to 
some researchers and increases the chances of mistakes (Morse, 1991). Quantitative 
techniques, however, rely on randomly selected, larger samples. The sampling 
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techniques and logic behind each approach tend to be unique as the purpose of 
each strategy is different. The logic of probability or random sampling techniques 
of quantitative research depends on selecting a statistically representative sample 
from a larger population to get the generalized results.

Citing an instance where a researcher employed random sampling in qualitative 
research, Morse stated that it violates the principles of sampling method of quantitative 
research that requires ‘an adequate sample size in order to ensure representativeness 
and the qualitative principle of appropriateness that requires purposeful sampling 
and a “good” informant” (Morse, 1991, p.127). A good informant is the one who is 
articulate, reflective and is interested in sharing the information with the interviewers. 
Qualitative research focuses in-depth on small samples, even a single sampling 
unit (n = 1), selected purposefully for the study (Patton, 1990). The reliability and 
generalizability of the findings of qualitative research rely heavily on the information 
provided by the participants of the sample. Studies have been criticised for not 
describing in detail the procedure by which respondent is selected which makes 
the interpretation of the results difficult and also affects the replication of the study 
(Kitson et al. 1982). To establish rigour and credibility in qualitative studies it is the 
responsibility of the researcher to select the right technique of sampling (Lowenberg 
1993; Sandelowski, 1995).

The chapter intends to discuss the complexity associated with sampling procedure 
in qualitative research. The different types of sampling techniques used in qualitative 
research will also be explained to facilitate selection of right kind of sampling 
technique for the qualitative studies.

QUALITATIVE DESIGNS AND DATA COLLECTION

Qualitative researchers need to answer one important question: How to select 
samples for the study? In order to analyze the variation among programs, a random 
sample would be appropriate in order to generalize the findings. Limited resources 
and limited time tend to force a researcher to evaluate samples and events carefully. 
They may try looking at extreme cases for more insightful results. The evaluation 
then focuses on understanding which events are significant. The sample need not 
be random or excellent or structure, it depends on what the researcher believes to 
be relevant for their study. Qualitative inquiry works for researchers who can work 
effectively under ambiguity. Qualitative inquiry has no stringent rules regarding the 
sample size. It depends on the purpose of the research, what’s at stake, what is useful, 
what is credible, and what is the line of research that can be undertaken within the 
timeframe and use the resources at hand. The same set of fixed resources and time 
can be used in various ways. A large sample can be used to study differences in 
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A troubled and malfunctioning national carrier, AirIndia, in the Red- Will refocused 

marketing, bring it back in the Black? - A Case Study 

Prof. Sriram Soundararajan -Associate Professor-ICFAI Business School Hyderabad  

Abstract  

At a recent  press conference organized to mark three years of the National Democratic Alliance 

government, former civil aviation minister Ashok Gajapathi Raju said  that the government think tank 

NITI Aayog recently submitted its recommendations on Air India to the ministry. “NITI Aayog has made 

recommendations for making Air India strong and viable. All courses of action are being examined. We 

have not closed any option,” -Raju     told reporters.The revival plan of Air India began in 2009, when 

the merger of 2007 was concluded as not helping recover the airlines losses. The options and alternatives 

that were offered to improve the situation were privatization, lease-outs, fleet-downsizing and 

Government bailouts. There were also other suggestions, such as corporate revamps of the 

organizational policies and employee-cuts and refocused marketing. The Government has also been 

criticized for bailouts by the media in the last three years and justifiably so. The 2008 global economic 

collapse had thrown operational expenses out of gear when oil prices skyrocketed. The national carrier, 

Air India also faced fierce competition from private airlines that took to flying on routes that once 

belonged to Air India, resulting in a plummeting business. The central government has pumped in more 

than Rs30, 000 crore into stabilizing the airline. As of December 2015, its debt stood at over Rs50, 000 

crore. The 85-year-old Air India has been steadily losing market share to rivals such as Indigo and Jet 

Airways and while the employee morale was low, they were even more indifferent now. Air India’s share, 

as of January 2016, in the pie stood at 16% compared to over 35% at the time of the merger. The case of 

Air India is ripe for disinvestment as evidenced by the events of the last 2 years. The regular feedback 

about the airline was, routine Flight delays, the equipment was old and mouldering, and the prospect of 

good service depends upon the whims of the flight attendant who happened to be assigned to you. The 

airline had come to be seen, with ample justification, as a platform through which politicians and 

officials enjoy the perks of office, at everyone else’s expense. Can there be a revival of this ailing airline, 

through refocused marketing and operational revamping is the question. 

Key words: Strategic revival, Refocused marketing, Service revolution, Customer focus, Competition 
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ABSTRACT

Disruption of technology has also facilitated growth of such self-service technologies (SSTs). Despite the advantages 
offered by these SSTs, the risk of service failure is prevalent due to complexities involved in human-technology interaction. 
Firms started engaging customers in the recovery process so that customers also learn to deal with service failures in SST 
encounters. Researchers and academicians have termed the concept as co-recovery (joint recovery) where a customer 
contributes to the recovery process. Between subject experimental study was conducted, in self-service technology setting, 
to examine the impact of failure attributions and customers’ willingness to co-create on the preferred locus of recovery and 
impact of actual locus of recovery outcomes.

Keywords: service failures, failure attributions, willingness to co-create, preferred locus of recovery, actual locus of 
recovery, recovery satisfaction, switching intention.

Subject classification codes: JEL codes: M, M3, M310

INTRODUCTION

Self-service technologies (SSTs) such as ATMs, payment kiosks, web portals, and mobile applications have 
gained prominence in recent years (Gavett, 2015). However, Self-service technology encounters are not 
free from the risk of service failures despite the benefits they offer to the customers. Customers might face 
problems due to the lapses in technology (ATM not dispensing the amount, issues with account log-in), or 
lack of customer awareness (confusion in understanding menu or the interface). Of late, Locus of recovery 
has emerged as an arena of research in service recovery by providing insights into customer collaboration 
with firm to recover from the service failures. Locus of recovery refers to who contributes to the recovery 
based on the efforts put by the parties involved in arriving at a solution to the service failure. Locus of 
recovery comprises of three strategies: firm recovery, joint recovery (co-recovery), and customer recovery. 
Service firms offering technology-based services started involving customers in the recovery process. 
Uber, one of the leading app-based cab service providers, offers assistance (through the mobile app) to 
the customers to address different problems faced by the customers riding with their cabs. Although this 
phenomenon is in practice for some time, it has received limited attention from the academicians. 

