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EDITORIAL : JANUARY - JUNE, 2025

It is with great pleasure that we present the latest issue
of SuGyaan, a bi-annual publication dedicated to
encourage academic discourse and research insights
across various domains of business and management.
The current issue covers a diverse range of thought-
provoking topics that are relevant to contemporary
industry practices, technological advancements, and

consumer behaviour.

In Robotics Trends Transforming Industries Beyond
2024, K. Vinod Varma offers a timely exploration of
robotics’ evolution beyond conventional manufacturing.
With increasing relevance in sectors such as healthcare,
logistics, and agriculture, robotics is no longer a futuristic
concept but an embedded enabler of operational
excellence and human empowerment. The article serves
as a reminder that businesses and policymakers must
adapt their strategies to harness robotics ethically and
effectively.

The article Leveraging Artificial Intelligence for Social
Entrepreneurship, co-authored by A.C., takes a more
human-centric view of technological advancement.
It thoughtfully examines how Al can support social
entrepreneurs in addressing complex issues such as
poverty, education, and sustainability. The piece calls
for an ecosystem where innovation serves inclusivity
— where data, design, and empathy coalesce to fuel

transformative solutions for marginalized communities.

Complementing these forward-looking studies is Dr. V.
Rajendra Prasad’s comprehensive analysis of India’s
banking sector in “A Study on Trends and Progress
of Indian Banking.” This scholarly work reflects the
dynamic shifts in regulation, technology adoption, and
competition that have reshaped Indian banking since
liberalization. The article insightfully tracks both the
resilience and vulnerabilities of public and private
banks in responding to globalization, digitization, and

financial inclusion.

This article on A Study on Consumer Satisfaction
Goods  With
Reference to Hyderabad by Dr M Srinivas analyses

Towards Fast-Moving Consumer
how technology is revolutionizing the educational
ecosystem. Focusing on e-learning, virtual classrooms,
and Al-based platforms, it highlights benefits such as
accessibility and flexibility while also addressing digital
literacy and pedagogical challenges.

Aninsightful piece on sustainable management practices,
this paper Dr P Nagesh explored how organizations can
integrate green strategies into their supply chains and
operations. It highlights policy recommendations and
corporate social responsibility as levers for long-term

environmental impact.

In their research titled “The Mediating Role of Price
Between Logistics Service Quality and Customer
Satisfaction,” Dr. Shabeena and Mr. Faiz explore how
pricing influences the connection between service
quality in logistics and overall customer satisfaction.
Based on empirical data from Bullet Logistics and
consumer responses in Hyderabad’s FMCG sector, the
study emphasizes that strategic pricing plays a crucial
role in shaping customer perceptions and loyalty. The
authors recommend adopting balanced pricing models
to strengthen service effectiveness and satisfaction

outcomes.

titled
Management: A Case Study on Accenture,” V. Padmaja

In her article “Modernizing Performance
examines how Accenture has redefined its performance
management approach. The study highlights the role
of continuous feedback, equitable reward systems, and
technology-enabled processes in enhancing employee
engagement. Through data-backed analysis, the paper
offers strategic recommendations to make employee
performance management more adaptive and inclusive

in today’s dynamic work environment.

Prof (Dr.) Ambuj Gupta,
Chief Editor - Sugyaan
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"ROBOTICS TRENDS

TRANSFORMING INDUSTRIES BEYOND 2024"

K. Vinod Varma
Assistant Professor, School of Commerce & Management Studies,
Godavari Global University, Rajahmundry, Andhra Pradesh, India.
Email: vinodvarmak2@gmail.com

ABSTRACT

Robotics has quickly advanced to be a disruptive technology across many industries to
change how companies do business and address their employees. It has now expanded its use
through combining with technologies like Al, IoT and big data and continues to solve issues
in sectors including labour shortages and ageing populations. Although manufacturing and
especially healthcare remain the most significant application areas of robotics, more recent
applications are today being introduced in agriculture, logistics, and retail. This work aims
at identifying more prevalent trends in robotics for industries over 2024 with the use of
technological, economic and social perspectives.

The research focuses on analyzing the possibilities and issues of the increased robotics
integration in different fields. Some trends that have been noted include; cobots, delivery
robots, surgical robots, and smart agricultural robots. However, new issues like high initial
investment, and implementation issues, ethical issues and disruption of human resource
have not been eliminated. This research also aimed at identifying how these challenges can
be addressed, and provide practical solutions for different stakeholders including business
enterprises, policy makers, and employees.

The current research uses both interviews and surveys of industry practitioners and statistical
analysis of market data. They reveal the different rates by industries and by geography, with
higher rates in developed countries and with large organizations. As for the small companies
and new players, they are still to encounter more difficulties because their capabilities and
facilities remain to be developed.

This paper is relevant to the existing literature in the following ways: It identifies areas that
deserve further research on cross-sectoral developments, ethical issues, and the robotics
revolution on the global platform. Thus, it explains how stakeholders can capitalise on
robotics to enhance the level of competitiveness and address the concerns connected with
the advancement of technologies.

Keywords: Robotics, Industry 4.0, Artificial Intelligence, Collaborative Robots, Automation,
Technological Trends, Workforce Displacement, Ethics
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1. Introduction

They added that robotics has brought about a revolution in industries known as the fourth
industrial revolution- Industry 4.0. Robotics in conjunction with other contemporary
advanced technologies like the Al, IoT, and big data is revolutionizing operations and
approaches to addressing global issues across industries. It is these developments in
technology which continue to enhance the levels of organizational production efficiency,
enhance the effectiveness of the creation of the manufacturing process, and minimize
overall industry costs across multiple industries, including the automotive and electronics
industries, the healthcare industry, the logistics and supply chain markets, and the farming
and agriculture markets.

According to recent information and analysis, robotics industry will increase drastically
through the next decade with key focus on Al and ML that gives robots their capability. A
new type of robotic instruments known as “cobots”, industrial robots that share the same
workspace with human staff, are in rising demand more widely. They offer the leeway to
execute formidable operations which would otherwise require human input while sparing
the human workers, therefore making the adaptation of the technological aspect much easier.
Furthermore, in the current this world’s population is aging, so there’s a growing demand
for the automation of health care and even nursing with the help of robotics.

TOP 5 GLOBAL ROBOTICS TRENDS irernatons
IN 2024 RAtarcs

1 2 3 4 5
Al AND COBOTS IN MOBILE DIGITAL HUMANOIDS
MACHINE NEW MANIPULATORS TWIN
LEARNING APPLICATIONS
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o O, \ |
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a i » \V @
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Nevertheless, there are some challenges that hinder the process of integration of robotics
into different sectors. The first of those is cost, with the cost of establishing robotic systems
beyond the reach of many SMEs. Also there is the social risk; firstly, there is the issue of
job losses, secondly, this technology will escalate the social inequality. Hence, academics,
business, and society in general, including policymakers, need to understand these trends of
robotics as well as other factors discouraging the use of robotics.

Volume: XVIII, Issue - 1, Jan - June, 2025
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2. Literature Review

1.

In the field of health care, Hwang and Chang (2024) describe the design and
proliferation of robotics as a challenging set of ethical and social issues concerning
patient confidentiality, trust, and safety. It discusses risks and biases in robotic decision
making and expose inequalities in availability and usage calling for policies on right
use in the health care delivery systems.

Lee and Choi (2024) explain how the application of robotics in shop and store has
improved the efficiency of operation and accuracy especially in stock, ordering, and
service delivery. Using different examples of the successful application of robotics,
they highlight the fact that robotics applications help businesses create value for their
customers and achieve flawless end-to-end supply chain but at the same time stressing
the possible unfavorable impact of robotics for employees.

For instance, Perez and Sanchez (2024) explore the role of Al and robotics in health
care; the future surgical technology, diagnosing techniques and treatment. They consider
how these applications enhance measures and results, trim human unpredictability, and
continue current issues like compatibility, constantly training, and moral concerns.

Zhang and Zhao offered a state-of-the-art review of autonomous robots in various
applications, such as industry 4.0, transportation, and health care sector in 2024. It
focuses on major advancements in robotic platforms and software based on artificial
intelligence with focus on practical usage and difficulties of realization of autonomous
systems in real world environments.

The impact of Al in agriculture is discussed in Bhattacharya and Kumar (2023) but
author specific the discussion on such as precision farming, autonomous harvesting,
pest management and more. It was useful in presenting how through integrating
artificial intelligence, productivity and sustainability, through efficiency gains in the
usage of resources, is achieved without considering the challenges such as higher costs
associated with the implementation of these systems and need for skilled workforce.

Brown & Davis (2023) provides a breakdown of the effects of robotic surgery on
financial and operational values such as, better patient status, short length of hospital
stays, and low possibility of post-surgical complications. They look at the cost and
benefit assessment in which costs are slightly high initially but with numerous benefits
in the long run. Their study also responds to the question concerning the new role of
healthcare professionals in robot-assisted operations.

Miller & Zhang (2023) examine how the implications or impact of collaborative robots
or ‘cobots’ improve human safety and productivity in shared working environments.

Volume: XVIII, Issue - 1, Jan - June, 2025
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10.

I1.

12.

13.

They provide cases of how they minimize physical stress and bore some functions,
discussing issues of human-robot contact, education, and sharing that cobots enhance
rather than replace human work.

Thomas and Stevens (2023) is concerned with the effect of robotics to the labour market
for manufacturing industry with particular attention given to displacement of employees
and emergence of new but complicated tasks. They discussed how automation is
transforming the industries; arguing for polices that prepare the workforce for change
and implement adaptive welcoming for reducing negative socioeconomic impacts.

Alvarez & Martinez (2022) identify a few promotion or funds generation mechanisms
for healthcare robotics, including cost-and-charge models, governmental endowments,
and PPP. In this, they debate how cost brings about access to increased technologies,
arguing new payment models and considering the place of cost-benefit in enhancing
implementation cost.

Brown and Davis (2022) consider the economic effects of Robotic surgery systems
with reference to multiyear advantages in cost. They analyze trends for its relevancy to
health care services providers, insurers and patients, explaining how the systems can
enhance efficiency in delivery of care, but also look at issues such as; the high initial
capital investment and recurrent costs.

Cao and Lin (2022) described present trends of agricultural robotic with features such
as artificial intelligence in monitoring and assessment of crops, drone technology,
and smart irrigation. They address how such improvement meet issues such as labor
scar ness and fluctuation in weather conditions while underlining the importance of
technology dissemination to the smallholder farmers and use of sound agriculture
practices.

Patel and Gupta (2022) explain how SMEs fail to integrate robotics due to limited
capital funding, poor knowledge of robotics integration, and inability to scale up. They
recommend that there are ways that this can be achieved including through taxation
policies, accessible training and modular robotics solutions.

Anderson and Wang (2021) examine the effects of cobots and appreciate that it
enhances human abilities and minimizes risk factors in the workplace. They talk about
the benefits of cobots & the opportunities they provide to incorporate workers with
disabilities into workplaces through flexible job designs while concerning themselves
with issues of job polarization through cobots and argumentation about the necessity
of policies governing the use of cobots.

Volume: XVIII, Issue - 1, Jan - June, 2025
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14. Two sources from 2021 are by Fong and Zhao, focusing on the issues of robotics
adoption in the developing area because of lack of infrastructure, high costs, and
scarcity of qualified staff. Both sets call for discrete, problem-based technology
solutions, especially capacity development projects and low-cost robots tailored to
resolve regional issues.

15. In their paper, Gupta & Shah (2021) look at the rise of RPA in the retail industry and
the areas that it is most effective in such as store inventories, customer relations, or
supply chain systems. They talk about the benefits of RPA as applied to operations and
decision making, as well as the challenges which require solutions, like cyber risks and
dependence on systems.

16. Zhao and Yang (2021) provide a discussion and analysis of the current trends and
issues of autonomous healthcare robots and its relative innovations particularly to
technologies aiding dysphasic patients, remote consultation, and robotic surgeries.
They describe challenges, including regulations, technology, and ethics issues, that
called for collective approaches on safe and efficient implementation into healthcare
settings.

3. Research Gap

However, although the robotics industry has grown rapidly within the last few years
particularly in the production and health care industries a lot more needs to be done to
demystifying the application and implementation of these technologies in other areas
like farming, transportation and sales departments. A majority of past studies looks at the
engineering side of robots and lack consideration of social, economic, and regulatory issues
that determine the integration of the robotic systems.

Specifically, not much effort has been devoted to how robotics can be utilized in developing
countries where automation may be most relevant owing to poor employment standards
or inadequacies in existing networks. Furthermore, the existing literature is witnessing a
proliferation of studies covering the general issue of robotics’ ethicalities, including their
impact on employment, while only a handful of such studies provide realistic solutions
for addressing these challenges or for training the employees for robotic or automated
environments.

This research aims at addressing these gaps by discussing trends used in the integration
of robotics in various sectors, the challenges encountered as well as strategies that may be
used to tackle such issues. It is an analysis of industries beyond year 2024 as well as a clear
explanation of the future of robotics on the global economy.

Volume: XVIII, Issue - 1, Jan - June, 2025
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Tablel: Conceptual Framework:
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Robotics Trends Transforming Industries Beyond 2024

Applications

technologies to create
interconnected solutions
spanning multiple
industries.

Systems, Healthcare,
Logistics, Agriculture,

Manufacturing

Core Element Description Key Sectors Emerging Trends
Technological Innovations in Al, machine | Healthcare, Al-powered systems, deep
Advancements learning, and autonomous | Manufacturing, learning, edge computing,

systems driving robotics Agriculture, Logistics, advanced sensors,
evolution. Retail, Autonomous cloud robotics, and 5G
Systems connectivity.
Industry Seamless adoption of Healthcare, Collaborative robots
Integration robotics across industries | Retail, Logistics, (cobots), IoT integration,
to optimize operations and | Manufacturing, industry-specific robots, and
enhance efficiency. Agriculture robotic process automation
(RPA).
Sustainability Development of eco- Agriculture, Renewable energy-powered
friendly robotics solutions | Manufacturing, Logistics | robots, waste reduction
to address global technologies, and resource-
environmental challenges. efficient systems.
Workforce Shift in labor dynamics Manufacturing, Collaborative robots
Transformation with emphasis on Logistics, Retail improving safety, augmented
upskilling and human- workforce productivity,
robot collaboration. and reskilling initiatives to
address automation-induced
job shifts.
Cost Efficiency Strategies to reduce the Healthcare, Agriculture, | Economies of scale,
cost of robotics adoption SMEs (Small and public-private partnerships,
and enhance financial Medium Enterprises) modular robotics, and
viability. adaptive financing models.
Global Extending robotics Healthcare, Agriculture, | Low-cost robotic solutions,
Accessibility applications to underserved | Logistics localized innovations,
regions to bridge and initiatives tailored to
technological gaps. developing economies.
Ethics and Ensuring responsible Healthcare, Autonomous | Privacy, data security,
Regulations robotics deployment by Systems equitable access, unbiased
addressing ethical, legal, decision-making algorithms,
and societal concerns. and frameworks for
accountability.
Cross-Sector Leveraging robotics Autonomous Autonomous vehicles,

drones, robotic surgery
systems, and smart
agricultural tools supporting
interconnected, multi-
domain solutions.

