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EDITORIAL
India has been witnessing several socio-political changes since the
beginning of 2019. The peak of political scenario was witnessed in the
middle of the year when elections took place and the Modi government
returned to power with an even greater majority. Keeping up with the
tradition of unconventional measures, the government scrapped Article 370,
introduced major changes in Motor Vehicle Act and launched the
Chandrayaan-2. On the economic front, the economy has been facing a
slowdown inviting opinions from both opponents and proponents of the
current government policies. Amongst such hectic activity, the latest issue of
Management Dynamics finds it’s way into the hands of the readers.
The current issue has four papers dealing with a host of issues relevant to
management and allied fields. The first paper from Bangladesh identifies
some crucial factors that are needed for the progress of social
entrepreneurship for contributing socio-economic development in a country.
It also introduces some new ways of business that sustain social change. The
second paper explores the impact of demonetization on digitization in India
and concludes a significant increase in the same. The third paper examines
the relationship between Perceived Organizational Support (POS) and
Organizational Citizenship Behaviour (OCB) on Health Care and Cure
Professionals and finds it to be positive in nature. The last paper in the issue
focuses on the challenges and threats faced by Indian consumer while using
digital money. The paper highlights the buying pattern of consumer in context
to cashless and conventional payment system. Based on the findings, possible
policy recommendation would be suggested for encouraging the use of
plastic money.
Thus while dealing with a plethora of subjects, the current issue promises not
only to be an interesting read but also provide certain solutions to problems
raised.

Dr. Athar Mahmood
(Editor)

Jaipuria Institute of Management

July 2019
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CONTRIBUTIONS OF SOCIAL ENTREPRENEURS:
A STUDY FROM THE PERSPECTIVE OF
THE SOCIETY, CULTURE, AND ENVIRONMENT
OF BANGLADESH
Md. Kafil Uddin*
Sharmin Akther**

ABSTRACT
Purpose – This research paper has emphasized on the crucial impacts of social entrepreneurship (SE)
on society, culture, and environment to shape a new horizon in the corporate world with a view to
ensuring a sustainable development.
Methodology -This paper first examines the socio-economic conditions of Bangladesh to identify the
areas where the social entrepreneurs could play their vital roles for the sustainable development. It then
develops a five-point Likert Scale Questionnaire containing thirteen factors which are related with the
impact of SE on Culture, Society, and Environment. The data was conducted through the interviews
with the young and established entrepreneurs.
Findings – Social entrepreneurs play crucial roles for the socio-economic development of a country
through their entrepreneurial activities.
Research Implications/limitations –The result of the research has proposed a number of suggestions
of social entrepreneurship for a developing country like Bangladesh, which introduces new ways of
business that sustain social change. The main limitation of this paper is the relatively small sample size
of the young entrepreneurs in Bangladesh .Yet, the field is still young and needed further related
research. However, the paper shows the strong evidence to support the social entrepreneurship in the
country for the socio-economic development.
Originality/value – This paper identifies some crucial factors that are needed for the progress of social
entrepreneurship for contributing socio-economic development in a country.
Keywords: Social entrepreneurship, Culture, Society, Environmental Sustainability.