LITERATURE REVIEW

Majority of the self-service technologies failures are attributed to technology (Meuter et al., 2000). 
Therefore, it will be useful to understand the impact of failures attributed to the technology on customers’ 
preferred locus of recovery and its interaction with actual locus of recovery. Further, it is important to 
understand the individual factors leading to customer preferred recovery as compelling the customer to 
participate in recovery might adversely affect service recovery response (Dong et al., 2016).

Research Gaps

Extant literature in service marketing suggested that customers contributing to the recovery process yields 
better results for service providers and customers as well. However, there is limited understanding about 
what are the antecedents of customers preferred locus of recovery and the direct effect of attributions on 
recovery preferences. Further, key attributions such as technology were not included in the attributions.
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THEORETICAL AND CONCEPTUAL ARGUMENTS

Customers’ attribution of failure determines whom they believe to be responsible for recovery (Folkes 
1988, Zhu et al., 2013). To explain the link between attribution and preferred locus of recovery, this study 
draws inputs from risk resource interactive view (Das and Teng, 1998). It suggests that when customers 
feel that the resources (technology) are limited, they would be willing to pool the resources with other 
parties in order to avoid risk. In our case, when customers attribute the failure to the technology, they 
would prefer joint recovery as they prefer to contribute to the recovery along with the service firm. This 
facilitates customer learning as it bridges the gap of inadequate match of resources in the initial service 
encounter (Hibbert et al., 2012).

To support the antecedent role of willingness to co-create we draw inferences from self-determination 
theory (Ryan and Deci, 2000). Self-determination theory suggests that an individual’s intrinsic motivation 
for personality development and self-regulation is affected by the fulfilment of three needs which are 
competence, relatedness, and autonomy.

METHODOLOGY

A 3x3 between subject experimental design was used to collect the responses.  Multinomial logistic 
regression was used to examine the impact of failure attributions and willingness to co-create on preferred 
locus of recovery. MANOVA was used to test the impact of actual locus of recovery on recovery outcomes, 
and further two-way MANOVA was used to check the interaction effect of attributions and actual locus of 
recovery; and interaction effect of preference matching and actual locus of recovery on recovery outcomes. 

RESULTS

The results of the study found that customers prefer joint recovery to customer recovery and firm recovery 
when failures are attributed to technology and internally (self-attribution). However, when failures 
attributed to firm, customers prefer firm recovery. Customers’ willingness to co-create was found to have 
significant impact on the preferred locus of recovery suggesting that customers prefer to contribute to the 
recovery process as their willingness to co-create increases. Joint recovery yielded greater satisfaction 
than customer recovery and firm recovery. Similarly, customers who collaborated with service firm for 
recovery exhibited less switching intention than firm recovery and customer recovery. It was also found 
that joint recovery generates greater satisfaction for all the failure attributions. However, the impact of 
joint recovery on switching intention was not affected by the failure attributions. 
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ABSTRACT

A prompt and smooth adaptation to the ever-changing business conditions is a necessity more than a novelty in today’s 
world. The focus of the present study is to contribute towards a better integrative understanding of Proactivity by 
connecting it to the border areas of Strategic Human Resources Management, Organizational Behaviour and Organizational 
Change Management. A conceptual framework is provided to understand the integrative relationship between High 
Performance Work Practices (HPWS), Proactivity, Organizational Change and Psychological Capital (Psy-Cap). Propositions 
are provided based on the integrated model.

Keywords: High Performance Work Practices (HPWS), Proactivity, Organizational Change, Psychological Capital (Psy-Cap)

INTRODUCTION

Organizations today are continuously under pressure to adapt to changing circumstances, such as changes 
in client wishes, the introduction of social media, new development in procedures & policies, etc. A prompt 
and smooth adaptation to the ever-changing business conditions has been considered of paramount 
importance for the survival of private-sector organizations (Tushman and O’Reilly, 2013). This adaption, 
to a large extent, depends on the employees of an organization. Even if employees are generally willing 
to change, the change process can be a stressful burden. To cope successfully with organizational change, 
positive psychology scholars argue that proactivity is of importance (e.g., Ghitule, 2013). Several authors 
have ascertained, that particular human resource management practices like, career opportunities, 
extensive training (formal and informal), result oriented appraisals, performance-based compensation, 
employment/job security, participation in decision making (employee voice) and broadly defined jobs 
are strongly related to both individual and organizational outcomes. These practices are combinedly 
labelled as High-Performance Work System (HPWS) (Boselie et al., 2010). The present study expects that 
organizations can enhance proactivity of employees by facilitating such High-Performance Work Systems 
(HPWS). Psychological Capital or Psy-Cap is a core construct of positive organizational behaviour and 
includes the constructs of Self-Efficacy, Optimism, Hope and Resilience. The present study expects that 
HPWS can be an antecedent to both Positive Psychology and proactivity at an individual level and in turn 
affecting the organizational level as well.

LITERATURE REVIEW 

High-Performance Work Systems

Organizations embracing HPWS make a significant investment towards the development of their human 
capital, so that the employees are well trained, skilled, and empowered to conduct their jobs (Baxall and 
Purcell, 2000). The recent perspectives on HPWS are closely aligned with research on high involvement 
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and high-performance work practices. Researchers frequently note that various nomenclatures are 
often used interchangeably, referring to the same phenomena of interest in the context of HPWS (i.e., as 
a system of HR practices and not isolated practices) (Arthur,1994; Delery and Shaw,2001). However, 
HPWS is extensively defined as “an integrated system of HR practices that are internally consistent 
(alignment among HR practices) and externally consistent (alignment with organizational strategy) 
that include internal career opportunities, extensive training (formal and informal), result oriented 
appraisals, performance-based compensation, employment/job security, Participation in decision making 
(employee voice) and broadly defined jobs” (Delery and Doty, 1996). These (seven) practices represent 
the universalistic perspective of HR practices commonly found in most HPWS research. The universalistic 
perspective implies that the relationship between an independent variable (seven HR practices) and 
a dependent variable (Firm level outcomes) will hold true across the population of organizations in 
any given context (Delery and Doty, 1996). However, these practices are interdependent, such that the 
inclusion of one practice often necessitates the inclusion of all others (Huselid and Becker, 2000).