This table captures the core elements, key sectors, and emerging trends driving the
transformative role of robotics beyond 2024.
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SuGyaan 11
4. Objectives of the Research

1.

To identify key robotics trends shaping industries beyond 2024, particularly in non-
traditional sectors such as agriculture, logistics, and retail.

To analyze the technological, economic, and social drivers influencing the adoption of
robotics in different sectors and regions.

To examine the challenges to widespread adoption of robotics, including cost,
infrastructure, workforce displacement, and regulatory barriers.

To propose strategies to overcome these challenges, particularly for small and medium-
sized enterprises (SMEs) and emerging economies.

To explore the societal and ethical implications of robotics, with a particular focus on
their impact on labor markets and income inequality.

5. Research Questions

1.  What are the key trends in robotics adoption across various industries beyond 2024?

2.  What are the technological, economic, and social factors that influence robotics
adoption in industries such as healthcare, manufacturing, agriculture, and logistics?

3. What are the major barriers to robotics adoption, and how can these barriers be
overcome?

4. How can policymakers, industry leaders, and workers prepare for the societal changes
brought by widespread robotics adoption?

5. What are the ethical implications of robotics, and what frameworks can help mitigate
negative impacts such as job displacement?

6. Methodology

6.1 Research Design

A mixed-methods approach is used, combining both qualitative and quantitative research to
provide a holistic understanding of the trends, drivers, and barriers associated with robotics

adoption. This approach allows for a detailed exploration of specific cases while providing

a broader understanding through statistical analysis.

6.2 Population and Sample

Thepopulation for this study includes industry leaders, robotics developers, and policymakers.
The sample includes professionals from manufacturing, healthcare, agriculture, logistics,

Volume: XVIII, Issue - 1, Jan - June, 2025
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and retail sectors. Purposive sampling is used to ensure that participants are knowledgeable
about the current trends and challenges in robotics adoption.

6.3 Data Collection Methods

Surveys are used to collect quantitative data on the factors influencing robotics adoption,
including technological readiness, cost, infrastructure, and perceived benefits, In-depth
interviews with robotics experts, business leaders, and policymakers provide qualitative
insights into the challenges and opportunities in the field and Industry reports, academic
articles, and government publications are used to supplement primary data and provide a
broader context.
Table 2: Data Collection Methods

Data Type Method Purpose

Quantitative Data Surveys To collect data on factors influencing robotics
adoption, including technological readiness,
cost, infrastructure, and perceived benefits.

Qualitative Data In-depth Interviews To gather expert insights from robotics
professionals,businessleaders,and policymakers
about challenges and opportunities.

Supplementary Data | Industry ~ Reports,  Academic | To provide broader context and validate primary
Articles, Government Publications | data findings.

This table outlines the methods used to gather and contextualize data for the study.
6.4 Tools or Instruments Used for Analysis

Quantitative data is analyzed using statistical modeling techniques to identify trends and
correlations. Qualitative data from interviews is analyzed using thematic coding, allowing
for the identification of key themes, patterns, and insights.

Table 3: Tools or Instruments Used for Analysis

Type of Data Analysis Method Purpose

Quantitative Data | Statistical Modeling Techniques | To identify trends, correlations, and patterns
across datasets, providing measurable insights.

Qualitative Data Thematic Coding To extract key themes, patterns, and insights from
interview responses for in-depth understanding.

This table summarizes the tools and methods used for analyzing quantitative and qualitative
data in the study.

6.5 Procedures Followed During the Research

Surveys are distributed electronically to participants in the target industries, Semi-structured
interviews are conducted with selected experts, Quantitative data is analyzed through
statistical software, and qualitative data is coded for themes and Data from both sources are
triangulated to ensure validity and reliability.

Volume: XVIII, Issue - 1, Jan - June, 2025
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6.6 Ethical Considerations

This study adheres to ethical standards, ensuring participant confidentiality, informed
consent, and the voluntary nature of participation. All data is anonymized, and participants
are informed about the purpose of the research and their rights.

7. Findings

1. In the manufacturing sector, collaborative robots (cobots) are increasingly being
adopted to work alongside human workers, improving productivity without replacing
human labor. Adoption rates vary depending on the size of the company, with larger
enterprises leading the charge in adopting robotics systems.

2. In healthcare, the most significant advances are in robotic surgery and robotic-assisted
rehabilitation. These technologies are improving patient outcomes while reducing
recovery times and hospital costs. However, the high costs of robotic systems remain a
barrier for smaller healthcare providers.

3. Robotics in agriculture is improving efficiency, with autonomous systems handling
planting, weeding, and harvesting. However, the adoption rate is slower in developing
countries due to a lack of infrastructure and training.

4. In logistics, autonomous delivery robots and warehouse robots are becoming more
common, while in retail, automated checkout systems are revolutionizing customer
experiences.

8. Discussion

The findings reveal that robotics adoption is progressing rapidly but unevenly, with larger
firms and developed nations leading the way, while smaller businesses and developing
countries face considerable challenges, such as high costs, inadequate infrastructure, and
limited workforce readiness. This disparity underscores the need for targeted interventions
to bridge the gap and enable broader adoption. Our findings align with previous research,
confirming that cost and infrastructure are persistent barriers. However, this study also
highlights the increasing focus on the societal and ethical implications of robotics, such as
job displacement and economic inequality, which have gained prominence in recent years.
The findings carry significant implications for theory, practice, and policy. Policymakers
must create supportive frameworks to encourage robotics integration, particularly in
emerging economies, while industry leaders should prioritize workforce upskilling to
facilitate adaptation. Addressing these challenges holistically will ensure that robotics
drives sustainable and inclusive growth across industries and regions.

Volume: XVIII, Issue - 1, Jan - June, 2025
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9. Limitations of the Study

Some of the limitations of the study include using subjective data and hence biasness of
the data collected may be experienced. However, the strategy that occupies attention on the
sectors of health care, agriculture, and logistic may lessen the suggestions generalizability
over other fields, thus minimizing the hypothetical recommendations’ generalizability over
the study.

10. Conclusion

Finally, it has become clear that this work has revealed significant trends in the robotics
industry and their impact on sectors other than agriculture, logistics, and healthcare sectors
after 2024. It demonstrates that availability of technologies like Al, incorporation of
robots in the manufacturing industry, business needs to automate their business processes
due to the increasing societal demand. Nevertheless, there are challenges such as; High
implementation costs; Infrastructural constraints and specialized skills. The study also
raises important ethical issues affecting various institution types such as job displacement
and unequal distribution of economic benefits; hence, it stresses the significance of the
policies that develop the processes of the workforce reskilling and the adequate supply.
The strategies also includes the public and private partnerships, suitable approaches to
allow cost effective solutions, and appropriate regulations that will cater for ethical and
operational issues. Through mitigating these barriers, robotics has the potential of creating
sustainable efficiencies which offer further impact impacts throughout many industries.
Finally, the conclusion comes to affirm that robotics is not only set to be an important key in
the steering oftracks of industries but also INRS’s cue to bringing science and technology in
a harmonized manner with the social evaluate of the global economy to achieve transition
impacts that are great and inclusive at the same time.

11. Future Research Directions

Subsequent research work should focus on the tracking of changes occurring with reference
torobotics in the future to capture its continued development and impact in various economies
worldwide. These kinds of studies may help for the analysis of long-term development, the
tendencies to robotic technologies adoption, and for the assessment of sustainability of the
technologies. Further, there is a research gap in the analysis of social and ethical aspects
of automation especially with rise of automation issues such as unemployment and income
disparities implicit in LDCs. Although there are general barriers towards the use of robotics,
investigating localized challenges and opportunities can lead to equal opportunities in the
use of robotics. Solving these challenges will require the integration of the approaches based
on use of technology, economics, and sociology disciplines.
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ABSTRACT

Social entrepreneurship is emerging as a powerful tool for addressing societal problems
and is leveraging technological advancements to enhance its impact. Artificial Intelligence
(AI) presents a promising avenue to innovate and scale the initiatives taken up by Social
Entrepreneurs. This research paper presents a comprehensive case study on Wysa, an
Al-powered mental health chatbot, and its innovative use of artificial intelligence Al) to
provide accessible and personalized mental health support. In addition, it throws light on the
transformative potential of technology in addressing global mental health challenges through
an in-depth analysis of Wysa's Al-driven features, implementation strategies, and impact on
users. The findings offer valuable insights for researchers, practitioners, and policymakers
in the field of digital mental health interventions by examining the effectiveness, ethical
considerations, and future directions of Wysa.

Key Words: Artificial Intelligence, Mental Health Support, Chatbot, Wysa, Case Study,
Natural Language Processing, Machine Learning, Cognitive-Behavioral Therapy

Introduction

Social entrepreneurship has emerged as a powerful approach to addressing social,
cultural, and environmental issues through innovative and sustainable business models.
Unlike traditional entrepreneurship, which primarily focuses on financial gain, social
entrepreneurship aims to create social value by addressing pressing societal needs. These
needs can range from poverty alleviation and education to healthcare and environmental
sustainability. The dual mission of social enterprises—to achieve social impact while
ensuring financial sustainability—places unique demands on social entrepreneurs, who
often face significant challenges in scaling their operations, securing funding, and reaching
underserved populations.
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In recent years, advancements in technology, particularly in Artificial Intelligence (Al),
have opened new avenues for social entrepreneurship. Al, with its ability to analyze large
datasets, automate processes, and provide personalized experiences, holds the potential
to significantly enhance the effectiveness of social enterprises. Al-driven solutions can
help social entrepreneurs overcome some of the key barriers they face, such as resource
limitations and the need for scalability. By leveraging Al social enterprises can extend their
reach, improve operational efficiency, and provide more targeted and impactful services.

Al has demonstrated significant potential in the realm of mental health. Mental health is a
critical global issue, with millions of people worldwide lacking access to adequate mental
health support. Traditional mental health services often struggle to meet the demand due to a
shortage of professionals, high costs, and social stigma. Al-driven platforms like Wysa have
emerged as innovative solutions to these challenges, offering accessible and scalable mental
health support through Al-powered chatbots and digital tools.

Problem Statement

Despite the potential of Al to transform social entrepreneurship, there is limited research
on how Al can be effectively leveraged to address complex social challenges. Social
entrepreneurs need to understand how to integrate Al into their operations in a way that
enhances their social impact without compromising their mission or values. Moreover, the
unique ethical and operational challenges posed by Al in the social sector require careful
consideration.

This research focuses on Wysa, an Al-driven mental health platform that exemplifies the
intersection of Al and social entrepreneurship. Wysa has been recognized for its innovative
approach to providing mental health support through Al chatbots, making mental health
care more accessible, affordable, and stigma-free. However, while Wysa's success offers
valuable insights, it also raises important questions about the broader implications of Al in
social entrepreneurship.

Objectives

The primary objective of this research is to explore how Al, as exemplified by Wysa, can
be leveraged to enhance the effectiveness and reach of social entrepreneurship initiatives.
Specifically, the research seeks to:

Examine the Role of Al in Social Entrepreneurship: Investigate how Al technologies
are being integrated into social enterprises, with a focus on their impact on operational
efficiency, scalability, and social outcomes.

Analyze Wysa as a Case Study: Provide an in-depth analysis of Wysa's Al-driven approach
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to mental health support, including its development, implementation, and impact on users.

Identify Challenges and Opportunities: Identify the challenges and opportunities
associated with leveraging Al in social entrepreneurship, including ethical considerations,
scalability, and user engagement.

Provide Recommendations: Offer practical recommendations for social entrepreneurs
looking to integrate Al into their initiatives, drawing lessons from Wysa's experience.

Research Methodology

Secondary data was gathered from diverse sources, including articles, journals and websites.
A case study method was used to analyse the current state of social entrepreneurship in
India.

Literature Review

Social entrepreneurship

Social entrepreneurship applies business principles to drive social impact (Thompson and
Doherty, 2006, Wolk, A. , 2008)creating social values through innovative solutions that
utilize minimum resources (Peredo & McLean, 2006). the creation of social value is a
defining characteristic that sets social enterprises apart from commercial ones (Cherrier
et al., 2018) emphasizing values such as fairness, honesty, altruism, freedom and equality
(Murphy & Coombes, 2009).

Social innovation involves implementing novel activities and services with a social purpose
(Halberstadt et al., 2021) actively engaging individuals who benefit from these social
initiatives (Phillips et al., 2015). Social entrepreneurship is regarded as a catalyst for change,
driving continuous innovation to address societal challenges. (Segarra-Ofia et al., 2017).

Introduction to AI and its potential for social impact

The global mental health care system is currently facing significant challenges. According
to the World Health Organization, one in four individuals will experience a mental health
issue at some point in their lives. Mental disorders remain the leading cause of health-
related economic hardship worldwide, with depression and anxiety affecting an estimated
322 million and 264 million people, respectively. Despite the growing prevalence of
mental health issues, there is a severe shortage of mental health professionals, particularly
in Southeast Asia, where there are only 2.5 professionals per 100,000 people. Although
effective therapies for many mental and neurological disorders exist, only half of those
affected by mental illness receive treatment. Key obstacles to widespread treatment include
a lack of resources, qualified professionals, and pervasive social stigma.
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Public demand for accessible, cost-effective, and evidence-based healthcare solutions
is rising, prompting healthcare systems to address these challenges. In this context,
information technology has been seen as a potential solution to issues such as societal stigma
and the mismatch between the supply and demand for mental health services. Al-enabled
technologies are expected to provide more accessible, affordable, and potentially less
stigmatizing alternatives to traditional mental health treatments. With the widespread lack
of access to mental health care, there is a growing need for flexible, alternative solutions.
This has led to a surge in the development of mobile applications designed to supplement
traditional mental health treatments. While studies show that the therapeutic efficacy of
these digital approaches can be comparable to conventional methods, patient engagement
with these technologies remains a significant challenge. Low commitment and acceptance
are often attributed to the technology's inability to fully engage patients and the failure of
clinical trials to translate into improved real-world outcomes.