*Assistant Professor, Department of Human Resource Management, University of
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INTRODUCTION
Social entrepreneurship is the most stunning issue in the business as well as in society, in which
companies and entrepreneurs urge people to spare a thought for finding out solutions for social,
cultural and environmental issues. This concept represents the organizations in different ways based on
sizes, operations and motions of the organizations. Those organizations run for profit typically
measure performance using business matrices like profit, revenues and proliferate stock prices, but
social entrepreneurs run business with a view to earring profit or blend for-profit goals focusing on the
social development and must use different matrices. Social entrepreneurship typically attempts to
further broad social, cultural, and environmental goals often associated with the voluntary sectors
(Thompson, 2000).
Social entrepreneurs could make profit for them, but their contributions to the development of society
are a lot. They contribute to the society through the donations to the downtrodden to develop their
living standards, establishing the different charitable institutions like various educational, medical,
and vocational training institutions to the less privileged students as well as patients arranging different
types of welfare programs like helping the blind, orphans, and widows and advising the respective
governments to promote the well-being of the citizens.
Social entrepreneurs pledge to the development of cultural yardstick. They generate products, like the
solar powered lights, and services, for example microfinance, for reshaping the life styles of the people
in society. They alleviate the poverty, reduce malnutrition through people oriented products and offer
jobs to the job seekers. As the cardinal purpose of social business is mutual benefit, the entrepreneurs
always emphasize on the development that foster social change, they create and share cultural products
like visual art, music and film that present new ways of understanding social problems.
What makes social entrepreneurship crucial is its unwavering support the environmental mission. The
focal point of social business is community engagement and seen as an integral part to the
advancement of environment and social innovation in support of environmental sustainability.
Particularly, when we focus on sustainable business, we concentrate on environment friendly social
business, like energy efficiency, practices of equal judgment of employees’ handling, reduce carbon,
ensure recycling and reuse, and giving charitable fund for keeping the environmental freshness and
purity. Sustainable environment constitutes the cardinal sector of the social economy of green and, as
such, has attained the most logical consideration. Furthermore, nature consideration, community
based renewable energy, sustainable housing, transport, food production and distribution, and
environmental education and awareness rising are also included in social business of activities.
Thus keeping the gravity of the relationship among society, culture, environment and innovation with
the mind of social entrepreneurship’s intention of the entrepreneurs, the present research delineates the
following three research questions (RQs):
RQ1: What are the impacts of social entrepreneurship on the society?
RQ2: Does the social entrepreneurship impacts the culture?
RQ3: Would the mind of social entrepreneurship of the entrepreneurs impact the environment and
innovation?
The contributions of this paper are firstly, it will encourage the new entrepreneurs to be social minded
in case of launching new venture. As a result, society will be benefited with the social entrepreneurs.
Secondly, pollution and wastage of the resources will be substantially reduced through the practices of
social business, which can emerge the new horizon in the arena of the business in Bangladesh as well as
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in the developing countries in the world. Sometimes, environment is greatly affected by the traditional
entrepreneurs through the maximization of the productivity beyond the considering the welfare the of
the society, but this paper will encourage the policymakers and governments to formulate the policies
which will help the social entrepreneurship-minded entrepreneurs to get fund from the financial
institutions at lower interest rate to make benefit of the society along with the maximization of the
productivity. Finally, how the innovativeness of social entrepreneurs influence the mindset of the
consumers are discussed in this paper.
In this paper, the introduction is followed by the current state of social entrepreneurship literature. The
methodological section leads into the presentation of data and analysis, and the paper closes with a
discussion, recommendations for further research and conclusion.
LITERATURE REVIEW AND HYPOTHESIS DEVELOPMENT
Current State of Social Entrepreneurship
Social entrepreneurship is a continuous process of adopting an innovation and a mission to create and
sustain the social value along with creating new opportunities for the society to serve the nation as
whole. And, those who are social entrepreneurs are highly society-oriented and address the social
problems in an accountable manner where society always gets priority in all cases. The terms social
entrepreneur and social entrepreneurship are not new in the mainstream of entrepreneurship in 2000s.
These terms were first used in 1953in the literature of the book ‘‘Social Responsibilities of the
Businessman’’ (Browen, 1953), and were widespread used in 1980s and 1990s, promoted by Bill Dray,
Charles Leadbeater, and other. From the 1950s and 1990s, the contribution of the politician Michael
Young was evident. He generated more than sixty newfangled organizations across the world, for
instance, the School for Social Entrepreneurs (SSE) which prevails in the UK, Australia and Canada.
The SSE supports the endeavors to grasp the inner skills to establish, accelerate and sustain the social
business. However, some noteworthy pioneers whose contributions exemplifies the modern
definitions of social entrepreneurship includes Florence Nightingale, founder of the first nursing
school and the initiator of the modern nursing philosophies; Robert Owen, founder of the cooperative
movement; Vinda Bhane, founder of India’s Land Gift Movement; and Dr. Mohammad Yonus, founder
of Grameen Bank in Bangladesh. These inventers stimulated the novel thoughts of social business that
were taken up by the mainstream public services in safety, educational institutions, and medical
services. The fundamental concept of social entrepreneurship is the discovery of original mechanism
to achieve constructive social change.
Social Entrepreneurship Links to Culture
Culture has been defined in many ways. Considering the contributions of Kluckhohn (1951) and
Kroeber and Parsons (1958), Hofstede opinions culture as a systematic way of thinking and feeling that
make up the "mental programming", of people and distinguish members from one group to another.
Typical cultural values are formed in the early years of a person's life and tend to be "programmed" in
the individual, resulting in behavior patterns that are consistent with the cultural environment and
remain stable over time (Hofstede, 1980; Mueller & Thomas, 2001). Entrepreneurs learn behavior
from the society, where he was born and the life style, belief, working habits and whole standards of
people of surroundings. Cultures symbolize an underlying system of values characteristic of a specific
group (Mueller & Thomas, 2001) and is interrelated to the ways in which societies organize social
behavior and knowledge (Kroeber & Parsons, 1958). Following the attitudes of the existing models in
the field of business, the new social entrepreneurs keep intention to donate fund to the society for the
development of the society. The social entrepreneurs want to develop the structure of the educational
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institutions, hospitals and sometimes feel to donate the poor people for the necessities to develop their