Although the precise configuration and application of HPWS practices is subjective to different 
organizational ideologies, most theoretical researches of HPWS focus on the level or degree of investment 
in HR practices, which is often operationalized by an additionally related system index of practices 
(Huselid and Becker, 2000; Evans and Davis, 2005). Therefore, it is believed, that the effects of HPWS are 
likely to operate through processes that occur at individual, dyadic, and/ or group levels.

Proactivity of Employees

Proactivity is emerging as a crucial topic of interest amongst researchers as well as practitioners. Most 
recent interest in the area of proactive orientation has considered proactivity as a necessity rather than 
a novelty in the dynamic, modern and global organizations (Den Hartog & Belschak, 2007). Researchers 
primarily define proactivity as “an active facilitation of meaningful personal and/or environmental change” 
(Grant & Ashford, 2008). Although proactivity of employees has been investigated in a number of empirical 
studies, the progress of the research here, has been greatly hindered by a critical lacuna of integration 
or harmonization (Grant & Ashford, 2008). The researchers have therefore suggested that, there surely 
remains a deep value in examining differences and similarities across different proactive behaviours, to 
draw conclusions for understanding both specific manifestations and proactivity in general (Grant & 
Ashford, 2008).

This study contributes to the movement towards a better integrative understanding of proactivity by 
connecting it to the border areas of Strategic Human resources Management and organizational behaviour.

Psychological Capital

Until the very beginning of the 21st century, psychological researchers have mostly focused on fixing 
the negative elements of people working at organizations. However, Seligman & Csikszentmihalyi 
(2000) argued that the focus of psychology should instead be on identifying and nurturing people’s 
strongest qualities and helping them find their own niches. In this view, one of the emerged concepts is 
‘Positive Organizational Behaviour’, which is strongly advocated by Luthans (2002). He defines ‘Positive 
Organizational Behavior (POB)’ as “the study and application of positively oriented human resource 
strengths and psychological capacities that can be measured, developed, and effectively managed for 
performance improvement”). Thus far, positive psychological constructs that meet the inclusion criteria 
are Self-Efficacy, Hope, Optimism and Resilience. A combination of these four constructs represents, what 
has been termed to be as, ‘psychological capital’ or ‘PsyCap’ (Luthans & Youssef, 2004). Luthans defines 
PsyCap as: An individual’s positive psychological state of development that is characterized by: (1) having 
confidence in self (self-efficacy) to take on and put in the required efforts to succeed at challenging tasks 
or situations; (2) Having positive attribution (optimism) about succeeding now and in the future; (3) 
persevering goals and, whenever necessary, redirecting/creating paths to goals (hope) in order to succeed; 
and (4) when beset by problems and adversity, sustaining and bouncing back and even beyond (resiliency) 
to attain success (Luthans, Youssef, & Avolio, 2010). 
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Research Gaps

Therefore, In the light of the brief literature reviewed above, the focus of the present study is to contribute 
towards a better integrative understanding of Proactivity by connecting it to the border areas of Strategic 
Human Resources Management, Organizational Behaviour and Organizational Change Management. 
Connecting these areas is extremely critical for organizations today (Khoo et al, 2017). As such, this study 
aims to evaluate the impact of the set of universalistic human resource management practices, combinedly 
identified as High-Performance Work Systems or HPWS on the proactive behaviours of employees. The 
study uses the constructs derived from positive psychology to show how HPWS can be beneficial for 
proactivity of employees. Thus, it also aims to study the mediating effect of Psy-Cap on the proactive 
behaviours of employees.

THEORETICAL AND CONCEPTUAL ARGUMENTS

Fig. 1

PROPOSITIONS

P1: HPWS has a positive impact on Proactivity of employees.

P2: HPWS has a positive impact on the Psychological Capital.

P3: HPWS has a positive impact on Proactivity of employees, which is mediated by Psychological 
Capital.

P3. a: Self-Efficacy has a positive impact on Proactivity of employees.

P3 b: Hope has a positive impact on Proactivity of employees.

P3.c: Optimism has a positive impact on Proactivity of employees.

P3. d: Resiliency has a positive impact on Proactivity of employees.

P3. d: Proactivity of employees lead to successful Organizational change.

REFERENCES
[1]	 Arthur, J. B. (1994). Effects of human resource systems on manufacturing performance and turnover.  Academy of 

Management journal, 37(3), 670-687.
[2]	 Boselie, P. (2010). High performance work practices in the health care sector: a Dutch case study. International journal of 

manpower, 31(1), 42-58.



Towards Successful Organizational Change

{ 83 }

[3]	 Boxall, P. and Purcell, J. (2000), “Strategic human resource management: Where have we come from and where should we 
be going?”, International Journal of Management Reviews, Vol. 2, No. 2, pp. 183-203.

[4]	 Cascio, W. F., & Aguinis, H. (2005). Test development and use: New twists on old questions. Human Resource Management: 
Published in Cooperation with the School of Business Administration, The University of Michigan and in alliance with the 
Society of Human Resources Management, 44(3), 219-235.

[5]	 Delery, J. E., & Doty, D. H. (1996). Modes of theorizing in strategic human resource management: Tests of universalistic, 
contingency, and configurational performance predictions. Academy of management Journal, 39(4), 802-835.

[6]	 Den Hartog, D. N., & Belschak, F. D. (2007). Personal initiative, commitment and affect at work. Journal of Occupational and 
Organizational Psychology, 80(4), 601-622.

[7]	 Evans, W. R., & Davis, W. D. (2005). High-performance work systems and organizational performance: The mediating role 
of internal social structure. Journal of management, 31(5), 758-775.

[8]	 Grant, A. M., & Ashford, S. J. (2008). The dynamics of proactivity at work. Research in organizational behavior, 28, 3-34.
[9]	 Huselid, M. A., & Becker, B. E. (2000). Comment on “Measurement error in research on human resources and firm 

performance: How much error is there and how does it influence effectsize estimates?” by Gerhart, Wright, Mc Mahan, 
and Snell. Personnel Psychology, 53(4), 835-854.