The rise of Al technologies is driving a resurgence in digital mental health treatments.
Conversational agents or chatbots—AlI-powered software systems capable of interacting
with users in natural language through text or voice—are increasingly used in digital
assistants like Apple's Siri, Yandex's Alice, and Amazon's Alexa. These chatbots are also
being applied in digital mental health services, where they have the potential to significantly
impact psychotherapy. Al-driven mental health chatbots offer evidence-based treatments
by simulating social communication in a friendly, non-judgmental way. They help address
key barriers in mental health care, such as low patient engagement, insufficient clinician
availability, and stigma.

Al and machine learning have garnered widespread interest due to their success in
various fields, including gaming, speech recognition, and autonomous vehicles. These
technologies are being applied to a range of practical problems, such as improving search
engines, language translation tools, communication services, transportation efficiency,
and personalized healthcare. While these innovations have the potential for positive social
impact, they also raise important questions about their social consequences, potential for
misuse, and governance, which are critical considerations moving forward.

Case Study: Wysa

Introduction to Wysa

Wysa is an Al-driven mental health platform that utilizes conversational Al to provide
emotional support and mental health resources to users worldwide. Launched in 2017, Wysa
was developed by Touchkin, a health-tech startup founded by Jo Aggarwal and Ramakant
Vempati. The platform was created in response to the growing global need for accessible and
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affordable mental health care, particularly in regions where access to professional mental
health services is limited or stigmatized.

Mission and Vision

Wysa's mission is to democratize mental health care by making it accessible to everyone,
regardless of geographic location, financial status, or social stigma. The platform aims to
empower individuals to manage their mental health proactively and to provide support that
is available anytime and anywhere. Wysa envisions a world where mental health care is as
ubiquitous and easy to access as physical health care.

How Wysa Works

Wysa operates as a chatbot that users can interact with through text-based conversations.
The AI chatbot is designed to engage users in therapeutic conversations, providing them
with support, guidance, and tools to manage their mental health. The platform is available
as a mobile app on both Android and 108, and it can also be accessed via web browsers.

Key Features of Wysa:
Al-Driven Conversations:

Wysa’s chatbot uses natural language processing (NLP) to understand and respond to users’
inputs. The Al is trained to recognize emotional cues and respond with empathy, offering
suggestions and exercises based on cognitive-behavioral therapy (CBT), dialectical behavior
therapy (DBT), and mindfulness techniques.

Personalized Mental Health Tools:

The platform offers a range of tools and exercises tailored to the user’s needs, including
mood tracking, breathing exercises, meditation, and self-help techniques. These tools are
designed to help users manage anxiety, stress, depression, and other mental health concerns.

Human Support:

While the core of Wysa’s service is its Al chatbot, users can also access support from human
therapists through the platform’s premium services. This hybrid model ensures that users
have access to professional help if needed, while still benefiting from the immediacy and
availability of Al-driven support.

Anonymity and Privacy:

Wysa emphasizes user privacy and anonymity, which is critical in reducing the stigma
associated with seeking mental health support. Users can interact with the chatbot without
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disclosing personal information, which encourages open and honest conversations.

Proactive Mental Health Support:

In addition to responding to user inputs, Wysa proactively offers support through daily
check-ins and reminders to practice mental health exercises. This proactive approach helps
users maintain a routine that promotes mental well-being.

User Base and Reach

Since its launch, Wysa has grown significantly in popularity and reach. The platform has
over 5 million users across more than 30 countries, including the United States, the United
Kingdom, India, and other regions with limited access to mental health services. Wysa has
been particularly well-received in regions where mental health stigma is prevalent, offering
an anonymous and non-judgmental space for users to seek help.

Impact and Recognition

Wysa has received widespread recognition for its innovative approach to mental health
care. It has been featured in prominent publications such as Forbes, BBC, and The New
York Times. The platform has also been endorsed by organizations like the National Health
Service (NHS) in the UK and has been used in collaborations with educational institutions,
employers, and healthcare providers.

Key Achievements:

User Satisfaction: Over 90% of users report finding Wysa helpful, indicating high levels of
satisfaction and engagement.

Clinical Validation: Wysa’s effectiveness has been validated through clinical studies, which
have shown that the platform can significantly reduce symptoms of anxiety and depression
in users.

Global Awards: Wysa has won multiple awards for innovation in mental health, including
the Google Assistant Developer Challenge and the Global Mobile Award for Best Mobile
Innovation for Health and Wellbeing.

Impact on Social Entrepreneurship
Wysa's Contribution to Social Entrepreneurship

Wysa, as an Al-driven mental health platform, has made significant contributions to the field
of social entrepreneurship by addressing one of the most pressing global challenges—mental
health. By leveraging Al technology, Wysa has managed to provide scalable, accessible, and
personalized mental health support to millions of people worldwide. This section analyzes
how Wysa has contributed to social entrepreneurship by addressing mental health challenges
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at scale, highlighting its impact on both individual users and the broader societal context.

1. Scalability and Accessibility

One of the core challenges in mental health is the limited access to care, especially in low-
resource settings or among marginalized communities. Traditional mental health services
often require significant financial resources, trained professionals, and infrastructure, making
them inaccessible to large segments of the population. Wysa addresses this challenge by
using Al to deliver mental health support that is both scalable and accessible:

Global Reach: Wysa’s Al chatbot is available 24/7, providing support to users regardless
of their geographical location. This global accessibility is particularly important in regions
with limited access to mental health professionals. Wysa has been downloaded by over 5
million users across more than 30 countries, demonstrating its ability to reach a diverse and
widespread audience.

Cost-Effective Support: Wysa offers free access to its basic services, making mental
health support affordable for individuals who may not have the financial means to access
traditional therapy. The platform also offers premium services at a fraction of the cost of in-
person therapy, further lowering the barrier to entry for users seeking mental health support.

Language and Cultural Adaptability: Wysa’s Al is designed to be culturally sensitive
and can operate in multiple languages, which broadens its usability across different
cultural contexts. This adaptability is crucial for addressing mental health issues in diverse
populations, where language and cultural barriers often hinder access to care.

2. Personalization and User Engagement

Al-driven platforms like Wysa have the unique ability to provide personalized experiences
at scale. Wysa’s Al chatbot engages users in conversations that are tailored to their specific
needs and emotional states:

Personalized Interventions: Wysa uses natural language processing (NLP) to understand
users' inputs and respond with appropriate interventions, such as cognitive behavioral
therapy (CBT) exercises, mindfulness techniques, or supportive conversations. This level of
personalization helps users feel understood and supported, which can enhance engagement
and the overall effectiveness of the intervention.

Continuous Improvement through User Feedback: Wysa continuously learns from user
interactions to improve its responses and recommendations. This feedback loop allows
the platform to adapt to users’ evolving needs and preferences, making the support more
relevant and effective over time. According to user feedback, over 93% of people who
interacted with Wysa reported finding the Al helpful in managing their mental health.
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3. Impact on Mental Health Outcomes

The effectiveness of Wysa in delivering mental health support can be assessed through
various impact metrics, which highlight its contribution to improving mental health
outcomes:

Reduction in Anxiety and Depression Symptoms: Several studies have been conducted
to assess Wysa's impact on mental health. For instance, a study published in JMIR mHealth
and uHealth found that users of Wysa experienced significant reductions in symptoms of
anxiety and depression after engaging with the platform. This demonstrates that Al-driven
interventions can be as effective as traditional methods in managing mental health conditions.

High User Satisfaction and Retention Rates: Wysa boasts a user satisfaction rate of over
90%, indicating that most users find the platform helpful and are likely to continue using it.
High retention rates are crucial for sustained mental health improvement, as they suggest
that users are engaging with the platform regularly.

Supporting Mental Health in Crisis Situations: Wysa has been particularly effective
during times of crisis, such as the COVID-19 pandemic, when mental health issues surged
globally. During the pandemic, Wysa saw a significant increase in user engagement, with
many people turning to the platform for support in managing stress, anxiety, and loneliness.
Wysa’s ability to provide immediate, on-demand support was critical in helping users
navigate these challenging times.

4. Ethical Considerations and Challenges

While Wysa’s impact on social entrepreneurship is largely positive, it also brings to light
several ethical considerations and challenges that must be addressed:

Data Privacy and Security: As with any Al-driven platform, concerns about data privacy
and security are paramount. Wysa collects sensitive mental health data, which must be
safeguarded against breaches. The platform employs robust encryption and anonymization
techniques to protect user data, but ongoing vigilance is required to maintain trust.

Limitations of AI in Mental Health: While Al can provide valuable support, it is not
a replacement for human therapists. Wysa’s chatbot is designed to offer support for mild
to moderate mental health issues, but it may not be suitable for individuals with severe
conditions. Recognizing these limitations, Wysa includes a feature that directs users to
professional help if the Al detects signs of severe distress.

5. Broader Societal Impact

Wysa’s success has broader implications for social entrepreneurship and the use of Al in
addressing social challenges:
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Inspiring Innovation in the Social Sector: Wysa serves as a model for how Al can be
harnessed to create scalable solutions for social issues. Its success has inspired other social
entrepreneurs to explore Al-driven innovations in areas such as education, healthcare, and

environmental sustainability.

Contributing to the De-Stigmatization of Mental Health: By making mental health

support more accessible and less stigmatizing, Wysa contributes to the broader societal
effort to normalize conversations about mental health. This de-stigmatization is crucial for
encouraging more people to seek help and for creating a more supportive environment for

those dealing with mental health issues.

Implementation of AI by Wysa:

1.

Conversational Interface: Wysa's Al-powered chatbot simulates natural conversation
to engage users in meaningful interactions. It employs NLP algorithms to understand
users' messages and respond appropriately, creating a supportive and non-judgmental
environment.

Emotion Recognition: Wysa utilizes ML algorithms to analyze users' text inputs and
infer their emotional state. By recognizing patterns in language and sentiment, the
chatbot can identify signs of distress or anxiety and offer tailored interventions.

Cognitive-Behavioral Techniques: The chatbot integrates principles of cognitive-
behavioral therapy (CBT) into its interactions with users. It provides evidence-based
coping strategies, exercises, and mindfulness techniques to help users manage their
emotions and improve their mental well-being.

Personalization: Wysa adapts its responses based on individual users' preferences, past
interactions, and therapeutic goals. Through continuous learning from user feedback
and data analysis, the chatbot customizes its recommendations to suit each user's unique
needs.

24/7 Availability: A significant advantage of Wysa is its constant, round the clock
accessibility. Users can access the chat-bot anytime, anywhere, making it a convenient
option for individuals seeking support outside traditional therapy hours or in remote
locations.

Challenges Wysa Faces

1. Ethical Considerations

Data Privacy and Security:

Wysa collects sensitive mental health data from users, which necessitates robust privacy
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and security measures. Ensuring that this data is stored, processed, and transmitted securely
is crucial to maintaining user trust. Any breach of data privacy could not only harm users
but also damage the platform's reputation. The ethical challenge lies in balancing the need
for personalized service with stringent data protection measures.

Anonymity vs. Professional Intervention:

Wysa offers anonymity to its users, which is a significant factor in reducing stigma and
encouraging engagement. However this anonymity can act as a double edged sword. In
cases where users exhibit severe symptoms or express suicidal thoughts, Wysa’s Al may
not be fully equipped to intervene effectively. The challenge is to maintain user anonymity
while also providing a pathway to professional intervention when necessary.

Al Limitations in Empathy:

While Wysa’s Al is designed to simulate empathetic responses, it is inherently limited by
its programming and lack of human experience. The risk of users perceiving Al-driven
support as insufficient or impersonal can be a challenge, particularly in cases requiring deep
emotional understanding. This raises ethical concerns about the appropriateness of Al in
handling complex or severe mental health issues.

2. Scalability
Resource Constraints:

As Wysa’s user base grows, scaling the platform to meet increasing demand without
compromising service quality is a significant challenge. Al-driven platforms like Wysa must
constantly update their algorithms and infrastructure to handle more users, more data, and
more diverse interactions. This requires substantial financial and technological resources,
which can strain a social enterprise’s capacity.

Maintaining Quality at Scale:

Ensuring consistent quality of support as the platform scales is difficult. As more users
interact with the Al, there is a risk that the platform’s responses could become more
generalized, reducing the effectiveness of personalized interventions. Maintaining high
levels of personalization and user satisfaction at scale is a critical challenge.

3. Limitations of Al in Mental Health Support Handling Complex Cases:

Al, despite its advanced capabilities, cannot fully replicate the nuanced understanding and
deep empathy of human therapists, especially in complex or severe mental health cases.
Wysa’s Al is effective for mild to moderate issues but may struggle to provide adequate
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support for users with more severe conditions. This limitation necessitates clear guidelines
on when to direct users to human therapists, which can be a logistical challenge.

User Dependence on Technology:

There is a risk that users might become overly dependent on Al-driven support, potentially
delaying or avoiding seeking professional help. This could lead to the worsening of
conditions that require more intensive, human-led intervention. Managing this dependency
and ensuring that users receive the appropriate level of care is a significant challenge.

Opportunities for Expanding Social Entrepreneurship Efforts

1. Expanding Reach and Accessibility Global Accessibility:

One of the most significant opportunities that Al presents for social entrepreneurship is the
ability to reach underserved populations globally. Wysa can be accessed by anyone with a
smartphone and internet connection, making it possible to deliver mental health support to
regions where traditional services are scarce. This global reach aligns with the mission of
social entrepreneurship to address social challenges on a large scale.

Affordable Mental Health Care:

Wysa offers a scalable model for providing affordable mental health care. By reducing the
costs associated with traditional therapy, such as therapist fees and infrastructure, Wysa
makes mental health support accessible to individuals who might otherwise be unable to
afford it. This affordability can drive broader adoption and help to bridge the gap in mental
health care access.