lifestyle. Understanding the relationship between cultural differences and the level of entrepreneurial
activity is crucial for establishing policy measures designed to encourage entrepreneurial activity in
each country. As the most of the entrepreneurs’ concepts, to exploit the workers through the lower
wages and benefits, for instance, garments sectors in Bangladesh. But through the practicing the social
entrepreneurship, it is possible to ensure the equal treatment of the employees in the organization.
H1: Social entrepreneurship is positively correlated with the culture of the country of Bangladesh.
Social Entrepreneurship Links to Society
Having a greater importance of social motive, social entrepreneurship is taking place in the field of
traditional entrepreneurship-establishing business which is run solely for the purpose of owner profits.
However, the new generations possess the belief of doing something for the society. The main concern
of social entrepreneurship is absolutely to support the solution of the societal problem with the help of
professional management and business efforts and, indeed, enable the creation of widespread social
change (Drayton, 2010). In addition, there has been a call to focus more closely on the entrepreneurial
activities that aim at creating social values, as well as those activities that bring this creative process to
bear on social entrepreneurship (Dacinet al., 2010). Through the activities of social entrepreneurship, it
is possible to produce the products that are fundamentally needed for the development of health of the
needy people as well as people living in the society. For example, in Bangladesh, there are a number of
evidences of the social entrepreneurship through which children are getting yogurt that are beneficial
for their health. In case of producing such products, the main concern of the company is the health of
the children rather than making huge profit. Social entrepreneurs take initiatives to exploit the
profitable opportunities in the core activities of their non-profit venture (Nicholls, 2006; Dees, 1998),
or via for profit ventures (Cleveland & Anderson, 2001), or through cross partnerships with
commercial companies (Nicholls, 2006).
According to Bourdieu (1977), habits, developed through human convention and custom, is
established as the main driving force for cultural practices. Accordingly, values of people support them
to practice the exploitation free management policies ultimately embedded into the mind of the people
in the society. Creating values, attitudes and perceptions of people are the main concern of the social
entrepreneurs. It is very usual that a number of companies whose owners are social entrepreneurs are
producing products and services, which offer scalable solutions to improve our communities, while at
the same time generating financial returns. Moreover, this context requires social entrepreneurs to
generate innovative ideas and solutions to society’s most pressing problems (Desa, 2007), and it may
explain why, for example, effective social entrepreneurship and support for social entrepreneurial
activities are correlated with positive change in municipalities (Beveridge& Guy, 2005; Korosec&
Berman, 2006).Besides, social enterprises contribute to create local jobs, businesses, and human
resources by and for communities. These enterprises provided viable alternatives for transitional
employment into the mainstream business community (Desa, 2010, p. 16).Thus, it is witnessed that
social entrepreneurs’ intentions are to improve society and enhance the existing communities
including attractive return on investments (both social and financial) to their key stakeholders (Mair &
Marti, 2006).
H2: Social entrepreneurs have a significant direct effect on the society of Bangladesh.
Social Entrepreneurship Links to Environment and Social Innovation
Social entrepreneurship is about channeling entrepreneurial activity towards solving social problems
(Corner & Ho, 2010). Social entrepreneurs bring the invisibles of the systems to the central point of
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attention and introduce more sustainable and participatory approaches (Seelos & Mair, 2005). They
intend to adopt the people’s approach like holistic approach. Among the ways these entrepreneurs
work to change through technology innovations that enhance and improve a system which develop
new technologies with a view to supporting the social concern authorities to reduce the pollution and
health problems replacing existing ones (Martin & Osberg, 2015).
Innovation means a process that involves multiple activities to uncover new ways to do things.
Organizations create new ideas and transformed into new or improved products, services, technologies
and processes that benefit the firm and its stakeholders by increasing its competitive position and
ability to differentiate itself in the marketplace (West &Anderson, 1996; Wong et al., 2009; Baregheh
et al., 2009).‘Social innovation is a term that almost everyone likes, but nobody is quite sure what it
means’ (Pol & Ville, 2009: 881). Many scholars take an inclusive approach, seeing social innovation as
any activity that introduces new approaches to old problems (Mulgan et al., 2007).Social innovation
refers to new ideas that work in meeting social goals. Social innovation has been characterized as any
solution to a social need or problem that is both novel and useful, an improvement to existing methods
and approaches, and whose value lies in benefits perceived by society (Phills et al., 2008).The
environment needs to be receptive to the advent and implementation of socially innovative ideas
(Chell et al., 2010; Smith &Stevens, 2010). Life expectancy, diversity of cities, austere inequalities,
difficult transitions to adulthood and happiness are being considered as the common fields of social
innovation.
Social entrepreneurship is now a distinguishable field as it has covered the intractable social issues and
challenges (Maclean et al., 2013), and social goals can be achieved through different approaches of
social entrepreneurship where innovation in achieving social goals is the key ingredient of each
approach (Chalmers & Balan-Vnuk, 2012). Thus, entrepreneurial activities of social setting have
increasingly emphasized social and environmental resources with a view to emerging and growing to
just economic resources in standard sectors of industry (Peredo & Chrisman, 2006).
H3: Social entrepreneurship plays a significant role on the environment and social innovation of the
country Bangladesh.
Theoretical Background of the Study
Social purpose is rooted in social entrepreneurship (Austin et al., 2006). Joseph Schumpeter (1934)
focused on the ability of the entrepreneurship to reengineering the patterns of production with a view to
creating the value through innovation. Dees and Economy (2001) defined entrepreneurs as innovative,
opportunity-oriented, resourceful, value-creating change agents. Roberts and Woods (2005, p. 45) has
offered the definition: social entrepreneurship is at an “exciting stage of infancy, short on theory and
definition but high on motivation and passion. Social entrepreneurship is a widely acceptable means
for generating value in societal, economic, and environmental forms (Anheier&Themudo, 2002;
Gendron, 1996, p. 37; Kolk, 2003).A number of studies have been published in the field of
entrepreneurship related with business and society in last decade (Spinosa et al., 1997; Swedberg,
2000; Hjorth et al., 2003; Steyaert and Hjorth, 2003, 2004; Gawell et al., 2009). Moreover, several
studies have been studied on “social entrepreneurship” (Mair & Martin, 2006; Nicholls, 2006; Perrini,
2006). From these studies it is very tough to define the social entrepreneurship in a concrete form. At
this point, there is no agreement on major aspects of a definition (Light, 2005; Mort, Weerawardena &
Carnegie, 2003; Peredo & McLean, 2006; Seelos & Mair, 2004). Substantial debate over the definition
of social entrepreneurship has occurred in the field of business (Martin & Osberg, 2015). Definitions
can be varied from narrow to the broad based on the different concepts of the different researchers.
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Proposed Model of the Social Entrepreneurship