[10]	 Khoo, H. Y., Chan, S. L., Leong, C. F., Ng, K. M., & Siam, W. C. (2017). High Performance Work System (HPWS) and Turnover 
Intention in Malaysia Retail Industry (Doctoral dissertation, UTAR).

[11]	 Luthans, F. (2002). Positive organizational behavior: Developing and managing psychological strengths.  Academy of 
Management Perspectives, 16(1), 57-72.

[12]	 Luthans, F., & Youssef, C. M. (2004). Human, social, and now positive psychological capital management: Investing in 
people for competitive advantage.

[13]	 Luthans, F., Avey, J. B., Avolio, B. J., & Peterson, S. J. (2010). The development and resulting performance impact of positive 
psychological capital. Human resource development quarterly, 21(1), 41-67.

[14]	 O’Reilly III, C. A., & Tushman, M. L. (2013). Organizational ambidexterity: Past, present, and future. Academy of management 
Perspectives, 27(4), 324-338.

[15]	 Seligman, M. E., & Csikszentmihalyi, M. (2000).  Positive psychology: An introduction  (Vol. 55, No. 1, p. 5). American 
Psychological Association.







Book of Abstracts

International Conference on 
Advances in  

Business Management- ICABM 
14th and 15th Dec 2018

Organized by

Symbiosis Institute of Business Management, Pune
under

Faculty of Management (FOM)



Emerald Group Publishing (India) Private Limited
1001-1004, 10th Floor, Hemkunt Towers, 6, Rajendra Place, New Delhi - 110008

Title: Book of Abstracts: International Conference on Advances in Business Management- ICABM

Copyright © 2018

Contact: Prof Shailesh Rastogi (shaileshrastogi@sibmpune.edu.in)

No part of the publication may be reproduced, stored in a retrieval system, transmitted in any form or by any 
means electronic, mechanical, photocopying, recording or otherwise without the prior written permission of 
the publisher. Any opinions expressed in the articles/chapters are those of the authors. Whilst Emerald India 
makes every effort to ensure the quality and accuracy or the content, Emerald India makes no representation 
implied or otherwise, as to the articles/chapters suitability and application and disclaims any warranties, 
express or implied, to their use.

This edition can be exported from India by the publisher, Emerald Group Publishing (India) Private Limited.

ISBN: 978-1-78635-424-2



iii

Contents

SI. NO. ABSTRACT NO. TITLE NAME & AUTHOR PAGE NO.

Track 1: Marketing & Strategy

1. 1. Customer Engagement Behavior for Use of Mobile TV
A. Behl, A. Pal 3

2. 2. How are Services Advertised in India? - A Content Analysis
A. Naidu, P. Mokshmar, J. Bhagwat

4

3. 3. The Marketer’s Turing test: Use of Chatbots in Relationship 
Marketing
A. Kovvali

5

4. 4. A Study of the Relationship between Corporate 
Responsibility, Corporate Branding and Corporate 
Reputation using Interpretive Structural Modelling
A. Singh, N. Panackal

6

5. 5. Framing as a Micro-Foundation to the Resilience-Agility 
Capability: Setting the Cognitive-Affective Stage for 
Dynamic Potential
B. De Keyser, K. Vandenbempt, A. Guiette

7

6. 6. Impact of Customer Satisfaction on Retail Brand Loyalty: 
Does Fairness Matter?
B. N. Swar, R. Panda

8

7. 7. Employee Perspective of Factors Influencing Patient Safety 
in Tertiary Care Hospitals of Agartala
D. Mukherjee, M. Saha, S. Mukherjee

9

8. 8. Collaborative Consumption: Scope and Challenges from the 
Consumers’ Perspective
K. G. Sofi Dinesh, Rejikumar G

10

9. 9. Does Minimum Support Price Supporting the Farmers: A 
Comparative Study in Andhra Pradesh and Telangana States
K. K. Yathamsetty

11

10. 10. Trends of Puffery in Advertising – a Bibliometric Analysis
K. Punjani, V. V. Ravi Kumar, S. Kadam

12

11. 11. SME Manager Profile & Company Performance: An 
Exploratory Study
M. Stelate, F. Z. Alami, S. Koubaa

13

12. 12. Sustainable Product Design for Fashion Apparel: A 
Preliminary Analysis of Indian and Swedish Fashion 
Apparel Brands
O. Nerurkar

14



iv

13. 13. “Association and Correlation between the Independent 
Variables and Buying of Consumer Goods”: Study 
with reference to Rural Market of Shivamogga District, 
Karnataka
P. Hs, M. Begum

15

14. 14. The Effect of Social Media Usage on Internal and External 
Attributions of Small and Medium Enterprises
P. Menon, R. Raman

16

15. 15. Probing into Perforated Performance of RJio: A Consumer-
Centric Approach
Remya R., M. B. Biju

17

16. 16. Literature Review of Service Quality Concepts, Models and 
Scales
S. Prabhu

18

17. 17. Online Shopping Influences: Scale Development and 
Validation
S. Fernandes, R. Panda

19

18. 18. The Role of Voters’ Engagement in Shaping Voters’ Loyalty 
in India
S. Naik, M. Srivastava, P. Tapas

20

19. 19. Prioritization of Factors Influencing Brand Love Using 
Analytic Hierarchy Process
S. Pande, K. P. Gupta

22

20. 20. A Systematic Literature Review of Hedonic and Utilitarian 
Benefits of Sales Promotion
S. K. Sinha

23

21. 21. Sports Analytics in Event Marketing: A Content Analysis
S. Sen, K. Rajagopal

24

22. 22. The Voltage Volte-Face: An attempt to turnaround a State-
Owned Enterprise
S. Karthika

25

23. 23. Think Before Getting Addicted to Smartphone?
S. Dwivedi, S. Altekar, N. Phutela

26

24. 24. CRM: A Study on Its Role in Indian Banking Sector
S. Hota

27

25. 25. Markov Chain Method of Forecasting Acceptance of New 
Telecommunication Technologies
A. Jassal, S. Khase, S. Sharma, Subrahmanyam Y.V.S,  
V. Chetlapalli, K. Iyer, S. Patil

28



v

SI. NO. ABSTRACT NO. TITLE NAME & AUTHOR PAGE NO.