2. Data-Driven Insights for Social Impact Leveraging Big Data:

Wysa’s interactions generate vast amounts of data that can be analyzed to identify trends,
understand user behavior, and develop more effective mental health interventions. These
data-driven insights can help social entrepreneurs tailor their services to better meet the
needs of their target populations. Furthermore, anonymized data can be used to inform
public health strategies, contributing to broader societal impact.

Continuous Improvement:

Al’s ability to learn from user interactions allows platforms like Wysa to continuously
improve and adapt. This iterative process ensures that the platform remains relevant and
effective over time, which is crucial for the sustainability of any social enterprise. As the Al
becomes more sophisticated, it can offer increasingly personalized and effective support,
enhancing the platform’s social impact. 3. Innovation in Service Delivery Al-Driven
Innovations:
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The success of Wysa opens up possibilities for further innovations in the delivery of social
services. For example, Al can be used to develop new tools for education, healthcare, and
other areas of social entrepreneurship. These innovations can disrupt traditional models and
create more efficient, scalable, and impactful solutions to global challenges.

Hybrid Models of Care:

Wysa’s combination of Al-driven support with access to human therapists represents a hybrid
model that could be replicated across other sectors. This model leverages the strengths of
both Al and human expertise, providing a comprehensive approach to addressing complex
social issues. By integrating Al with human services, social enterprises can offer more
flexible and scalable solutions.

4. Collaboration and Partnerships Cross-Sector Partnerships:

The success of Al-driven platforms like Wysa presents opportunities for collaboration with
governments, non-profits, and private sector organizations. These partnerships can help
scale the platform’s impact, integrate it into broader health and social care systems, and
drive policy changes that support the use of Al in social entrepreneurship. Collaborating
with educational institutions, for example, could lead to the development of tailored mental
health programs for students.

Corporate Social Responsibility (CSR):

Corporations increasingly recognize the value of supporting social entrepreneurship
initiatives as part of their CSR efforts. Wysa’s success in providing mental health support
presents an opportunity for collaboration with businesses looking to invest in mental well-
being, both for their employees and the broader community. Such partnerships can provide
additional funding, resources, and platforms for scaling impact.

Opportunities of AI in Mental Health

1. Early Detection and Diagnosis: Al can detect early signs of mental health issues by
analyzing data from wearables, social media, and electronic health records, enabling
timely intervention and effective treatment.

2. Sleep Quality Analysis: Al-enabled wearables monitor sleep patterns and provide
comprehensive analysis of sleep quality, identifying potential disorders and aiding in
the management of sleep-related mental health issues.

3. Emergency Alerts: Wearable Al devices can detect acute anxiety attacks or depressive
episodes, sending immediate alerts to designated contacts or healthcare professionals
for swift intervention.
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4.

10.

11.

12.

13.

Activity and Mood Correlation: Al-powered apps track physical activity and its
correlation with mood changes, offering insights that guide lifestyle changes to improve
mental well-being.

Customized Treatment Plans: Al systems develop personalized mental health treatment
plans by analyzing genetic data, lifestyle choices, and medical history, enhancing the
likelihood of successful outcomes.

Stigma Reduction: Al-driven platforms provide anonymous support and education,
helping reduce the stigma associated with mental health issues and promoting greater
acceptance.

Support for Patients with Chronic Pain: Al aids in managing chronic pain by offering
tailored coping strategies and tracking pain patterns, helping patients better manage
their condition.

Breaking Addiction Cycle:Al solutions track progress, identify triggers, and offer
ongoing support to help manage addiction.

Managing Burnout Levels:Al assists in identifying early indicators of burnout and
offers tailored stress-reduction advice.

Reducing Symptoms of Anxiety and Depression: Al-powered interventions, such as
CBT apps and virtual therapists, offer accessible and affordable mental health support,
helping to alleviate symptoms of anxiety and depression.

Drug Management: Al-powered applications track drug effectiveness and adherence,
providing valuable insights that help improve treatment outcomes.

Telepsychiatry: Al-enabled platforms enable remote consultations, expanding access to
mental health care and making treatment more accessible for individuals in underserved
areas.

Research and Development: Al processes datasets to uncover new trends, insights
and potential treatment approaches, advancing the understanding of mental health
disorders.

Challenges of Integrating AI in Mental Health

Ethics and Privacy Issues: the integration of Al in mental health care raises concern around

consen, privacy,and the ethical handling of sensitive data. It is essential to implement robust
data protection measures and ensures the transparency in Al algorithms.

Data Quality and Bias: For Al algorithms to deliver accurate and fair results they must

Volume: XVIII, Issue - 1, Jan - June, 2025



SuGyaan 29
be trained on high quality, unbiased datasets, preventing the risk of misleading and
discriminatory outcomes.

Subjectivity in Mental Health Diagnosis: Mental health diagnoses are often based on
subjective evaluations. Integrating transparent and explainable Al algorithms can enhance
the accuracy and consistency of these diagnoses.

Legal and Regulatory Frameworks: Well defined regulatory frameworks are necessary to
ensure the safe and effective use of Al in mental health applications, providing guidelines
for its implementation.

Assessment: Continuous evaluation and monitoring of Al technologies on mental health
are crucial to ensure their effectiveness and minimize potential risks.

Conclusion:

Wysa epitomizes the transformative potential of Al in addressing global mental health
problems. By leveraging technology to provide accessible, personalized, and evidence-
based support, Wysa empowers individuals to prioritize their mental well-being and seek
help when needed, ultimately contributing to a healthier and more resilient society.
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ABSTRACT

The Indian banking system today is well-developed and diverse, comprising various types
of banks, including public sector banks, private sector banks (both old and new generation),
foreign banks, regional rural banks, and cooperative banks, with the Reserve Bank of
India (RBI) acting as the central regulatory authority. The growth and diversification of
the banking industry in India have been unprecedented, with no parallel in global banking
history. In many emerging markets, banks' assets account for over 80% of total financial
sector assets, while this figure is significantly lower in developed economies. In emerging
markets, the five largest domestic banks typically control over two-thirds of total banking
assets, whereas this concentration is much lower in developed economies.

Another key difference between developed and emerging economies is the degree of
internationalization of banking operations. In emerging economies, the share of foreign-
owned banks in total bank assets is generally lower. However, this trend varies across
regions. The banking sector has undergone significant transformations over the past few
decades, particularly since the 1980s, when banks expanded their scope and scale, with
several becoming large institutions operating across multiple regions. This paper explores
the trends and progress of the Indian banking sector, analyzing its growth, diversification,
and the structural shifts that have defined its evolution.

Keywords: Indian Banking System, Public Sector Banks, Private Sector Banks Reserve
Bank of India (RBI)

Introduction

Banks plays an important role in the economic development of developing countries.
Economic development involves investment in various sectors of the economy. The banks
collect savings for investment in various projects. Informal banking the banks perform
agency services for their customers and helps economic development of the country. The
purchase and sales securities, shares, make payments, receive subscription funds and
collect utility bills for the Government department. There for banks save time and energy
of busy peoples. Bank arranges foreign exchange for the business transactions with other
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countries. Banking sector are not simply collecting funds but also serve as a guide to the
customer about the investment of their money. Current banking sector has come up with a
lot of initiatives that oriented to providing a better customer services with the help of new
technologies. Banking sector mirrors the larger economy its linkages to all sectors make it
proxy for what is happening in the economy as a whole. Indian banking sector today has
the same sense of excitement and opportunity that is evidence in the Indian Economy. The
going developments in the global markets offer so many opportunities to the banking sector.
In the competitive banking word improvement day by day in customer services is the most
useful tool for their better growth. Bank offers somany changes to access their banking and
other services.

2. REVIEWOFLITERATURE:

Over the past decade, there has been a considerable growth in studies addressing the profile
of the banks. Various studies conducted and numerous suggestions were sought to bring
effectiveness in the working and operations of banks. Some of the studies are as follows:

Ballabh (2001) analyzed challenges in the post-banking sector reforms. With globalization
and changes InTechnology, financial markets, world over, have become closely integrated.
For the survival of the banks, they should adopt new policies/strategies according to the
changing environment.

Das, Abhiman (1999), Profitability in public sector banks — A Decomposition model, have
tried to make all attempt to compare the interbank performance of public sector banks
during the reforms:, period. This study wascarriedoutforaperiodofthreeyears, i..1992,
1995and1998. Dasinhispaperfoundacertainconvergence-taking Place in the performance of
the public sector banks during the years of study. He further found that there is growing
emphasis on other income and peculiar tendency to go for risk-free rather than risky loans.

Joshi Vijaya and Little observed that on the eve of banking reforms Indian Banking Sector
was financially unsound, unprofitable and inefficient. They made a critical examination of
the changes that have taken place in the banking sector after reforms. Further, what remains
to be done with respect of pre-emption of bank resources, directed credit, deregulation of
interest rates, etc. in the field of banking sector were also elaborately discussed.

Kaveri (2001) studied the non-performance assets of the various banks and suggested
various strategies to reduce the extent of NPAs. Inview of the steep rise in fresh NPA
advances, credit should be strengthening. RBI should use some new policies/strategies to
prevent NPAs.

Muniappan (2002) studied paradigm shift in banks from a regulator point of view. He
concluded the positive effect of banking sector reforms on the performance of banks. He
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suggested many effective measures to strengthen the Indian banking system. The reduction
of NPAs, more provisions for standards of the banks, IT, sound capital bare are thepositive
measures for a paradigmshift. A regulatory change is required in the Indian banking system.

Singh (2003) analyzed profitability management of banks under the deregulated environment
with some financial parameters of the major four bank groups i.e. public sector banks, old
private sector banks, new private sector banks and foreign banks, profitability has declined
in the deregulated environment. He emphasized to make the banking sector competitive in
the deregulated environment. They should prefer non-interest income sources.

Singla (2008) examines that how financial management plays a crucial role industrialists
growth of banking. It is concerned with examining the profitability position of the selected
sixteen banks of banker index for a period of six years (2001-06). The study reveals that
the profitability position was reasonable during the period of study when compared with the
previous years. Strong capital position and balance sheet place. Banks are in better position
to deal with and absorb the economic constant overa period of time.

Vashisht A K (2004), studied commercial banking in the globalized environment, published
in Political Economy Journal of India, has presented the recent global developments, which
has transformed the environment in which commercial banks operate. Globalization has
expanded economic interdependence and interaction of countries greatly. Under the regime
of globalized environment, the financial performance of the commercial banks has changed
and the commercial banks will face new challenge and also new opportunities in the coming
years.

Vashisht (2004) studied recent global developments, which has transformed the environment
in which commercial banks operate. Globalization has expanded economic interdependence
and interaction of countries greatly. Under the regime of globalized environment, the
financial performance of the commercial banks has changed and the commercial banks will
face new challenge and also new opportunities in the coming years.

Wahab (2001) has analyzed the performance of the commercial banks under reforms. He also
highlighted the major issues need to be considered for further improvement. He concluded
that reforms have produced favorable effects on performance of commercial banks in general
but still there are some distortions like low priority sector advances,lowprofitabilityetc.
thatneedsto be reformed again.

3. OBJECTIVESOFSTUDY:

* To gain a comprehensive understanding of the banking sector.

* To analyze the recent trends and developments within the banking industry.

Volume: XVIII, Issue - 1, Jan - June, 2025



SuGyaan 34
* To explore the impact of technological advancements in the Indian banking sector.

* To evaluate the opportunities available to banks in the evolving banking landscape

4. METHODOLOGYOFSTUDY:
This study is based on the secondary source of data.

The secondary sources of data include banking books, annual reports of the Reserve Bank
of India (RBI), websites, research papers, etc. Foreign ownership of banks in emerging
markets has generally been an exception, rather than the rule. However, there has been a
sharp increase in foreign ownership of some emerging market banks, largely due to the
privatization process associated with financial crises.

5. Overview of the Indian Banking Industry:

The Indian banking industry has experienced more qualitative growth than quantitative, and
this trend is expected to continue in the coming years. According to projections in the "India
Vision 2020" report by the Planning Commission and the Draft 10th Plan, the expansion of
bank balance sheets will slow down. By March 2010, total assets of scheduled commercial
banks are anticipated to reach Rs 40.9 trillion, which will account for about 65% of the
GDP. This represents a slight decline from the 67% in 2002-03. The industry's asset growth
rate is predicted to decelerate, averaging 13.4% annually until 2010, down from 16.7%
between 1994 and 2003. The banking sector is expected to see substantial additions to its
capital base and reserves during this period.

The Indian banking sector, governed by the Banking Regulation Act of 1949, is divided
into scheduled and non-scheduled banks. Scheduled banks include commercial banks and
cooperative banks, with commercial banks further divided into public sector, private sector,
and foreign banks. Public Sector Banks (PSBs), which dominate the market, account for
over 78% of the sector's total assets. However, PSBs are facing significant challenges, such
as high Non-Performing Assets (NPAs), outdated technology, and an overstaffed workforce.
In contrast, private sector banks are advancing rapidly, leading in areas like digital banking,
mobile banking, and ATM networks, while foreign banks are also gaining traction in the
Indian market.

6. Current Scenario of Indian Banking:

The banking industry is undergoing a period of transition. On one hand, PSBs are shedding
excess workforce, addressing NPAs, and reducing government ownership. On the other,
private sector banks are consolidating their positions through mergers and acquisitions.
While PSBs still account for the majority of assets in the sector, they are weighed down
by problems such as NPAs, outdated infrastructure, and a bloated workforce. Private
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sector banks, meanwhile, continue to thrive by innovating services and adopting modern
technologies. Many PSBs have reduced their employee strength by 20% through voluntary
retirement schemes (VRS), reflecting their efforts to streamline operations and reduce costs.

7. Aggregate Performance of the Banking Sector:

Between 1969 and 1999, scheduled commercial banks saw deposits grow at a compounded
annual growth rate (CAGR) of 17.8%, with loans increasing at a CAGR of 16.3%.
Investments in government and approved securities grew at a CAGR of 18.8% during this
period. However, the economic slowdown of 2001 impacted bank performance, with GDP
growth dipping to 6.0% from 6.4% in the previous year. Inflation, measured by the WPI
index, surged to 7.1% from 3.3% in FY00. During the same period, the growth in deposits
slowed to 15.4%, and the growth in credit fell to 15.6%. Profits of listed banks also took a
hit, with net profits dropping by 34.43% in Q4 of FY01. Capital adequacy remains a critical
concern, with banks striving to meet the Basle Committee's recommended 9% capital
adequacy ratio, which will increase to 12% by 2004. Banks are exploring various strategies,
such as mergers and rights issues, to strengthen their capital base in light of these regulatory
pressures.