Social Entrepreneurship
(Impacts)

H1

Social
Development

H2

Cultural
Development

H3

Environment
&
Social Innovation

METHOD
Research Objective
This article addresses the fundamental areas which are greatly affected by the social entrepreneurship,
which are society, culture and environment and social innovation. Keeping this objective in mind, this
study focuses on the impacts of social entrepreneurship on the society, culture and environment and
social innovation
Sampling Procedure and Sample Size
This paper is prepared based on the existing social entrepreneurial initiatives especially considering
the young entrepreneurs who have edge intentions to do something for the society as whole in
Bangladesh. This study includes the young entrepreneurs who have highest degree on businesses and
those who are already established in the business arena but are not well educated in business. A number
of business graduates did help the researcher to collect the information using questionnaire, though
they are not part with this research. Following stratified and random sampling, 300 structured
questionnaires were given to the business graduates of the Chittagong University, Comilla University
and East West University for collecting information from the entrepreneurs who believe the concept of
social entrepreneurship in business. After one month, from the May to June, 2018, the researchers get
returned 107 valid questionnaires for analysis of which 67 entrepreneurs are graduated in business, 34
entrepreneurs are graduated from the other different backgrounds and rest of 6 entrepreneurs are
practical oriented but not graduated. This response is well representative in business in Bangladesh.
Survey Instrument
The survey instrument which is used in this study was prepared based on mainly on existing literature;
materials gathered by others and, therefore, can be classified as a desk-study research strategy
(Verschuren & Doorewaard, 2010).Through in-depth literature review and a desk-study research, a
questionnaire with the possible impacts of social entrepreneurship have been identified and the
prepared questionnaire, firstly, distributed among the 30 business-minded entrepreneurs to check the
validity and understandability of the questionnaire of the different levels entrepreneurs. After checking
and repeatedly checking, some items are deducted, some are modified and a few sentences are
rewritten to make the questionnaire to understandable to the respondents. Besides, the total
questionnaire translated into Bangla to make the instrument easier for the respondents with a view to
collecting absolute information from them. However, a 13-items Likert type questionnaire (ranging
from ‘‘1’’ strongly disagree to ‘‘5’’ strongly agree) were adopted in this study to get absolute
information about the impact of social entrepreneurship on the culture, society and environment.
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Data Collection Procedure
In this study, both primary data and the secondary data have been used following the research
objectives. Different research studies, books, blind peer reviewed journals, newspapers, and on-going
academic working papers were taken into consideration very carefully and objectively to get the total
scenario of the social entrepreneurs in the business arena of Bangladesh. For the primary data
collection, a training session is conducted by the researchers for the business graduates to give the
concrete purpose of the research. After that, they have been given300questionnaires and a clear
guideline about how to complete the questionnaires. When they communicated with the respondents,
they gave the 20 to 30 minutes to complete a questionnaire. However, finally, 107 completed
questionnaires have been collected, while some questionnaires are rejected for the incompleteness.
Reliability of the Scale and Data Analysis
All the collected data were inserted into IBM SPSS Statistics 21 and followed three stages for the
analysis of the data. First of all, descriptive data were analysis separately to know the respondents
sample profile. In the second stage, an exploratory factor analysis with principal component analysis
(Varimax rotation) was used to separate the factors for further analysis. Finally, Cronbach’s alpha was
used in the current study to measure the reliability of the scale. Cronbach’s alpha is considered most
widely used method of reliability test (Cooper & Schindelr, 2001; Hair, Anderson, Tatham, & Black,
1998; Malhotra, 2002).It is quite important to say that its value varies from 0 to 1, but values more than
0.6 is required to be reliable (Cronbach, 1951; Malhotra, 2002). The reliability value of the items used
in this study is (.66) which is supported by Cronbach (1951), Bagozzi and Yin (1998), and Nunnally
and Bernstein (1994).
ANALYSIS AND FINDINGS
Sample Profile
From the descriptive analysis (Table 1),it is reflected that number of male respondents is 85.98 %;most
of the respondents is between 40 to 49 ages, which is about 49.5%, and the least respondents ‘aged
above 60, which stands for 1.8%. Indirectly marital status is related with the number of respondents,
i.e. out of 107 respondents the percentage of marital status is 95.3%. Besides, respondents with Honors
degree are 65.4% and Master degree is 28.97% respectively. Finally, observing the status of the length
of the business, it is proposed that with the length of business may have the formation of social
entrepreneurship. However, educated adult male entrepreneurs may have the more possibilities to be
social entrepreneurs in the society in Bangladesh. The selected samples are broadly representative in
terms of the profile and populations in the business arena in Bangladesh.
Table 1: Profile of the Respondents
Number