Track 2: Human Resource Management & Leadership

26. 1. Confrontation to Collaboration: A Paradigm Shift in 
Industrial Relations?
J. M. Reddy, R. Rani

32

27. 2. A Dialectic Reframing Organizational Change
A. Guiette, K. Vandenbempt

33

28. 3. Multidimensionality of Job Performance: An Empirical 
Assessment through Scale Development
A. Sultana, V. K. Chechi

34

29. 4. A Cross Sectional Study on Customer Incivility and 
Psychological Health
A. Srivastava, Y. Joshi, M. Kumar, M. Yadav

35

30. 5. Gamification in Green HR: Utilizing Employees’ Playful 
Enthusiasm Towards Environmental Sustainability
A. Ghosh, S. Haque

36

31. 6. An Analytical Study on Relationship between Emotional 
Intelligence and Self-Esteem among Post Graduate 
Management Students
B. J. Jiby

37

32. 7. Entrepreneurial Behavior among Managers: Effect of 
Emotional Intelligence, Gender and Managerial Level
E. Sinha, K. Laghate

38

33. 8. Study on the Role of Kids in Parental Adoption of 
Mobile Technologies Strategic Study from the Reverse 
Socialisation Perspective
H. S. Govindaraman, V. Ramanathan

39

34. 9. Locus of Control: Conceptualization, Application and 
Predictive Ability - A Literature Review
L. Murthy, P. Tapas

40

35. 10. Job Uncertainty after Ph.D : A Common Concern for 
Doctoral Students of Technical Institutes of North East 
India
L. A. Meetei, N. B. Singh, T. Sarma

42

36. 11. Determinants of Organizational Stress among Women 
Workers in Garment Industry
M. Srivastava, L. Sharma

43

37. 12. Presence of HRM in Small Firms in Pune – A Reality Check
M. K. Nath, S. Bhattacharya

45



vi

38. 13. Influence of Leadership Styles of Bankers in Decision 
Making on Loans to Startup Entrepreneurs
M. Kumar, S. Pandey, V. Sinha, A. Srivastava

46

39. 14. Influence of Psychological Capital on the Link of 
Organizational Support, Engagement and Extra-Role 
Behavior
M. Shaheen

47

40. 15. Mid-Career Pathing Influences and Why Women May Not 
be Reaching Leadership Positions in India- A Qualitative 
Study
N. Patwardhan, S. Bhattacharya

48

41. 16. Perceived Intervention of Gamification in Training and 
Performance Management
P. Kulkarni, P. Kulkarni

50

42. 17. Assessing the Quality of Worklife and Employees’ 
Commitment of Large Cap IT Companies in Indian Context
R. Yadav, R. Sengar, N. S. Chaudhary, A. Khanna

51

43. 18. Employer Branding of Armed Forces through the 
Perspective of Current and Potential Employees
R. Kaur, R. Shah

52

44. 19. Blue Oceans Leadership Practices: Journey from 
Disengagement to Engagement of Employees in an 
Organization
S. Vedula, F. S. Noor, T. Chakraborty

53

45. 20. Massive Open Online Courses: Journey So Far and View on 
Future
S. Kulkarni, S. Bhattacharya

54

46. 21. Gamification for Recruitment of Talent through the Lens of 
Actor Network Theory
S. Shree, A. S. Singh

55

47. 22. An Analytical Study on Impact of Employee Engagement 
on Customer Satisfaction in Indian Hotel Industry
S. Kaur

57

48. 23. Inclusive Leadership – New Age Leadership to Foster 
Organizational Inclusion
S. Kuknor, S. Bhattarcharya

58

49. 24. Job Satisfaction & Motivation: Distinct Gender Perspective 
in IT Sector
V. S. Sinha, S. Bhat

59



vii

SI. NO. ABSTRACT NO. TITLE NAME & AUTHOR PAGE NO.

Track 3: Financial Management

50. 25. Insurance Sector Growth and Economic Development- A 
State wise Study in India
A. Chakraborty, A. K. Das

62

51. 26. Equity Market Participation: An application of Analytical 
Hierarchical Process (AHP)
A. Sharma, S. Rastogi, C. Panse, A. Goel

63

52. 27. Towards a self-sustaining Pension System: Heralding better 
Fiscal Discipline
B. Bhaskaran

64

53. 28. Inclusion of NTFPs in Sustainable Livelihood of Tribal 
People of Western Ghats of Maharashtra
B. Pardeshi, P. Bisoyi, P. Burbure

65

54. 29. Measuring Efficiency of Indian States in Poverty Reduction 
Using Data Envelopment Analysis
D. Ambarkahne, A. S. Singh, B. Venkataramani

66

55. 30. Reaction of Equity Markets to Introduction of Schemes and 
Regulations for NPA Management in India
D. Krishnakumar, M. Sethi

67

56. 31. Financial Inclusion through Mobile Telephony: A 
Qualitative Enquiry of Indian ‘Urban-Poor’
D. Sharma, M. Sinha

68

57. 32. A Study on Policy of Controlling Number of IPOs in 
Primary Market to Control Volatility in Secondary Market 
in India
K. Bhatt, A. Bantwa

69

58. 33. Efficiency Test on the Indian Index Options Market: 
Empirical Evidence from S&P CNX Nifty Index Options
K. Mutum, A. Kr. Das

70

59. 34. Novel approach to estimate expected Non-Performing 
Assets (NPA) of Indian banks using Stochastic point 
process
K. Iyer, V. Chetlapalli, M. Damle

71

60. 35. House Buying behavior of Households: Qualitative Study in 
the Semi-Urban Settings in India
M. Sinha, D. Sharma, N. Neelam

73



viii

61. 36. Mental Accounting Bias: A Study of Impact of 
Demographic Variables
M. Dangi, B. Kohli

74

62. 37. The Impact of Rating Dispersion and Message Valence on 
Shopping Cart Abandonment in Online Grocery Shopping: 
Loosing Carts of Money
N. Singh

75

63. 38. The Impact of Socio-economic and Psychographic Factors 
on Financial Inclusion: A case of Rajasthan
N. Aswani, V. Srivastava, L. Vijayvargy