8. Emerging Trends in Banking:

One of the biggest challenges for banks and financial institutions today is building
organizational structures that foster intellectual capital. We are in a period of rapid
transformation, characterized by what Alvin Toffler calls "creative destruction,”" where
old models give way to new, innovative ones. The changing environment demands that
"new generation" managers possess not only technical skills but also the ability to manage
competing imperatives and shifting priorities.

The concept of a “new generation” can be understood in two ways: first, as a period of 23-
30 years during which individuals come of age, and second, as a common identity formed
by shared experiences. The emergence of new generation managers in banking reflects the
rapidly changing global landscape, which demands that businesses adapt to new realities.
India’s banking history offers valuable context. Key turning points include the 1949 Banking
Regulation Act, the nationalization of banks in 1969, and the liberalization of the financial
sector in the early 1990s. These events reshaped the banking sector, turning it from an elite
service to one that caters to the masses.

The current era is defined by rapid technological advancements and the growth of the
knowledge economy, which have disrupted traditional business models. As we enter
this new phase, there is a growing emphasis on managing knowledge, technology, and
intellectual capital. For tomorrow’s banking managers, success will depend on their ability
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to navigate these disruptions, foster creativity, and leverage opportunities in an environment
of continuous change.

9. The Present Banking Landscape:

As of 2009-10, the banking sector faced slower growth in balance sheets and some
profitability declines. However, the Indian banking scenario today is shaped by several key
trends:

* Non-Performing Assets (NPAs): While NPAs continue to be a concern, the overall level
remains manageable compared to global averages.

* Technological Integration: Indian banks are increasingly adopting digital banking
solutions like mobile banking, internet banking, and expanding their ATM networks.

» Financial Inclusion: A significant focus of Indian banks is on increasing financial
inclusion, especially in rural areas and among underbanked populations.

* Regulatory Developments: The Reserve Bank of India (RBI) is introducing new
regulatory frameworks aimed at strengthening the financial system and ensuring greater
stability and transparency.

Conclusion:

The Indian banking sector has undergone significant transformation over the past few
decades, driven by both regulatory reforms and technological advancements. Despite facing
challenges such as high Non-Performing Assets (NPAs), outdated infrastructure, and an
overstaffed workforce, the sector has shown resilience and adaptability. The shift toward
privatization, technology integration, and the drive for financial inclusion indicate that the
future of banking in India is leaning towards greater efficiency, inclusivity, and innovation.

Public Sector Banks (PSBs), though dominant in terms of asset size, are confronting a
period of restructuring, with efforts focused on reducing costs, improving profitability, and
modernizing operations. The rise of private sector banks and the increasing presence of
foreign banks are reshaping the competitive landscape, with these banks often leading in
digital banking, customer service, and market adaptability.

The overall growth of the banking sector, though expected to decelerate, remains positive,
with projections indicating steady asset and deposit growth. Moreover, banks are likely to
face mounting pressure to improve capital adequacy, reduce NPAs, and comply with new
regulatory norms set by the Reserve Bank of India (RBI).
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The emerging trends, such as the need for intellectual capital, creative destruction, and
rapid technological evolution, will demand a new generation of managers who can navigate
this dynamic environment. The future of banking will be shaped by those who can adapt
to constant change, manage knowledge effectively, and leverage technology to meet the
evolving needs of customers.

In conclusion, the Indian banking sector, while facing challenges, is poised for growth,
innovation, and transformation. The sector’s ability to balance modernization with
inclusivity, coupled with strategic adaptations to global and local changes, will determine
its success in the coming years.
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ABSTRACT

When it comes to marketing, consumer behavior is crucial. A number of variables influenced
this. We discover that as the world evolves, so do the demands and desires of consumers
to purchase a product. The researcher evaluated the socioeconomic profile, the purchasing
habits of the consumer, and the factors that influenced the consumer's decision to buy the
chosen FMCG products in this study, "A Study on Consumer Behavior towards Selected
Fast Moving Consumer Goods in Hyderabad City." A questionnaire that was given to 150
selected samples from Hyderabad city was used to gather the primary data needed for the
study. Chi-square, Garrett ranking, and percentage analysis are the methods utilized for
analysis. The majority of consumers are affected by brand and quality, according to this
study. In the acquisition of FMCG goods. As a result, the researcher proposed using external
monitoring and product development to raise the quality of FMCG products.

Key words: Consumer behavior, awareness, preference, and fast-moving consumer goods.

Introduction:

India's easy access to imported raw materials and low labor costs has made it one of the most
alluring marketplaces in the world for international FMCG companies. With about two-
thirds of all revenues coming from the urban segment, this sector is the largest contributor
to the growth of the FMCG industry in India. Nonetheless, it is projected that by the end of
2020, the proportion of semi-urban and rural areas in the nation's FMCG industry will rise.
The term "fast-moving consumer goods" (FMCG) refers to packaged goods that are sold or
eaten at frequent, tiny intervals.

The FMCG industry has cheap prices, and profits are mostly based on the volume of sales
of the goods. The FMCG market can be broadly divided into four categories: food and
beverage, household care, personal care, and others. In 2018, the Indian FMCG market was
valued at USD 49 billion, making it the fourth largest sector in the economy. According to
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projections, the industry will expand at a CAGR of 20.6% to reach

* Personal Care: Oral and hair care, skincare, personal wash (soaps), cosmetics and
toiletries, deodorants, perfumes, paper goods (tissues, diapers, sanitary pads), shoe care,
and other items are all included under personal care.

* Household Care: It includes household cleansers (dish/utensil cleaners, floor cleaners,
toilet cleaners, air fresheners, insecticides and mosquito repellents, metal polish, and
furniture polish); fabric wash (laundry) soaps and synthetic detergents.

* Food and drink items that are branded and packaged: Health drinks, soft drinks, cereals
and staples, bakery goods (cakes, bread, and biscuits), snacks, chocolates, ice cream,
tea, coffee, processed meat, vegetables, and dairy products, bottled water, branded flour,
branded rice, branded sugar, and juices are all included.

HISTORY

In every nation, fast-moving consumer goods (FMCGs) account for a significant portion of
customers' budgets. Because a healthy retail sector is necessary for the everyday provision of
these necessary products at a cheap cost and excellent quality, consumers and policymakers
have shown a great deal of interest in the retail trade in these products, that is, their delivery
to households.

Fast-moving customers Goods are items that don't require a lot of consideration, time, or
money to buy, have a short shelf life, and are comparatively inexpensive. Every single
FMCG product has a lower profit margin. What matters, though, is the enormous volume
of things sold.

A broad category of commonly bought consumer goods is referred to as "fast moving
consumer goods," which includes toiletries, soaps, cosmetics, teeth cleaning, shaving,
detergents, and other non-durables like glassware, lightbulbs, batteries, paper goods, and
plastic items like buckets.

The manufacture, distribution, and marketing of consumer packaged goods are the main
focuses of the FMCG sector, often known as the CPG (Consumer Packaged Goods) industry.
The consumables that customers often consume on a regular basis are known as fast-moving
consumer goods, or FMCG. Selling, marketing, finance, purchasing, and other activities are
some of the FMCG industry's main operations.

Impact of E-Commerce and Quick-Commerce on India's FMCG Industry

E-commerce and Quick-Commerce have propelled the FMCG industry in India, becoming
crucial to its growth. Marketing strategies now emphasize product listing optimization and
digital advertising tailored for online customers. E-commerce accounts for 17% of FMCG
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consumption among affluent consumers, driven by the ease of online shopping and appealing
discounts. The Quick-Commerce sector is set to generate US$3,349.00 million in 2024, with
a projected CAGR of 27.42% through 2028, reaching an estimated US$8,828.00 million.
By 2028, Quick-Commerce users in India are expected to number 56.4 million. This growth
offers a major opportunity for FMCG companies to enhance their online presence, expand
delivery options, and offer hard-to-find products.

The following companies play the major role in Indian FMCG industry138.
 ITCLtd

* Hindustan Unilever Ltd

* Nestlé India Ltd

*  Godrej Consumer Products Ltd

¢ Britannia Industries Ltd

ADVANTAGES IN INDIA

A_wm'erE- INDIA .

ATTRACTIVE PoLICY INCREASING
OPPORTUNITIES SUPPORT INVESTMENTS

= According to Savills India, real
estate demand for data centres
is expected to increase by 15-18
million sq. ft. by 2025,

* Demand for residential
properties has surged due to
increased urbanisation and
rising household income. India
is among the top 10 price
appreciating housing markets
internationally.

50 billio

= Organised retail real estate stock
is expected to increase by 28% to
82 million sq. ft. by 2023,

NEED FOR THE STUDY

To understand behaviour of consumers towards the FMCG (fast-moving consumer goods)
Consumer satisfaction is the basis on which development of business depends and when the
consumer is satisfied the growth of the business in terms of sales would gradually increase.

STATEMENT OF THE PROBLEM

Every element of human existence is impacted by FMCG products. All segments of society
regularly use these products, and they spend a sizeable amount of their income on them.
In addition, the industry makes a significant contribution to the Indian economy. Over
the past few years, this industry has grown remarkably; in fact, it has grown during the
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recession as well. The FMCG industry has a bright future because of its innate potential and
advantageous environmental changes. The researcher attempts to examine consumer views
in this study. Given this context, it is evident that more research is required in the area of
FMCG consumer behavior in Hyderabad.

OBJECTIVES OF STUDY
» To analyze the socio-economic profile of consumers.
* To identify the factors influencing for buying Decision of fast moving consumer goods.

* To analyze their attitude towards FMCG products.

RESEARCH METHODOLOGY

For this study, an exploratory research design is employed. The city of Hyderabad was
the site of the survey. A suitable sample strategy was used to select 130 respondents from
Hyderabad city for the study. All of the responders were given the prepared questionnaire
in person. Both primary and secondary data were employed in the investigation. A variety
of newspapers, periodicals, publications, and journals were used to gather secondary data.
Simple Percentage Analysis is one of the tools used to analyze the data.

SAMPLE DESIGN

Convenient sampling method i1s adopted for the purpose of study

DATA COLLECTION

Data was collected to both primary and secondary data source. Primary data was collected
through questionnaire. The study was done in the form of direct personal interviews.

Primarily data

Primary data is a data which is collected for the first time for the particular interest to collect
more information. In this study, the primary data was collected using questionnaire.

Secondary data

Secondary data consists of information that already exists somewhere, having been collected
for some other purpose. In this study, the secondary data was collected from studies, journals
and websites.

TOOLS USED FOR THE STUDY

Most research investigations produce a vast volume of raw data that needs to be appropriately
reduced so that it can be read simply and used for future analysis. This is in accordance with
the norms of statistics in research, which are to serve as a tool in study design, data analysis,
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and conclusion writing. The instruments utilized for

» Simple percentage analysis
*  Weighted average analysis

* Chi-square Test

REVIEW OF LITERATURE

Dwivedi, Ritesh. (2019) has done an examination and the investigation expects to break
down the appropriation and co-ordinations issues looked by companies at a lower level.
As the most extreme offers of FMCG products are done in rural areas, the companies face
issues of appropriating goods as there is no fixed vehicle office. Companies working in rural
markets face specific difficulties on account of the low thickness of the populace and poor
vehicle offices and framework. The target of the study is to comprehend and dissect the issues
from distributer and retailers’ perspective all the while. The investigation depends on a clear
research strategy. FMCG retailers of rural areas of the NCR region have been addressed while
utilizing a helpful testing strategy. In the wake of examining the dissemination arrangement
of FMCG companies (joining wholesalers, differing retailers and the business officials), a
study found the product conveyance, recurrence and convenient stock as the principle issue
with the retailers and they face a lot of issues because of powerless dispersion system and
channel. The absence of transport utility and the awful state of rural streets likewise make
a ton of prevention in the conveyance of FMCG products in rural areas. Each company
needs to advance a reasonable appropriation system to sell its products and services in rural
developing markets.

Kavitha and Santhi (2017) looked into the clements that affected female consumers'
intentions to buy skin care goods, with a focus on the Hyderabad town of Secunderabad. In
order to gather information, 60 existing cosmetics users were contacted using questionnaires.

The descriptive research method was used to analyze them. The purpose of the study was
to determine people's expectations and levels of satisfaction with Ponds skin care products.
Customers' problems with the quality and availability of skin care products were also
investigated, and as a result, their general degree of satisfaction was assessed. This study
was descriptive in nature, and the questionnaire used to collect data mostly consisted of
primary data. Behavior of customers, price, quality, brand name were. Included in the study.
Satisfaction level on ponds skin care products. SPSS package program was used to analyze
the data.

Naidu, Aditi. (2017) has clarified in their investigation unites ongoing research discoveries
and on-ground endeavors of marketing to the rural Indian customer. The significant reason
for the paper is that to serve the rural markets, marketers need to plan and actualize the 4As
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of marketing blend. Drawing from writing surveys just as from real-life marketing practices
as found in news stories in business periodicals, course books, and contextual analyses, the
paper exhibits the Indian rural marketing experience up until this point. By drawing out the
present practices in rural marketing in India, the paper exhibits procedures for powerful
marketing to the rural markets in India as tied down on the 4A s model of rural marketing.

Patil, Pramod (2016) found that FMCG product contacts each part of human life. These
products are habitually devoured by all segments of the general public and an impressive bit
of their income is spent on these goods. Aside from this, the sector is one of the significant
benefactors of the Indian economy. This sector has demonstrated exceptional growth over
recent years; in certainty, it has enlisted growth FMCG sector is promising because of its
natural limit and great changes in the earth. This paper talks about an outline of the sector,
its basic examination and plan.

Jain, Manjula and Gupta, Madhulika (2016) have investigated that the possibility of
Rural Marketing in the Indian Economy has constantly assumed a noteworthy job in the
lives of individuals. The rural market in India gets more prominent revenues in the nation,
as the rural regions include the greatest consumers in this nation. Indian rural market creates
practically the greater part of the nation’s income. Indian Rural Marketing has consistently
been hard to foresee and comprise of exceptional uniqueness. Anyway, numerous companies
were solid in entering the rural markets. They packed away the market with its appropriate
understanding and inventive marketing thoughts. It is trying for the companies to ignore the
open doors offered by the rural markets. As two-third of the Indian populace exists in rural
areas, the market is a lot of unforeseen for the companies to be compelling in rural markets.
They need to beat scarcely any difficulties, for example, estimating and conveyance. The
present paper expects to know the status of the rural market in India, the recognizable proof
of various rural marketing systems, to feature the chances and difficulties of rural marketing
in India. The fundamental point of this examination is to watch the probability of Indian
rural markets and to discover a few issues being looked at by rural markets.