Percentage

Gender

Male :
Female :

92
15

85.98
14.01

Age

Below 29:
30-39:
40-49:
50-60:
Above 60:

02
48
53
02
2

1.9
44.9
49.5
1.8
1.8
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Number

Percentage

Marital status

Single:
Married:

5
102

4.7
95.3

Educational Qualification

Not graduated:
Honors:
Masters:

06
70
31

5.6
65.4
28.97

Duration of started business

< 10 years:
> 10 years:

14
93

13.08
86.91

Source: Field Study
Factor Analysis
A large number of variables (tests, scales, items, persons and so on) are reduced to a smaller number
with the help of factor analysis method (Fruchter, 1967). It implies the simple relationship that exists
among a set of observed variables by uncovering common dimensions or factors that link together the
seemingly unrelated variables and consequently provides insight into the underlying structures of the
data (Dillion & Goldstein, 1984). Factor analysis entails the objectives of data reduction and
substantive interpretation. In this study ‘Principal Components Varimax Rotated Method’ of factor
analysis has been used to identify the major factors of social entrepreneurship and impact of social
entrepreneurship on culture, society and environment in Bangladesh. The number of principal
components is used on the basis of Kaiser’s criterion (1958) of Eigen value >1. Finally, factor scores
have been considered in terms of weighted average of Principal Factor loadings and average of
respective variables included into the concerned group. Ranking of each factor has been made on the
basis of scores derived. As all the communalities of the factors influencing the social entrepreneurship
and impact of the social entrepreneurship on culture, society and environment are 0.5 and above, the
used sample in this study is proved substantive. The Kaiser- Meyer-Oklin (KMO), is considered as
another useful method to measure the appropriateness of the data for the research analysis, statistics
varies from 0 to 1. According to Kaiser (1974) values greater than 0.5 to 0.7 are mediocre, 0.7-0.8 are
good and between 0.8 and 0.9 are superb. In this study, the value of KMO is 0.78 respectively and the
Chi-Square values 982.714 at 0.5 level of significance (Appendix-i,). It is also suggested for the further
PCA with Varimax rotation method.
Variable Analysis using Varimax Rotation Matrix
Each of the five social entrepreneurs’ (SE) factors listed in Table 1 is labeled according to the name of
the valued that loaded most highly for those SE. The higher factor loading implies the test measure of
SE (Pallant, 2005).
Dimension 1: Attitudes of entrepreneurs to the culture of the society. This factor is represented
bysix items of SE with factor loading ranging from .76 to.90. They are ‘‘role on cultural values and
norms’’, ‘‘practice the justice of equality at the treatment of the employees’’, ‘‘produce product or
service that adds value to the lives of its users’’, ‘‘control health problems caused by air pollution, and
support the patients through medical service by their own funds’’.
Dimension 2: Holistic approach to culture. Three items of SE ranging from.75 to .76 belongs to
‘‘Development of cherished lifestyles through the donation of funds in needs’’, ‘‘Control health
problems caused by air pollution, and support the patients through medical service by their own
funds’’, ‘‘Work with the concept of ecosystem’’.
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Dimension 3: Sustainable activities to the social value: This factor consists of two items like
‘‘Support charitable activities’’, ‘‘Create and sustain social value’’ ranging from .72 to .76.
Dimension 4: Supporting programs to for the society and youths: Under this dimension ‘‘Organize
different programs to enhance the skills, attitudes of the youth in the society’’, ‘‘Support to find new
avenues toward social improvement struggling with problems including poverty, violence, climate
change, health’’, ‘‘Work with the concept of ecosystem services, such as waste management,
recycling, transport, energy use, farming and food production’’ with communalities .74 to .77.
Table 2: Principal Component Analysis with Rotated Component Matrix and
Communalities (Impact of Social Entrepreneurship on culture, society and environment)
Dimensions

Variables

Components
1

Attitudes of
entrepreneurs to the
culture of the society

X1
X4
X5
X12

Holistic approach
to culture.