76

64. 39. Trend and Pattern Analysis of Public and Private 
Infrastructure Investment in India: An Application of 
ARIMA Model
N. Unnikrishnan, T. P. Kattookaran

77

65. 40. Influence of Analyst Recommendations on select sectors in 
the Indian Stock Market
P. Gupta, Z. Jamal, R. Pathak

78

66. 41. Gravity Model Applications in Understanding Trade: A 
Review and Future Research Agenda
R. Kulkarni, R. Panda, M. Sethi

79

67. 42. Applying Dorantes Investment Model to Indian Markets: 
An Empirical Study 
R. Khatwani, M. Mishra, M. Bedarkar, S. Anand

80

68. 43. Efficiency and Productivity of Indian Microfinance 
Institutions
S. Kar, J. Deb

82

69. 44. An Empirical Evidence of Potential for Islamic Finance and 
Banking in India
S. Khan

83

70. 45. Factors Influencing growing of Non Performing Assets 
(NPAs) in selected Public and Private Sector Banks
S. Sharma, D. S. Rathore, J. Prasad

84

71. 46. How Does Microfinance Addresses Documentation and 
Psychological Barriers to Financial Inclusion- An Evidence 
from Mirzapur District of India
V. Singh, P. Padhi

85



ix

SI. NO. ABSTRACT NO. TITLE NAME & AUTHOR PAGE NO.

Track 4: Operation Management & Information System

72. 1. Comparing Service Offerings of Hunt Library with Indian 
Academic Libraries for Enhanced User Experience
K. Chopra, V. Pabalkar, D. More

88

73. 2. Design and Development of Framework for measurement 
of Supplier’s Satisfaction
M. Hudnurkar, S. Ambekar, R. Singh, G. Singh

90

74. 3. Impact of Operational Risks through Monte Carlo 
Simulation
M. Ketkar, O. Vaidya

92

75. 4. Study of Lean Operational Management Practices in 
Services: Case study in a 3rd party BPO/KPO
N. Motiani, A. Kulkarni

93

76. 5. Examining the Efficiency of Indian Hotel and Hospitality 
Industry
P. Sharma, D. Sharma, A. Gandhi

95

77. 6. Augmentation of Effectiveness of Constraints Driven 
Supplier Relationship Management with IoT Assisted 
SMART Procurement – An Empirical Study
S. Yerpude, T. K. Singhal

96

78. 7. Modelling Passenger Interaction Process (PIP) Quality 
Model Framework Using ISM and MICMAC approach
S. Kadam, P. K. Bandyopadhyay

98

79. 8. Moderating Effect of Breakfast on Exercising versus 
Depression Among Adolescents: A Data Analytics 
Approach
S. Panda

99

80. 9. Servitization of Machine Tools: Current Trends, Challenges 
and Opportunities
Y. Brahmankar, P. Bandyopadhyay, K. Vandenbempt

101



47

Book of Abstracts 
International 

Conference on 
Advances in Business 

Management- 
ICABM-2018

Influence of Psychological Capital on 
the Link of Organizational Support, 

Engagement and Extra-Role Behavior
Musarrat Shaheen

“ICFAI Business School (IBS), Hyderabad 
A Constituent of ICFAI Foundation For Higher Education (IFHE) 

Abstract

The two objectives of the paper are to examine the impact of perceived 
organizational support (POS) on the work engagement and the extra-
role job performance of the flexible knowledge workers; and to test 
the mediating role psychological capital in the relationship among 
POS, work engagement, and extra-role performance. Data is collected 
from 212 insurance agents working from a metropolitan city of 
India and structural equation modelling (SEM) was done to analyse 
the responses. The results obtained indicated a significant positive 
influence of perceived organizational support on work engagement 
level and the extra-role performance behaviors of the flexible workers. 
Psychological capital is found mediating the influence of POS on work 
engagement and extra-role performance.
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Ecosystem of Digital Economy in India – The Demonetization Push  

Vipin Khurana1 

Sudarshan Baurai2 

Jyoti Ahluvalia3 

 
 

Could the withdrawal of ₹ 1,000 and ₹ 500 notes from circulation help India 

move to digital financial transactions? The stories and rumours have been 

prolific, arguments and counterarguments endless; queues have reappeared in 

the age of 4G and the internet, and the media frenzy has been unparalleled. There 

is a divided opinion on the impact of move and its way forward towards cashless 

or less cash economy. Will demonetization nudge a larger number of individuals 

to lessen their dependence on cash transactions and resort to digital payments? 

India’s demonetization could be the push the country needs to move to digital 

banking, but it will take more concerted government efforts to promote a long-

term transition. 

In 1994, Don Tapscott wrote the book “The Digital Economy: Promise and Peril in the Age of 

Networked Intelligence”. This was the era when wireless was in its novice stage and therefore 

wireless telecom was not very popular. The networking was mostly a huge clutter of wires. 

The Google as a company was not started. However the author could see the future and with 

his wisdom brought the fall-back that could be possible in the form of perils in a networked 

economy. The other concepts that have its impact in contemporary world is the Metcalf Law 

which states that the value of a telecommunications network is proportional to the square of 

the number of connected users of the system (n2). So with the penetration of smart phones and 

computing devices, the impact all around is an obvious process. However, out of observation 

made by Intel co-founder Gordon Moore, 1965 is making huge impact in design and costing 

of computing devices. He noticed that the number of transistors per square inch on integrated 

circuits had almost doubled every subsequent year. This law is still going strong and we are 
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able to make smart devices with enormous computing capacity in rather small size. On the 

other hand the cost of computing device when we calculate on the basis of per transistor kept 

reducing.  

India perspective in recent past has been one of the golden period when in technology 

management leadership, Indian have established themselves quite firmly. However in  India’s 

developing economy a huge change is more than visible with the kind of economic growth that 

has shifted to this part of the world. The slow but steady growth in India has huge impetus that 

has come from the recent demonetization that has seen lots of changes in banking and monetary 

policy of India giving a push towards less cash economy, if not cash less. Demonetization kind 

of experiment taken up by Reserve Bank of India in recent past and has been instrumental in 

taking the digital economy forward in context of India. 

India’s Economy 

World Economic Forum has placed India as one of the fastest growing economy in the world. 