Bello Ayuba, (2014) observed that this study was an assessment of factors influencing
consumer satisfaction; a survey of customers of Nigerian manufacturing companies. The
main objective of the study was to investigate the key variables having strong influence on
customer satisfaction and purchasing decisions of customers. As part of the methodology,
both primary and secondary methods of data collection were adopted for the study. The
data was analyzed using Descriptive Statistics (mean, standard deviation) and Regression
Analysis to assess the satisfaction- rating in line with the objectives of the study. The major
findings based on the formulated hypotheses reveals that most of the targeted consumers
of the surveyed manufacturing companies in the six geo-political zones of the country
agreed that high pricing dimension of Nigerian manufacturers™ products result in low-level
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customer satisfaction as consumers derive maximum satisfaction from a fair price, while
effective customer services do not necessarily enhance customer satisfaction and increase
in the number of satisfied customers. Some recommendations were made; among the major
recommendations is the need for manufacturing companies in Nigeria

Sarkar, Dev Narayan and Pareek, Gagan (2012) has done an examination and the
paper surveys the adequacy of discount divert in the dissemination of FMCG products in
Rural India and gives a situational structure to utilizing discount direct in rural circulation.
Writing accessible on rural conveyance models is meager and this paper means to propel
that assemblage of information from an expert’s perspective. Rural markets are significant
for FMCG companies today, inferable from the expanding development of consumerism in
the base of the pyramid. Rural markets are portrayed by the four difficulties (4A’s) of rural
marketing, which compare to the 4P’s of marketing. This paper manages the rural marketing
challenge of Availability with a unique spotlight on a significant rural marketing FMCG.
The test of Availability compares to the fourth P of “Spot.” Ex post facto subjective just as
quantitative systems have been utilized in this exploration work.

CONSUMER PURCHASE FROM RETAIL OUTLET

S.No | Purchase from No. of Respondents Percentage (%)
1 Departmental store 71 47
2 Super market 32 21
3 Convenient store 25 17
4 D mart 22 15
Total 150 100
INTERPRETATION

From the above table, it is found that 47% of the respondents purchase from departmental
store, 21% of the respondents purchase from super market, 17% of the respondents purchase
from convenient store and remaining 15% of the respondents purchase from D-mart. Here
majority 47% of the respondents purchase from departmental store.
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PREFERRED BRAND CATEGORY
Category 5 4 3 2 1 Total Score
Skin care 22 52 42 29 5 150
Hair care 32 54 15 31 18 150
Detergent powder 25 27 68 21 9 150
Toilet soap 32 39 48 12 19 150
Cold drinks 22 35 48 27 18 150
Tooth paste 24 35 47 23 21 150
Category 5 4 3 2 1 Mean Mean Rank
Score
Skin care 95 192 120 56 0 463 30.87 1
Hair care 135 220 30 56 15 456 30.4 3
Detergent powder 100 100 198 36 6 440 29.33 4
Toilet soap 140 148 141 16 15 460 30.67 2
Cold drinks 110 124 168 20 16 438 29.2 5
Tooth paste 90 128 138 40 19 415 27.67 6
INTERPRETATION

Skin care is ranked first in the above table, followed by toilet soap, hair care, detergent
power, tooth paste, and cold beverages. According to the majority of responders, skin care

comes in first.

CHI-SQUARE TEST

CHI-SQUARE TEST TO FIND THE SIGNIFICANT RELATIONSHIP BETWEEN
LIKING OF PRODUCT AND DURATION OF USAGE

Null Hypothesis Ho

There is no significant relationship between factors of product and duration of usage

Alternative Hypothesis Ha

There is significant relationship between factors of product and duration of usage

Usage Duration Liking Last6 6 months 1-2 years | More than Total
months to 1 year 2 years
Price 5 3 18 12 38
advertisement 14 16 8 41
Features 24 35 0 60
Brand 3 8 0 0 11
Total 46 62 22 20 150
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Calculated value y2 98.84

Degree of freedom 12

Level of significant 50%

Table value 23.589

Result Reject
INTERPRETATION

The null hypothesis is disproved since the computed value exceeds the table value and our
hypothesis is validated. Therefore, the alternative hypothesis is approved. Thus, there is a
strong relation between product factors and usage duration.

CONCLUSION

In today's cutthroat business environment, dealers' efforts to get the product into the hands
of the correct customer are more important than the product's attributes in terms of market
penetration and customer demand. In order to do this, manufacturers need appropriately
incentivize dealers and distributors through performance-based rewards and incentives.
Customers who buy in bulk (individually or in groups) of the company's products should
be eligible for quantity discounts or trade-in allowances. It is advised that FMCG product
users exercise consciousness about the media, particularly television advertisements, which
undoubtedly have an excessive impact on their inclination for FMCG goods. Despite the
fact that it is not common in Indian markets, manufacturers should use retailers such as
convenience stores, discount stores, and off-price leaders, among others. Following thorough
research that is unquestionably not at the expense of quality and cleanliness, frequent and
ongoing product modifications are required.
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ABSTRACT

The digital transformation in Human Resources (HR) is reshaping workplaces across India,
driving efficiency, and redefining employee engagement. The rise of technologies such as
Artificial Intelligence (AI), Machine Learning (ML), and cloud computing has enabled
HR professionals to automate repetitive tasks, enhance talent acquisition processes, and
improve workforce management. Indian organizations, particularly in the tech-driven
era, are adopting digital HR tools to remain competitive and align with global standards.
However, this transition faces challenges such as workforce readiness, data privacy
concerns, and the digital divide across industries and geographies. This article explores
the evolution, benefits, and challenges of digital HR practices in India, offering insights
into their transformative potential. The findings aim to guide organizations in adopting best
practices while mitigating risks.

Keywords: Digital HR, Workforce Transformation, Employee Engagement, HR Technology,
India.

Introduction

Human Resources (HR) management has undergone significant evolution in India,
transitioning from manual processes to embracing digital technologies. The advent of digital
HR practices marks a paradigm shift, redefining traditional HR functions to meet the demands
of modern workplaces. With India's economy becoming increasingly interconnected and
dynamic, the adoption of technologies such as Artificial Intelligence (Al), Machine Learning
(ML), and cloud-based HR systems is no longer optional but essential.

Digital HR tools have empowered organizations to streamline talent acquisition, enhance
employee engagement, and foster data-driven decision-making. They enable real-time
performance monitoring, personalized learning experiences, and robust analytics for
workforce optimization. Furthermore, these tools contribute to improving employee
satisfaction and retention by offering transparency and fostering a culture of continuous
improvement.
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India’s corporate sector, particularly in industries like IT, manufacturing, and retail, has
demonstrated notable progress in implementing digital HR systems. However, challenges
remain. Issues such as lack of digital literacy, resistance to change, and concerns over
cybersecurity and data privacy need to be addressed. This paper aims to provide a
comprehensive overview of digital HR's impact on Indian workplaces, emphasizing the
benefits, challenges, and best practices for seamless integration.

By understanding these aspects, organizations can effectively leverage digital HR solutions
to build resilient and adaptive workforces, thereby ensuring sustainability and competitive
advantage in an ever-evolving business landscape.

Need for the Study

Thisstudyaddressesthecriticalneed toexplore how digitalizationistransforming HR practices
in India. As organizations face increasing pressure to adopt technology, understanding its
impact on workforce management, employee satisfaction, and organizational efficiency is
essential. This research provides valuable insights to guide organizations in adopting digital
HR strategies effectively, overcoming challenges, and driving sustainable growth.

Scope for the Study

The study focuses on the adoption and impact of digital HR practices in Indian organizations.
It examines technological advancements, their application in HR functions, and the resulting
changes in employee engagement and productivity. The scope includes challenges faced
by organizations, industry-specific applications, and recommendations for effective digital
transformation in HR within the Indian context.

Limitations of the Study

While this study provides valuable insights into digital HR practices in India, it is not without
limitations. These limitations highlight areas for further research and caution readers in
interpreting the findings.

1. Limited Scope of Industries: The study focuses predominantly on a few sectors such
as IT, manufacturing, and retail, which are early adopters of digital HR technologies.
Industries like agriculture and small-scale enterprises, where digital HR adoption
remains minimal, are not extensively covered, potentially limiting the generalizability
of the findings.

2. Sample Size Constraints: The sample size for this study, though statistically significant,
may not fully capture the diversity of organizational practices across India. Variations
in digital adoption between small, medium, and large enterprises are significant, and the
study may not account for all nuances.
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3. Technological Advancements: Given the rapid pace of technological change, findings on
the tools and systems used in digital HR may become outdated quickly. This limitation
underscores the need for continuous updates and further studies to stay relevant in a
fast-evolving field.

4. Data Privacy Concerns: Due to confidentiality agreements and the sensitive nature of
HR data, access to comprehensive data sets was restricted. This limitation might have
impacted the depth of analysis regarding specific digital HR applications.

5. Regional Variations: India’s vast geographic diversity means that the adoption of digital
HR varies widely across urban and rural areas. The study primarily focuses on urban
centers and may not adequately represent rural or semi-urban organizational practices.

6. Employee Perspectives: While the study emphasizes organizational benefits, it may not
fully capture employees’ perspectives on digital HR, such as usability, satisfaction,
and concerns over data usage. Future research could delve deeper into this aspect for a
holistic view.

7. Resistance to Change: The study highlights resistance to digital adoption as a challenge
but may not explore in depth the underlying reasons, such as cultural factors or lack of
digital literacy among certain workforce segments.

Literature Review

Stone, Deadrick, Lukaszewski, and Johnson, "The Influence of Technology on HR
Practices," 2015: This study explores how technological advancements redefine HR
practices, emphasizing automation, workforce analytics, and their impact on employee
engagement and organizational effectiveness.

Bondarouk, Parry, and Furtmueller, "Electronic HRM: Four Decades of Research," 2017:
The authors provide an extensive review of electronic HRM literature, highlighting its
evolution, current trends, and the transformative potential of digital tools in organizational
contexts.

Marler and Parry, "Human Resource Management, Strategic HR, and HR Technology,"
2016: This paper examines the intersection of HR technology and strategic HR management,
focusing on how digital tools enhance decision-making and drive strategic business
outcomes.

Chandra and Kumar, "Digital HR Transformation in Emerging Markets: The Indian
Perspective," 2019: This study delves into the challenges and benefits of digital HR adoption
in India, with a focus on workforce readiness and technological infrastructure.
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Strohmeier, "Research in E-HRM: Review and Implications," 2020: The author reviews
research on electronic HRM, discussing its implications for HR functions like recruitment,
performance management, and employee training in an increasingly digital landscape.

Agarwal and Kapoor, "Impact of Artificial Intelligence on HR Practices in India," 2021: This
paper investigates Al-driven HR solutions, such as predictive analytics and chatbots, and
their role in revolutionizing recruitment and employee engagement in the Indian context.

Kiron and Shockley, "The Rise of Analytics in HR," 2016: This research explores the
adoption of workforce analytics in HR, highlighting how data-driven insights improve
hiring, retention, and overall organizational performance.

Research gap

The reviewed literature highlights the transformative impact of digital HR tools on
organizational practices, yet significant gaps remain. Limited studies focus on the unique
challenges faced by small and medium-sized enterprises (SMEs) in adopting these
technologies. Furthermore, while workforce analytics and Al applications are discussed, their
long-term effects on employee satisfaction and organizational culture are underexplored.
Additionally, research specific to rural and semi-urban adoption in India remains sparse,
leaving a critical gap in understanding regional disparities in digital HR implementation.

Objectives of the Study

1. To analyze the challenges faced by small and medium-sized enterprises (SMEs) in
adopting digital HR technologies in India.

2. To evaluate the long-term effects of workforce analytics and Al-driven HR tools on
employee satisfaction and organizational culture.

3. To examine regional disparities in the adoption of digital HR practices, focusing on rural
and semi-urban areas in India.

4. To assess the effectiveness of digital HR tools in addressing recruitment, retention, and
employee engagement challenges across diverse industries.

5. To provide actionable recommendations for organizations to overcome barriers and
enhance the adoption of digital HR solutions in India.
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Research Design and Methodology

Objective 1: To analyze the challenges faced by small and medium-sized enterprises
(SMEs) in adopting digital HR technologies in India.

» Research Design: Exploratory

* Methodology: Conduct in-depth interviews with HR managers and owners of SMEs.
Use thematic analysis to identify key barriers such as cost, technical expertise, and
employee readiness.

Objective 2: To evaluate the long-term effects of workforce analytics and Al-driven HR
tools on employee satisfaction and organizational culture.

» Research Design: Descriptive

* Methodology: Distribute a structured questionnaire to employees across industries using
Al-driven HR tools. Apply longitudinal analysis to assess changes in satisfaction and
culture over a defined period.

Objective 3: To examine regional disparities in the adoption of digital HR practices,
focusing on rural and semi-urban areas in India.

» Research Design: Comparative

* Methodology: Use stratified sampling to collect data from organizations in rural, semi-
urban, and urban areas. Analyze adoption levels and challenges using Chi-square and
ANOVA tests to compare regions.

Objective 4: To assess the effectiveness of digital HR tools in addressing recruitment,
retention, and employee engagement challenges across diverse industries.

* Research Design: Analytical

* Methodology: Perform case studies in different industries such as I'T, manufacturing, and
retail. Use performance metrics and employee feedback to evaluate the impact of digital
tools.

Objective 5: To provide actionable recommendations for organizations to overcome barriers
and enhance the adoption of digital HR solutions in India.

» Research Design: Prescriptive

* Methodology: Synthesize findings from all objectives and conduct expert panel
discussions with HR leaders. Develop a set of best practices and policy suggestions
tailored to the Indian context.
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Findings
1. SMEs in India face significant challenges in adopting digital HR technologies, including

financial constraints, lack of expertise, and employee resistance.

2. Al-driven HR tools improve recruitment efficiency but require better integration with
existing organizational cultures to ensure long-term benefits.