X2
X12
X13

Sustainable activities
to the social value

X6
X7

Supporting programs
for society and youths

X3
X8
X13

2

3

4

Communality
5

.85
.84
.76
.58

.87
.82
.90
.76
.85
.57
.78

.75
.76
.76
.84
.59

.72
.76
.60
.79
.70

.74
.77
.76

Eigenvalues

3.37

1.89

1.69

1.42

1.36

% of Variance explained

25.92

14.56

13.03

10.91 10.44

DISCUSSION
The goal of the study is to find out the factors influence the young and established entrepreneurs to be
social oriented. With the passage of the innovation and expansion of the technology and globalization,
today’s businessmen emphasize on the maximization of business profit but social entrepreneurs
consider their business as a part of social responsibilities rather than of only making profit. Social
entrepreneurs often contribute to the development of the society through lunching different programs
emphasizing skills development of the people in the society. Besides, they want to ensure a holistic life
style where people will be independent and will lead a happier life through reducing poverty, violence.
They always emphasize on the production of products or services that adds value to the lives of its
users. Social entrepreneurs play role to the development of a culture developing a social-minded with
technology, practicing innovative ideas and support charitable activities like helping the school going
students, supporting Schools, Colleges and Universities with seminars, libraries, sports and financial
support for the continuation of the study. Through these activities, they ensure acceptable cultural
values and norms in the society. Furthermore, social entrepreneurs contribute to greening environment
through ecosystem services, such as waste management, recycling, transport, energy use, farming and
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food production. In addition, they can practice sustainable waste and resource management e.g. nature
conservation, community-based renewable energy, sustainable housing, and environmental education
and awareness rising with a view to confirming the greening environment. To a large extent,
environmental pollution and social innovation are now main concern of the sociologists as with the
advancement of industrialization, environment is polluting day by day, but social entrepreneurs intend
to ensure pollution free manufacturing process through recycling the generated environment affected
waste and using environment friendly products.
Limitations
The present study entails a number of limitations including the sample size, focusing mostly young
entrepreneurs and gender preference. Besides, this study conducted based on the Likert-scale. As a
result, there are intense possibilities of biasness with the central tendency, acquiescence and social
disabilities. Finally, this questionnaire was used only some specific regions that may not yield the
absolute picture of the social entrepreneurs of Bangladesh. But, growing importance of social
entrepreneurship around the world, this study could be used as a fundamental way for developing and
encouraging the entrepreneurs of other developing countries like Bangladesh. However, in spite of
these limitations, the present study will open up a new door in the field of social entrepreneurship in
Bangladesh as well as other countries where culture, society and environment are considered very
crucial for their country.
RECOMMENDATIONS AND FUTURE DIRECTIONS
The research implies the following recommendations for the policy makers as well as for the
government of the country:
i.

Government must support the social entrepreneurs with lower interest loan, tax rebate and onestop services for their business.

ii.

Government can encourage greatly young entrepreneurs using the business school introducing
new department of social entrepreneurship where students will be thought about the social
business.

iii. Environmental pollution can be reduced through encouraging the social entrepreneurship in the
society.
iv.

Finally, governmental organizations should organize social entrepreneurship development
programs to aware the entrepreneurs about the practices of the business.

Taking the present study as a way-out for the research in the field of social entrepreneurship, if the
researchers take into considerations other dimensions of the social entrepreneurship and used in
different countries’ environments then future research will be very useful for the country.
CONCLUSION
The findings of the present study indicate that a number of entrepreneurs want to contribute to the
cultural development, society advancement, and environmental purification, but lacking
encouragement from the society, family, and policy support of the government hinder the practices of
social entrepreneurship in Bangladesh. So, policy makers as well as sociologists should consider the
upcoming business youths.
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APPENDICES
Notes: Based on five-point Likert scale, i.e, Strongly Disagree (1) to Strongly Agree (5)
Table 1. Items related with Impact of Social Entrepreneurship on Culture, Society and
Environment
Table 2: KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy.
Approx. Chi-Square
Bartlett's Test of Sphericity

df
Sig.

Jaipuria Institute of Management

0.784
982.714
0.220
.000
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Items

Notification

Role on cultural values and norms.

X1

Development of cherished lifestyles through the donation of funds in needs.

X2

Organize different programs to enhance the skills, attitudes of the youth
in the society.

X3

Practice the justice of equality at the treatment of the employees.

X4

Produce product or service that adds value to the lives of its users.

X5

Support charitable activities

X6

Create and sustain social value.

X7

Support to find new avenues toward social improvement struggling with
problems including poverty, violence, climate change, health.

X8

Empower children and youth with technology.

X9

Achieve social change and transformation with innovative ideas.

X10

Practice sustainable waste and resource management e.g. nature conservation,
community-based renewable energy, sustainable housing, and environmental
education and awareness rising.

X11

Control health problems caused by air pollution, and support the patients
through medical service by their own funds.

X12

Work with the concept of ecosystem services, such as waste management,
recycling, transport, energy use, farming and food production.