India is 7th largest economy in the world as of now and with the kind of growth of 7.5 percent, 

it is expected to be the 5th largest economy in the world by 2020 based on GDP Nominal and 

it may even be the 3rd largest economy of the world by then based on GDP PPP as many 

economist feel that GDP per capita calculated on the basis of purchasing power parity (PPP) is 

a better measure of economy growth of a country.  

 

Cost of Governance 

India has its own uniqueness in many respects among the large economies in the world. Two 

unique things with India are Diversity and Democracy. Diversity again has various dimensions 

including culture, religion, and language, geographic, and climatic. Also India is the largest 

democracy in the world which has a federal structure and multiple institutional   setups which 

supplement and complement each other as far as the governance of the country goes. India is 

vast nation and 2D’s mentioned above adds a huge cost to governance. 

So the bigger challenge for the economy is to function and deliver its objective of providing 

the financial inclusion services to the last man at brink in a cost effective manner. In such 

environment the model of a centralized services centre in the form of Post-office in past, Banks 

and then ATM cluster have been found to be insufficient and therefore technology disruptions 

by taking the centralized information and transactions to the individual customers is 

revolutionary not only in terms of efficiency, speed, transparency and accessibility but also the 

overall cost of governance is low in digital economy. 



 

Government of India initiatives 

AADHAAR: A large population of India have been issued the 12 digit AADHAAR number 

after taking the biometric identity data, is a robust database with security duplication safeguards 

by Government of India. Started in 2009, the Unique Identification Authority of India (UIDAI) 

has policies to create and distribute the information that would provide necessary verification 

and validation for government schemes to pass on the benefits to the last man in an easy 

technology driven interface. Necessary legislations have been incorporated to allow the 

AADHAAR number to be used for availing government subsidy transactions, identity 

documents to open bank accounts, getting passport, LPG and CNG facility and subsidy telecom 

sim cards and much more. AADHAAR number with e-KYC and mapping it with bank accounts 

& PAN Number has been in practice now. 

Financial Inclusion Initiative: Frill free accounts are for delivery of financial services at 

affordable costs to vast sections of disadvantaged and low income groups. Under the scheme 

one may produce an AADHAR card to open a bank account and if required an ADHAR card 

is issued there and then at the bank. Basic Saving Bank Deposit Accounts (BSBDAS),  Credit 

Cards for Farmers (Kisan Credit Cards-KCC) and Artisans or Self-employed small scale 

entrepreneurs (General Purpose credit cards – GCC) has been the initiative of government 

through RBI to instruct the banks to provide the financial services to a section which 

contributes in countries economy in a significant manner. 

Goods and Service Tax (GST): GST Bill a landmark legislation which is the co-operative and 

federal economy future in digital India. It will replace a complex, multi-layered and cascading 

indirect tax system to a single unified indirect tax system that permits tax set off across the 

value chain, both for goods and services. The GST will be a dual tax with both Central and 

State GST component levied on the same base. Economic activities specially ‘Make in India’ 

for Manufacturing Sector and pan-India logistic services would have a huge positive impact 

which would unify whole India as one market and state economic activities would come in 

sync with central government in a federal structure of the country. There are very bright 

chances that GST would be implemented in 2017.  

Goods and Services Tax Network (GSTN): As mentioned by Nandan Nilekani, in the report 

on “The IT Strategy for GST” that without a well-designed and well-functioning IT system, 

the benefits of GST will remain elusive. Digitization of the whole chain is required in which a 



tax-payer can get its challans processed through its bank to settle the tax that would be having 

access to centralized GST Portal to transfer the tax to respective state and centre as per the GST 

norms. GSTN is a special purpose vehicle organization (www.gstn.org) with equity from 

centre, states and financial institutions with responsibility to bring a common interface for all 

tax-payers that would provide all kind of algorithm to aggregate and resolve the centre – state 

share of tax collection. It would be faster automatic resolved distribution of tax collection with 

benefits of removing many tax related delays and complexities by having similar interface for 

PAN-India tax payers and centralized database for analytics reports. 

Demonetization: On November 8, 2016, India Prime Minister Narendra Modi declared in an 

unscheduled live televised address at 20:00 IST that use of all ₹500 and ₹1,000 banknotes 

would not be a legal tender past midnight of November 8, 2016 itself. The immediate need of 

demonetization, the government claim was fourfold. 

 An effort to stop counterfeiting of the current banknotes, Fake Indian Currency Notes 

(FICN) in circulation in the denominations of ₹.500 and ₹.1000 are larger as compared 

to those in other denominations. In this connection, it may be noted that while the total 

number of bank notes in circulation rose by 40% between 2011 and 2016, the increase 

in number of notes of ₹ 500 denomination was 76% and for ₹ 1, 000 denomination was 

109% increase during this period.  According to press note of ministry of finance, use 

of FICN facilitates financing of terrorism and drug trafficking. The World Bank in July, 

2010 estimated the size of the shadow economy for India at 20.7% of the GDP in the 

year 1999 and rising to 23.2% in 2007. A parallel shadow economy corrodes and eats 

into the vitals of the country’s economy. It generates inflation which adversely affects 

the poor and the middle classes more than others. It deprives government of its 

legitimate revenues which could have been otherwise used for welfare and development 

activities. 

 A crack down on black money in the country or what is called to end the parallel economy 

prevalent in the country. Parallel economy, based on the black money or unaccounted 

money, is a big menace to the Indian economy. It is also a cause of big loss in the tax-

revenues for the government. As such, this money is also not accounted by the legal fiscal 

authorities of India and taxes are not paid on this money. A few of those who constitute the 

major part of parallel economy and who are having a big stock of such unaccounted money 

are:  

http://www.gstn.org/
https://en.wikipedia.org/wiki/Indian_black_money


 Terror organizations active in India; 

 Real estate companies; 

 Political parties: their funding is mostly opaque; and  

 Fake NGOs spread across the country. 

 The move was also described as an effort to reduce corruption. This at least could          

unearth the huge trash of currency lying unutilized. Though this is not seen as a permanent 

solution to stop corruption and corrupt practices, however it would certainly add to explore 

the entities where the government agencies now can focus. It would definitely bring the 

pile up of a long time to main-stream up to some extent. The Indian population where only 

less than 3% people file income-tax returns and among them very few pay tax indicates. 