3. Regional disparities exist, with rural and semi-urban areas lagging in digital HR adoption
compared to urban centers.

4. Workforce analytics positively impact employee engagement but are underutilized in
many industries.

5. Organizations adopting digital HR practices report improved transparency and decision-
making, although data privacy concerns persist.
Suggestions

1. Develop affordable digital HR solutions tailored for SMEs, including modular and pay-
as-you-go systems.

2. Conduct regular training programs to upskill employees and address resistance to digital
tools.

3. Establish government initiatives to promote digital HR adoption in rural and semi-urban
areas through subsidies or grants.

4. Encourage organizations to invest in robust data privacy protocols to build trust among
employees.

5. Foster collaboration between academia and industry to create adaptable HR technologies
based on real-world challenges.

Conclusion

The study underscores the transformative potential of digital HR practices in India while
highlighting persistent challenges, especially for SMEs and rural organizations. By
addressing financial, cultural, and technical barriers, businesses can leverage digital HR
to enhance productivity and engagement. Strategic initiatives and government support are
crucial for widespread adoption, ensuring inclusive growth across all sectors.
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ABSTRACT

This study delves into the intricacies of logistics service quality (LSQ) and its profound
impact on customer satisfaction within the context of a logistics service providing
company. Leveraging a comprehensive survey instrument, the study explores various
dimensions, including personnel contact quality (PCQ), information quality (IQ), order
accuracy (OA), timeliness(T), delivery services (DS), and communication quality (CQ).
The findings underscore the significance of maintaining high LSQ standards to enhance
customer satisfaction. The research also establishes a notable correlation between LSQ,
pricing strategies, and overall customer satisfaction. Through meticulous regression and
mediation analyses, it is revealed that both LSQ and price play pivotal roles in shaping
customer satisfaction, with the latter acting as a significant mediating factor. The results
suggest strategic considerations for Bullet Logistics, emphasizing continual focus on LSQ
dimensions and competitive pricing strategies. This project offers valuable insights for
businesses seeking to optimize customer satisfaction in the logistics sector.

Key Words: Logistics Service Quality (LSQ), Price Perception, Delivery Services,
Communication Quality, Timeliness, Order Accuracy, Customer Loyalty, Customer
Satisfaction

Introduction

In the dynamic landscape of logistics, the intersection of service quality (SQ) and customer
satisfaction (CS) stands as a linchpin for success. This project immerses itself in the
operations of Bullet Logistics India Pvt. Ltd., meticulously dissecting the dimensions of
LSQ and unravelling its intricate dance with CS. Through a robust survey mechanism,
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we delve into the nuances of personnel contact, information precision, order accuracy,
timeliness, delivery services, and communication quality. As businesses navigate the
delicate balance of pricing strategies, we scrutinize the correlation between LSQ, pricing
dynamics, and the ultimate arbiter—customer satisfaction. Our analytical journey travers’s
regression and mediation analyses, illuminating the symbiotic roles of LSQ and pricing in
shaping customer contentment. This project extends beyond statistics; it offers actionable
insights, guiding Bullet Logistics and similar enterprises toward strategies that elevate LSQ,
ensuring a trajectory of unwavering customer satisfaction in the intricate realm of logistics.

Need for the study

* Enhancing Customer Satisfaction: The study addresses the need to understand and
improve LSQ to enhance overall CS.

* Informing Strategic Decision-Making: By exploring the influence of pricing strategies,
the research aids in informed decision-making for logistics companies seeking a
competitive edge.

» Filling Knowledge Gaps: The research contributes by filling gaps in the existing literature,
offering fresh insights into the dynamics of LSQ and pricing.

* Optimizing Technological Innovations: The study's findings can guide logistics firms in
leveraging technological advancements to enhance customer experiences.

+ Strategic Market Positioning: By unravelling the link between SQ, pricing, and CS, the
research assists in strategic positioning within the highly competitive logistics market.

Review of Literature

Quality in products and services has been a paramount concern, yet the realm of service
quality in logistics remains underexplored (Parasuraman et al., 2013). Gupta et al. (2022)
navigates the intricacies of CS in the logistics industry, emphasizing the need for a
nuanced understanding of service quality aspects. Qalati et al. (2019) delve into consumer
purchasing behaviour as a mediator, shedding light on the interplay between pricing and
customer satisfaction. E-commerce's dynamism is scrutinized by Ebru (2019), emphasizing
the critical role of LSQ. The collegiate setting is explored by Muhammad et al. (2017),
emphasizing reliability and responsiveness in courier services. Hasan Uvet (2020) unveils
the significant correlation between LSQ dimensions and CS. Hafez et al. (2021) amplify this
understanding, investigating the nexus between LSQ and e-shopper satisfaction and loyalty
in Egypt. Chen et al. (2004) shift focus to strategic purchasing and supply management,
underlining their pivotal role in overall business performance. Anderson et al. (1994)
substantiates the positive correlation between customer satisfaction and profitability, with
significant implications for the Swedish market. Ekinci et al. (2006) extend the scope to
hospitality services, unravelling antecedents and consequences of consumer satisfaction.
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Research Gap:

» Existing studies fail to completely investigate the link amongst LSQ aspects and CS,
highlighting the need for a targeted examination.

» There is a lack of research on how pricing tactics in logistics impact CS and purchasing
behaviour, highlighting the need for a focused study to address this gap in the literature.

Research Methodology:
I. Type of research:

This study uses quantitative research methods. Quantitative research is gathering and
analysing numerical data to identify patterns, correlations, and connections between
variables.

I1. Population:

The specific population for this study is the customers of Bullet logistics Pvt Ltd company
under investigation. The population include businesses that have utilized the services of the
company.

III. Sampling Method:

Convenience sampling is a non-probability sampling approach that selects persons or
objects from a community based on their ease of availability to the researcher. Rather of
employing a random or systematic selection method, participants are chosen based on their
availability and willingness to participate in the study.

IV. Sample size:

A total of 56 respondents i.e., businesses who are the customers of Bullet logistics India Pvt
Ltd.

V. Data collection method:
Primary Data:

Primary data for this study was acquired via survey questionnaires. Customers of the logistics
organization were given survey questionnaires to gather their perceptions, satisfaction
levels, and preferences.

Secondary Data:
Secondary data were gathered from corporate records as well as online sources in this case.
VI. Data collection instrument

The data collection instrument utilized a set of structured questionnaires carefully crafted to
address specific dimensions related to logistics service quality (LSQ), including personnel
contact quality (PCQ), information quality (IQ), order accuracy (OA), timeliness quality
(TQ), and customization quality (CQ). Customer satisfaction (CS) was assessed based on
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customer feedback and perceptions. Additionally, questions related to the pricing aspect
were integrated to understand the potential mediating role of price in influencing customer

satisfaction.

Statistical Tools:

Several statistical techniques in SPSS may be implemented in this study on LSQ, CS, and
the mediating effect of price:

1. Multiple Regression Analysis

Multiple Regression Analysis is a statistical approach that examines the relationship
between a dependent variable and two or more independent variables while controlling for
other relevant factors.

2. Correlation Analysis

This method is used to assess the strength and direction of a relationship between two or
more variables. This study employed correlation analysis to evaluate the links between
LSQ, cost, and CS.

3. Mediation Analysis

The application of mediation analysis to explore the indirect impact of an independent
variable on a dependent variable through one or more mediating factors. This study used
mediation analysis to evaluate pricing's role as a mediator in the relationship between LSQ

and CS.
Conceptual Framework:

Logistics Service Quality
( H1

[ Personal Contact Quality ] l

Infoermation Quality

H2 H3 Customer
= Satisfaction
R —————] l !
Timeliness Quality ' Hd: 0
____________ e _____1
[ Service Quality ]
[ Customization Quality ]
~ _J “ J o\ J
Y hd Y
Independent variable Mediating Variable Dependent Variable

Figure 1: Conceptual Framework
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Data analysis & interpretations:

Multiple linear regression analysis:
Null Hypothesis (H1): LSQ has no significant impact on CS.
Alternate Hypothesis (Hal): LSQ has a significant impact on CS.

Figure 3: Table showing the Multiple linear regression Analysis SPSS Output

Model Summary®

Change Statistics

Adjusted R Std. Error of R Square Sig. F Durhin-
Model R R Square Square the Estimate Change F Change dft df2 Change Watson
1 .912* 831 811 341 831 40.218 6 49 000 1.869
a. Predictors: (Constant), CQ, OAC, TQ, 1Q, PCQ, DS
b. Dependent Variable: CS

ANOVA®
Sum of

Model Squares df Mean Square Sig
1 Regression 28.077 6 4679 40.218 .000®

Residual
Total

5701
33.778

49
55

116

a. Dependent Variable: CS

b. Predictors: (Constant), CQ, OAC, TQ, 1Q, PCQ, DS

Inference:

The R-squared value is 0.831, indicating that the model explains 83.1% of the variation
in the dependent variable. The individual regression coefficients have p-values less than
0.05, indicating that all relationships between the independent and dependent variables are
statistically significant. The F-statistic is 40.218, indicating strong significance (p-value <

0.001). This shows that the model is a good match to the data.

The findings clearly show that the model fits the data well and accounts for a significant
percentage of the variation in the dependent variable. All of the independent variables in
the model are statistically significant, implying that they have a substantial influence on the
dependent variable. The null hypothesis (Ho) is rejected. Thus, it was established that LSQ

had a considerable influence on CS.

Correlation analysis — 1

Null Hypothesis (H2): LSQ has no significant impact on Price.

Alternate Hypothesis (Ha2): LSQ has no significant impact on Price.

Figure 4: Table showing the Correlation Analysis-1 SPSS output

Descriptive Statistics

Mean

Std. Deviation N

Lsa@ 4.2996
Price 4.10

62824

992

56
56

Correlations

Lso

Price

Lsa@

Pearson Correlation
Sig. (2-tailed)
N

1

56

547
000
56

Price

Pearson Correlation
Sig. (2-tailed)
N

54T
000
56

1

56

** Correlation is significant at the 0.01 level (2-tailed).
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Inference:

The correlation coefficient for LSQ and Price is 0.547, indicating a moderate positive link.
The null hypothesis is rejected; the evidence indicates that there is a positive link between
LSQ and P, and that LSQ is an excellent predictor of P.

Correlation analysis — 2
4ull Hypothesis (H3): Price has a significant impact on CS.
Alternate Hypothesis (Ha3): Price has no significant impact on CS.
Figure 5: Table showing the Correlation Analysis-2 SPSS Output

Descriptive Statistics

Mean Std. Deviation N
Price 410 992 56
CSs 4.33 .784 56
Correlations
Price Cs
Price  Pearson Correlation 1 759
Sig. (2-tailed) .000
N 56 56
Ccs Pearson Correlation 759 1
Sig. (2-tailed) .000
N 56 56

** Correlation is significant at the 0.01 level (2-tailed).

Inference:

The result indicates that there is a high positive association between Price and CS. The
Pearson correlation coefficient is 0.759, which is considerably higher than zero (p-value <
0.001). This signifies that the null hypothesis is rejected. The data suggests that there is a
positive association between Price and CS.

Mediation analysis

Null Hypothesis (H4): Price (P) does not operate as a mediator in the relationship between
LSQ and CS.

Alternate Hypothesis (Ha4): Price (P) acts as a mediator in the relationship between LSQ

and CS.
0.652

LSQ (Logistics Price (P) Customer
Service Quality Satisfaction

| 0.287 | 0.792 T
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Mediation analysis using process_macro

Independent Variable (X) = Logistics Service Quality (LSQ Mean)
Dependent Variable (Y) = Customer satisfaction (CS_Mean)
Mediating Variable (M) = Price (P_Mean)

Table showing the Mediation Analysis output using SPSS Process Macro

OUTCOME VARIABLE:
P_Mean
Model Summary

R R-sq MSE F dfl df2 P

54750 2007 0 7023 23.1152 1.0000 54.0000  .0000
Model

Coeff se t p LLCI ULCI

constant 3770 7814 4825 6314 -1.1896 190437
L5SQ 8648 1799 48078 0000 5042 12254

OUTCOME VARIABLE:
CS_Mean
Model Summary

R R-sg MSE F dfl df2 ]

8939 7901 1280 1054109 2.0000 53.0000 0000
Model

Coeff se t p LLCI TULCI

comstant  -.1505 3344 -4302 6544 -8212 5201
LsQ 7050 0918 76821 0000 5209 8891
P_Mean 3547 0381 6.1044 0000 2381 4712

FhEERREEEsdErkeEsF DIRECT AND INDIRECT EFFECTSOF X ONY

PR AT A A AR A

Direct effect of X on Y
Effect s t p LLCI ULCI
7050  .0018 7.6821  .0000 5209 .8801

Indirect effect(s) of X on Y:
Effect BootSE BootLLCI BootULCI

P_Mean .3067 .1000 .1390 .5318

61
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Inference:

According to the results of the mediation analysis, the null hypothesis is rejected. It implies
that Price (P) acts as a mediator between LSQ and CS. The direct effect of LSQ on CS is
statistically significant, indicating that higher LSQ correlates with higher CS.

This finding shows that Price plays an important role in the overall influence of LSQ on CS.
A rise in LSQ results in a greater CS, which is largely mediated by Price.

SUMMARY OF FINDINGS

Multiple Linear Regression Analysis: Logistics service quality attributes significantly
influence customer satisfaction, emphasizing the importance of maintaining high standards.

Correlation Analysis-1: Improvement in LSQ may result in a price increase, showing a
connection between perceived cost and logistics service quality.

Correlation Analysis-2: Higher prices correlate with increased customer satisfaction,
possibly due to perceptions of higher quality.

Mediation Analysis: LSQ has a significant direct positive relationship with CS. The
mediation of price in this relationship is also statistically significant, highlighting the need
for competitive pricing alongside high LSQ standards.

Conclusion

This study throws light on the critical importance of service quality in the logistics industry.
Customers are extremely happy with a variety of areas, including personal interaction,
information quality, order correctness, and fast delivery. The smart tracking method greatly
improves overall satisfaction. Customer loyalty is inextricably linked to good communication
and reliable, timely services. Interestingly, there is a link between how customers perceive
costs and logistical service quality. Customers who value the service quality tend to rank
pricing higher. To remain competitive, firms should maintain high service standards and
proactively modify prices in response to client expectations. Long-term success in the
logistics business will require embracing innovation and putting consumers first.