X13
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ABSTRACT
The purpose of the study is to explore the impact of demonetization on digitization in India. On 8th
Nov. 2016, Indian Government announced Demonetization by abolishing INR.500 and INR.1000
currency notes in the country with an objective to move towards a cashless economy besides check on
black money and other corrective measures. In the short run, it led to temporary derailment of economy
and inconvenience to general public. After initial teething problems like severe cash shortage, there
was a steady growth in digital transactions when people have adopted to different digital payment
modes like Online / Internet banking, ATM facilities, mobile wallets, usage of debit/credit cards and
mobile banking, etc. The authors have taken secondary data from the RBI website from March 2015 to
July 2018 to analyze the impact of demonetization on digitization. An event window of 20 months predemonetization and 20 months post-demonetization was taken for analysis. The month the event took
place i.e., November 2016 was taken as month ‘0’. Descriptive Statistics, Correlation, t-test, and Trend
Analysis were carried out to analyze the data. Based on the results extracted, the authors have
concluded that there is a significant increase in the usage of various digital payment methods like
RTGS, Retail Electronic Clearing, Prepaid instruments in the post demonetization period with a few
exceptions like Paper Clearing, Mobile Banking and Debit cards.
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INTRODUCTION
Indian economy went in for Demonetization on 8th November, 2016 for the third time. The first one
was in Jan. 1946 by abolishing INR.500, INR.1000 and INR.10000 notes. Next time, it was in Jan.
1978 by abolishing INR.1000, INR.5000 and INR.10000 notes and the third on 8th Nov, 2016 by
abolishing INR.500 and INR.1000 notes. The Government of India has initiated demonetization with
the objective to curtail black money and to stop the use of counterfeit cash to fund illegal activities and
terrorism. Although India is traditionally a cash based economy, this move forced people to move
towards digitization and slowly adopting technology for payments and settlement as demonetization
resulted in 86% of cash out of circulation. This reform announcement took the country by shock
initially. Mr. Nandan Nilekani, former Chairman of the Unique Identification Authority of India
(UIDAI), said that the shock given to the system would accelerate digitization of the financial
economy (The Times of India, 2016). According to statistics demonetization led to reduction of INR
2.8 lakh crores cash (1.8 percent of GDP) and Rs.3.8 lakh crores high denomination notes (2.5 percent
of GDP) in the Indian economy. Demonetization has driven the country towards a cashless society.
People even in the remote rural areas have started resorting to use of technology and small transactions
and small savings are done through banking channels which is a big asset. The focus of banks post
demonetization changed from primarily accepting deposits and lending money to playing a facilitating
role to customers in moving towards cashless transactions. Rise in prices and inflationary trend in
economy has taken a downturn with the reduction in cash in the economy.
According to Price Waterhouse Coopers (2015), India had high cash transactions compared to other
countries accounting for 68 percent of total transactions by value and 98 percent by volume. As per
Ratan Watal Committee Report on Digital Payments (2016), 78 percent of payments in India are made
in cash. Though mobile and ATM technologies have penetrated in India in the last over one decade,
usage of currency is still a predominant factor. RBI Annual Report (2017-18) found that 90 percent of
all monetary transactions in Indian economy are made in cash. The reasons for usage of cash are due to
the predominant role played by informal and agriculture sector in India, convenience of use and
involves no cost. India being a developing country, more than 65% of its population is below the age of
35 years are tech-savvy (Ministry of Statistics and Programme Implementation, Government of India).
Indian literacy rate is 74.4 percent and has 287 million non-literate adults, according to a UN Report
(UNESCO, 2014). This is an important prerequisite to help India to move towards digitization. Digital
literacy is another important prerequisite for Digitization which is a challenge in Indian economy.
Digital literacy is defined as the ability of individuals and communities to understand and use digital
technologies in their day to day life, both in running their businesses as well as for any other
meaningful actions within life situations as also to be tax-compliant.
LITERATURE REVIEW
Several studies have been carried out by researchers, consulting firms, RBI and others on this topic to
understand the impact of demonetization on digitization in India and moving towards cashless
economy. As per Ganesh Kawadia and Neha Gupta (2017), one of the objectives of demonetization
was moving towards cashless economy and digitization. This was not possible for a long time because
many people were not accessible to the formal financial mechanism or excluded from formal banking
system because of umpteen reasons. Immediately after demonetization, there was a cash shortage and
the currency with public declined sharply by 46 percent. Due to paucity of cash in the economy the
transactions through Mobile Banking increased by 48 percent and debit and credit cards by 9 percent in
the first month of demonetization. RBI announced limits on withdrawals and deposits from bank
accounts which affected confidence of people on the Indian banking system. The ease of converting
deposits in banks into cash decreased because of the restrictions that were imposed on over-the-counter
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cash withdrawals from accounts at banks and post offices and daily withdrawals from Automated
Teller Machines (ATMs).
Masiero (2017) argued in the research that technologies such as India’s biometric identification system
(Aadhaar) helped people who are excluded from formal banking system to obtain digital identity that is
needed to transact in a cashless economy. However, half the country’s population is offline and do not