Another data reveals that just few have taxable income, is in contradiction as a large number 

of cars worth ₹ 10 Lacs and above and many luxury cars are purchased every day in India. 

Further, India is the largest importer and market for gold. This is out huge corruption 

prevalent in the society. Out of demonetization such entities can be identified and tax can 

be levied with retrospectively. 

 A boost towards digital economy by having a less-cash economy if not cash-less by 

leveraging technology in practice. This is a blessing in dis-guise out of temporary setbacks 

that demonetization brought in economy. This would be in the form of promotion to digital 

payment. Various options are Unified Payment Option (UPI),          e-Wallets, increased 

use of PoS terminal and Credit/ Debit cards and AADHAAR enabled payments.  

A committee, under the leadership of NITI Aayog will identify and operationalize the user-

friendly digital payment options in all sectors of the economy in India.  To achieve 

expeditious movement into the cashless, digital payments economy across all states and 

sectors, it will engage regularly with Central Ministries, Regulators, State Governments, 

District Administration, Local bodies, and Trade and Industry Associations etc. to promote 

rapid adoption of digital payment systems. The attempt is to establish and monitor an 

implementation framework with strict timelines to ensure that nearly 80 per cent of the 

transaction in India moves to the digital-only platform. Emphasis of the committee is on 

more AADHAAR card be linked with bank account and transfer funds or withdraw cash 

using AADHAAR number and biometric authentication. This also would require mobile 

phones with in-built feature for biometric thumb impression and IRIS data collection. 

Towards this objective, BHIM (Bharat Interface for Money) is a Mobile App developed 

by National Payments Corporation of India (NPCI), based on the Unified Payment 

https://en.wikipedia.org/wiki/Corruption_in_India
https://en.wikipedia.org/wiki/Mobile_app
https://en.wikipedia.org/wiki/National_Payments_Corporation_of_India
https://en.wikipedia.org/wiki/Unified_Payment_Interface


Interface (UPI). It was launched as part of the 2016 Indian banknote demonetisation and 

drive towards cashless transactions. This UPI app supports all Indian banks which use that 

platform, which is built over the Immediate Payment Service infrastructure and allows the 

user to instantly transfer money between the bank accounts of any two parties. It can be 

used on all mobile devices so that most people with mobile phone may be benefitted.  

Impact on the Economy of going Digital 

There is no doubt that the push provided by demonetization to the process of digitalization will 

help the country and its people to maximise efforts in realizing their potential.  Digitalisation 

will provide the right platforms for connectivity and innovation, for empowerment and 

efficiency and bring integration and scale to the efforts of both the government and business to 

provide better products and services. The applications of AADHAR, Jan Dhan efforts, UPI and 

BHIM and also the GST, and GSTN initiatives have made the Banking and Financial Services 

companies to be the frontrunners in adopting digitalization, however the next frontier is of 

manufacturing and supply chain and retail and healthcare and every aspect of the working of 

business and government. The adoption of digitalization will lead to major changes in the way 

we work.  

 Connectivity and Efficiency 

Today digital technology is inseparable from personal, consumer, business, employee, 

government and education activities.  All these activities are linked and connected and lead to 

vast amount of data and innovation that will in turn transform the way we function.  It will be 

easier to take this interconnectivity towards greater efficiency on the backbone of an efficient 

technology infrastructure.  This will also lead to empowerment and innovation.   

 Transformation and Redesign 

Digitalisation will lead to all new approaches to transform and define new frontiers of how 

businesses and governments work. Digitalization will not be a wave but a trend and hence 

businesses and governments will have to undergo not just incremental but transformational 

change as the very definitions of processes and possibilities changes and enhances as more 

processes and systems get interconnected through digitalization. To achieve the focus to deliver 

the very best to customers it is essential that organisations rethink and redesign their core 

processes and systems to incorporate the new technologies. Organisations will have to think 

about real time automation and data management, analytics and proactive decision making, 

flexibility, speed of delivery and most importantly about human resources.   

https://en.wikipedia.org/wiki/Unified_Payment_Interface
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 Human Resource, Systems and Data Architecture 

We would require highly trained manpower as along with taking care of the basic and 

monotonous work processes, automation has also started evolving into Artificial Intelligence 

and taking over more advanced work that earlier required human intervention. This would 

require that human resources be trained to higher order skills to design and align these 

automations, which means reskilling people and their capabilities. Companies and 

governments will have to build connected IT architectures and networks and systems that 

provide consumers with seamless services and products. 

 Data Management and Predictive Decision Making 

Digitalization generates huge amounts of data that will have to be stored, managed, analysed 

and used to make better future decisions. Without these capabilities the full potential of 

digitalization cannot be achieved. Software, system architectures, algorithms and modelling 

techniques will have to be implemented at each layer to achieve the highest efficiencies and 

effectiveness. It is recognised that government can substantially improve its services and 

organisation for the citizens with the use of the digitalization processes.   

Fall-back in the Digital Economy 

Investment Requirement: The digital economy would be highly dependent on the availability 

of fast fixed and mobile connections, secure cloud services, affordable devices, innovative apps 

and available content. A valid question is being raised at World Economic Forum is about 

internet services which are growing at a massive rate would place huge strain on existing 

infrastructure and business models. Therefore the investments required to fulfil the digital 

agenda are daunting. 

Spectrum: The world is possibly facing a “spectrum crunch”. Cisco’s Visual Networking 

Index forecasts that 19 billion wireless devices will be in service by 2017. Between now and 

then, mobile data traffic is expected to grow by 66 % annually. The most straightforward 

response, increasing network density, is costly, time-consuming and will result in disruptions 

for consumers. Therefore governments have an opportunity to release more spectrums to 

mobile operators and more aggressively reallocate underutilized spectrum. 

Security Concerns: Other common fear in individual’s mind is regarding loss of personal data, 

fake entries in the accounts, connectivity issues and confidence level. Users are worried about 

device being hacked and attacked by viruses. These all need to be addressed with high uptime 

of infrastructure and good legal framework to support it.  

http://www.theatlantic.com/technology/archive/2012/05/the-future-growth-of-the-internet-in-one-chart-and-one-graph/257811/
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