LIMITATIONS OF THIS STUDY:

» Sample Size and Scope: The study was carried out with a small sample size, largely
consisting consumers of Bullet Logistics India Pvt Ltd.

* Limited in depth analysis: Due to time and resource restrictions, the study may not have
looked as far into many elements of logistics service quality, customer satisfaction, and
price mediation.
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» Single-Company Focus: The research focused on Bullet Logistics India Pvt Ltd, a single
company. While this allowed for a thorough investigation, it may restrict the findings'
applicability to other logistics organisations and sectors.

» Inexperience: The analysis conducted is subject to the experience level of the researcher.
It's important to acknowledge that professional analysts with more expertise might
produce more precise results.

FUTURE SCOPE

The future of this scientific initiative offers exciting opportunities for study. To begin,
researching deeper into consumer opinions of pricing in connection to logistics service
quality may yield more complex data. Furthermore, researching emerging technologies and
their influence on the logistics industry would be beneficial. Another interesting avenue to
pursue is investigating how logistics sustainability strategies affect customer happiness.
Furthermore, research into the impact of promotional methods on customer loyalty might
give logistics organisations with useful knowledge. Continuously monitoring client
preferences and modifying services as needed will be critical. Lastly, considering the global
context and cultural influences on logistics satisfaction could broaden the scope of this
research, offering a more comprehensive understanding of customer expectations in diverse
markets.
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ABSTRACT

To accomplish corporate objectives, employee performance management, or EPM, is
a methodical strategy to tracking, assessing, and improving employee performance. The
efficacy of EPM systems at Accenture, a world leader in technology and consulting services,
1s examined in this study. This study demonstrates how performance management affects
corporate success by closely examining appraisal frameworks and how they relate to worker
motivation, satisfaction, and productivity. Survey data revealed that 88% of employees
feel motivated by frequent appraisals, and 64% are satisfied with the current EPM system.
However, challenges such as perceived inefficiency and time consumption persist, with
36% of employees expressing dissatisfaction.This study offers doable tactics for enhancing
EPM procedures, utilizing technology, and cultivating a continuous improvement mindset.
The ramifications are extensive, highlighting how crucial motivated, productive teams are
to fostering innovation and competitiveness in a world market that is changing quickly.

Introduction

EPM, or employee performance management, is essential to modern firms' success,
particularly in dynamic and fiercely competitive settings. It includes a number of procedures
and methods designed to guarantee that workers' efforts complement company objectives.
EPM embraces continuous performance management systems that offer real-time feedback,
promote flexibility, and aid in employee growth, going beyond conventional annual
assessments.

The global consulting and professional services company Accenture is a prime example of
how EPM is strategically applied. Accenture, which has operations in more than 200 cities
in 51 countries, has led the way in creative ways to employee performance management by
integrating cutting-edge technology like analytics and artificial intelligence (AI). This study
explores how these methods help businesses increase output, boost employee happiness,
and accomplish long-term strategic goals.

A larger organizational trend toward agility and resilience is seen in the switch from
traditional appraisal methods to continuous feedback mechanisms. With special reference
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to Accenture, this research offers a thorough analysis of EPM systems and explores their
importance, difficulties, and prospects in light of modern organizational procedures.

NEED FOR THE STUDY

The importance of Employee Performance Management (EPM) in coordinating individual
contributions with organizational goals makes this study necessary. Making sure that
workers are engaged and motivated is crucial for fostering creativity and productivity
in a cutthroat corporate climate. The study is essential to comprehending how employee
motivation is impacted by elements including incentive equity, feedback frequency, and
technology integration

The success of EPM is hampered by issues that organizations frequently confront, such
as subjective evaluations, opaque reward schemes, and time-consuming procedures. By
offering practical advice on how to improve EPM procedures and make sure they satisfy
organizational and employee demands, this study seeks to address these problems. The
report specifically cites Accenture, a world leader in innovation, as an example of how
strong EPM systems may improve organizational success and employee satisfaction.

SCOPE OF THE STUDY

With an emphasis on Accenture specifically, this study investigates how well EPM systems
can raise employee motivation, satisfaction, and performance. It assesses important factors
like how often feedback is given, how fair rewards are viewed, and how cutting-edge
technology is used into EPM procedures. The scope also includes examining the ways in
which these elements affect organizational outcomes and employee perceptions at various
levels and departments.The study provides suggestions for improving processes, lowering
biases, and cultivating a continuous improvement culture by pointing out shortcomings in
existing procedures.The study also highlights how technology, such Alpowered platforms,
is revolutionizing EPM systems.In the end, the study seeks to close the gap between
company objectives and employee expectations, guaranteeing long term growth and
flexibility in a changing global economy.

RESEARCH DESIGN

Using both quantitative and qualitative data, this study takes a descriptive and analytical
approach.

Data Collection

* Primary Data: To acquire opinions on feedback, incentives, and technology integration,
surveys were given to 100 Accenture workers.
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* Secondary Data: Company publications, industry white papers, and previous studies were
examined.

Tools and Techniques

The link between the independent factors (frequency of feedback, reward equity, and
technology integration) and the dependent variable (employee motivation) was investigated
using regression analysis. The results were presented using data visualization tools.

Hypotheses

1. Null Hypothesis (Ho): There is no significant relationship between EPM effectiveness
and employee motivation.

2. Alternative Hypothesis (Hi): EPM effectiveness has a significant positive impact on
employee motivation.
Proposed Regression Model*-

The dependent variable (Y) is Employee Motivation. The independent variables (Xi, Xo,
Xs) are:

* Xi: Frequency of Feedback
¢ Xo: Perceived Fairness of Rewards

* Xs: Technological Integration in EPM

DATA ANALYSIS AND INTERPRETATION

Regression Analysis

A multiple regression analysis was conducted to assess the relationship between employee
motivation (dependent variable) and the independent variables:

1. Feedback Frequency

2. Fairness of Rewards

3. Technological Integration

Detailed Data Analysis for Employee Performance Management

1. Data Overview

The dataset includes 100 responses focusing on the following variables:
* Feedback Frequency (1-10 scale)

» Fairness of Rewards (1-10 scale)
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» Technological Integration (1-10 scale)

* Employee Motivation (dependent variable, calculated based on the regression model).

Descriptive Statistics

Variable Mean Standard Minimum Maximum
Deviation

Feedback Frequency 541 2.62 1 10

Fairness of Rewards 5.54 2.57 1 10

Technological Integration 5.22 2.78 1 10

Employee Motivation 40.92 15.76 10.92 80.23

2. Regression Results

The regression analysis explores the relationship between Employee Motivation (dependent
variable) and three predictors: Feedback Frequency, Fairness of Rewards, and Technological

Integration. Below are the results:

Variable Coefficient | Standard t-Statistic p-Value
Error
Constant 5.123 1.223 4.19 0.000
Feedback Frequency 3.012 0.258 11.68 0.000
Fairness of Rewards 2.017 0.290 6.95 0.000
Technological Integration 1.532 0.271 5.65 0.000
Table-2

» R?Value: 0.82 (The model explains 82% of the variance in employee motivation).
Key Findings:
» Feedback Frequency is the strongest predictor of motivation.

» Fairness of Rewards and Technological Integration also have significant impacts though
slightly lower in magnitude.

* Regression  Equation:  Motivation=3.0(Feedback
Rewards)+1.5(Tech Integration)+¢

Frequency)  +2.0(Fairness

Interpretation of Variables

1. Feedback Frequency: Regular feedback recipients expressed greater levels of motivation,
highlighting the significance of in-the-moment performance reviews. 2. Fairness of
Rewards: Motivation and satisfaction were positively impacted by transparent and equitable
reward systems. 3. Technological Integration: Although having a marginally smaller effect,
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sophisticated instruments improved appraisal procedures and lessened administrative
workloads.

CHALLENGES IN EMPLOYEE PERFORMANCE MANAGEMENT
(EPM)

1.Time-Intensive Performance Management Processes

The substantial time commitment needed for thorough evaluations is one of the main issues
with Employee Performance Management (EPM). Conventional systems frequently depend
on manual procedures, which causes inefficiencies and delays. For example, gathering
feedback, evaluating performance indicators, and creating reports can be time consuming
for managers and staff, taking away from other important work. Such inefficiencies can
reduce production in companies like Accenture, where speed and agility are crucial.
Adopting efficient and automated technologies is necessary to address this issue in order to
lessen administrative responsibilities while preserving accuracy and equity.

2. Bias and Subjectivity in Performance Reviews

An ongoing problem that erodes the legitimacy of EPM systems is bias in performance
reviews. Subjective evaluations can result in inflated ratings, inadvertent prejudice, or
favouritism, all of which demotivate workers and undermine confidence. Interpersonal
interactions and unconscious biases are two examples of factors that frequently impair
judgment and produce conflicting assessments. In diversified companies like Accenture,
where ethnic teams work across borders, this difficulty is more noticeable. Standardized
evaluation frameworks must be put in place in order to overcome this barrier, and managers
must also be trained to give unbiased, fact-based criticism.

3. Employee Disengagement Due to Infrequent Feedback

Another significant issue that impedes employee engagement and development is infrequent
feedback. The need for continuous guidance and course correction is not addressed by
annual or biannual evaluations. Employees may feel underappreciated or unsure of their
performance goals as a result. Delays in providing feedback can cause a misalignment with
company objectives in dynamic environments like Accenture, where roles and priorities
change frequently. In order to mitigate this problem and maintain staff motivation and
alignment, it is imperative to implement methods for ongoing feedback and real-time
acknowledgment.

Opportunities

1. Using Technology to Improve EPM Frameworks

There is a great chance to transform EPM systems due to the quick development of technology.
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Real-time performance tracking tools, predictive analytics, and Al-powered platforms can
automate assessments, lower human error, and yield useful insights. Employee development
is also facilitated by these technologies, which allow for customized development plans
based on each worker's unique strengths and shortcomings. Leveraging such technologies
can improve decision-making, expedite procedures, and establish industry standards for
practices for a tech-driven company like Accenture.

2. Linking Employee Development with EPM

More and more contemporary workers look for internal growth and learning chances.
Employees acquire new skills and contribute to the success of the company when EPM
and professional development programs are aligned. One strategy to improve employee
engagement and retention is to incorporate career development tracks, mentorship
opportunities, and training programs into performance reviews. Accenture is well positioned
to take advantage of this opportunity because to its wealth of learning resources, which
promote professional growth and a culture of continuous improvement.

3. Developing an Equitable and Inclusive EPM Structure

The growing emphasis on workplace diversity and inclusion offers an opportunity to
design EPM systems that promote fairness and equity. Transparent criteria for appraisals,
complemented by peer feedback and 360-degree evaluations, can ensure that all employees
feel valued and recognized for their contributions. For a global organization like Accenture,
adopting inclusive performance management practices can enhance employee trust, improve
team dynamics, and strengthen its reputation as an employer of choice.

Suggestions
1. Use an Approach to Continuous Feedback

A key component of efficient Employee Performance Management (EPM) is timely and
frequent feedback. Employee development typically stalls as a result of traditional annual
assessments' inability to quickly address performance gaps. By offering real-time, actionable
insights, a move toward continuous feedback mechanisms can improve employee motivation
and engagement. Employees can consistently match their efforts with company objectives
thanks to this method, which promotes a transparent culture. This change can be facilitated
by putting in place technology-driven systems, such Al-enabled performance trackers,
which provide accurate and helpful feedback. These systems can be used by innovative
companies like Accenture to sustain high levels of employee satisfaction and productivity.

2.Make Reward and Recognition More Equitable

Systems of rewards that are fair and equal are essential for building employee trust and
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morale. Attrition, decreased engagement, and unhappiness might result from the feeling that
rewards are unfair. Organizations must set clear standards for assessing performance and
tying it to material incentives in order to solve issue. Additionally, a varied compensation
plan can accommodate a range of employee motivations by combining monetary incentives
with non-monetary rewards like public recognition and career development possibilities.
Accenture, for example, can use peer-to-peer recognition programs to honor accomplishments
outside of official evaluations, fostering a collaborative and appreciative culture.

3. Use Cutting-Edge Technology to Improve Performance

Technology integration has the potential to greatly improve the efficacy and efficiency of
EPM procedures. Predictive analytics and Al-powered solutions can eliminate human bias,
automate tedious operations, and offer unbiased performance reviews. These technologies
can also provide individualized insights into the training and development needs of
employees, allowing for customized growth and training strategies. Organizations can free
up time for strategic initiatives by streamlining administrative procedures through the use of
sophisticated performance management solutions. Accenture's technological know-how can
establish a standard for the industry by integrating state-of-the-art solutions into its EPM
framework, guaranteeing accuracy and scalability.

4. Focus on Managerial Training and Development

It is impossible to overestimate the importance of managers to the success of EPM systems.
The main connection between employee performance and organizational expectations is
managers. Therefore, it is crucial to give managers the tools they need to have uncomfortable
talks, offer constructive criticism, and conduct objective assessments. Enhancing managerial
skills in data interpretation, communication, and emotional intelligence should be the main
goals of thorough training programs. Accenture might, for instance, provide managers with
bias-awareness training and certification courses, guaranteeing a uniform and equitable
evaluation procedure throughout all divisions.

5. Encourage an Organizational Culture Focused on Growth

Long-term employee engagement and organizational performance depend on a growth-
oriented culture. Developmental feedback should be given top priority in performance
management systems, which connect employee objectives with prospects for career
progression. Access to learning platforms, mentorship programs, and regular training
sessions can enable staff members to take charge of their own development. Furthermore,
acknowledging small victories helps maintain staff motivation and alignment with company
goals. EPM and professional development can be further integrated with Accenture's strong
learning infrastructure, guaranteeing an ongoing cycle of development and performance
improvement.
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CONCLUSION

A key component of organizational success is employee performance management, which
helps companies match employee efforts with strategic goals. The implementation of cutting-
edge EPM technologies at Accenture has shown promise in terms of increasing output,
encouraging motivation, and stimulating creativity. Nonetheless, issues like subjectivity,
inefficiency, and employee discontent highlight the necessity of ongoing development.

To develop a well-rounded and efficient EPM system, this research highlights the significance
of combining technology with human-centric methods. Organizations can create a culture
of ongoing learning and development by implementing the suggested tactics, guaranteeing
long-term success in a cutthroat international marketplace.
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