have access to internet or online services. Several gaps exist in reality between complex financial
technologies and the needs of uneducated common man like street sellers. The digital tools help them
insignificantly to operate and integrate in the new cashless system. (Sen, 2017) termed
demonetization as a gigantic mistake in terms of its objective of one rapid jump into a cashless
economy.
Economic Times (2017) published results of a survey conducted by State Bank of India (SBI) among
small businesses in India. It was observed that because of demonetization, more than two-thirds of
them have seen a drop in business by 50 percent because of severe liquidity crunch. The retail segment
was affected the most than those in the wholesale segment. The survey also showed that 15% of cash
based transactions moved to digital system in the weeks subsequent to demonetization. This is
supported by the findings of Koshy (2017). In demonetization the most affected are MSME and 5.77
crore small business units who lacked the ability to transact by digital means. A lot of help was
provided by the Confederation of Indian Industry (CII) which was involved in training the small
traders about digital payment options. Alliance for Digital Bharat (ADB) is an initiative by
Associations and Chambers of MSMEs and small businesses to conduct studies, promote and create
awareness drives across India, for helping small business entrepreneurs to adopt digital payment
technologies (Alliance for Digital Bharat, 2016). Reserve Bank of India (2016) brought out guidelines
called Vision 2018 on systematic implementation of digital payment and settlement system which to
some extent also helped in the smooth transition to cashless economy.
Santhosh Kumar Das and Pradyuman Shankar Rawat (2017) attempted to explore the macroeconomic implications of demonetization exercise announced for the Indian economy on three broad
parameters of growth, distributional consequences, and the challenges it brought in for the Indian
Banking System. It was found that it is beyond dispute as far as the immediate impact on growth is
concerned. Given the size of the Indian Economy, contraction in output during the fiscal was
inevitable. Other than growth challenge, demonetization exercise throws a far more important
challenge bearing distributional consequences. The new interest rate regime that emerged during the
post-demonetization period is likely to benefit some, while leaving a large chunk of population worseoff. Finally, the banks find it very difficult to manage the liquidity surge in the system,
Chowdari Prasad and Srinivasa Rao (2016) observed that Banking today, has taken a paradigm shift in
India even though it has a historical legacy for over two centuries. The definition of banking has taken a
different meaning with technology becoming a cutting edge in business. A major revolution is taking
place in the banking sector due to the economic and banking sector reforms going on since 1991.
Stand-alone branches have taken a new avatar due to core banking facilities. Computerization and
Automatic Teller Machines (ATMs) have made the life of customers easy for processing of their cash
transactions and retail banking needs. Online banking has made the job further simplified in all kinds of
transactions. With the advent of mobile technology and smartphones, M-banking is now the order of
the day, making the traditional banks as ‘virtual’. Digital marketing became a strategy to attract Gen-Y
customers even in the banking sector.
The biggest challenge in Indian economy is small businesses and low income household who are
excluded from traditional banking which is a bane to digitisation. This problem was solved in the form
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of giving in-principle approval by RBI to set up Payment Banks in India in August 2015. Payment
Banks are a new model of banks developed by RBI to cater to those categories of people not covered by
the traditional banking system. They are mainly run on digital platforms which helped in boosting
digitisation. "With the demonetisation effort that started in Q4 of 2016 in India, there has been a big
increase in the number of transactions managed by both payments banks/companies and wallet
providers," said Neha Punater, Head of Fintech at KPMG in India. Payments banks can enable
transfers and remittances from mobile phones which enabled many small business and low income
individuals to use electronic payment media for daily and financial transactions (Brian, 2017).
OBJECTIVES
The objective of this study is to find out the impact of sudden decision taken by the Government of
India or RBI to demonetize the two high value currency in a disruptive manner and the resultant
increase in digitization of all transactions and payment settlements by comparing the pre and post event
in November 2016.
METHODOLOGY
The data was collected from Secondary sources i.e., RBI website https://dbie.rbi.org.in/DBIE/
dbie.rbi?site=home. Event Study Methodology was adopted. The researchers have taken the monthly
data from March 2015 to July 2018. The event window of 20 months, pre-demonetization (March 2015
to October 2016) and 20 months post-demonetization (December 2016 to July 2018) to explore
whether demonetization impacted digitization in any way. The event month i.e., e Nov 2016 was
considered as ‘zero’ as the GOI / RBI were making policy announcements on daily basis. The
transactions held both in terms of volume and value through different digital payment modes like
RTGS – Real Time Gross Settlement, Paper Clearing including cheque truncation, Retail Electronic
Transactions NEFT – National Electronic Funds Transfer, CTS – Cheque Truncation System, IMPS –
Immediate Payment Service, NACH – National Automated Clearing House, Debit and Credit Cards At
ATM’s and POS – Point Of Sale, Prepaid Payment Instruments like m-wallets and Mobile Banking.
Descriptive Statistics, Correlations, t-test and Trend Analysis have been done. Time series forecast was
done till December 2018, as short-term projections.
ANALYSIS & RESULTS
RTGS: Real Time Gross Settlement is real-time settlement of funds for large value transactions that
require and receive immediate clearing. In some countries the RTGS systems may be the only way to
get same day cleared funds and so may be used when payments need to be settled urgently. RTGS
payments typically incur higher transaction costs and usually operated by a country's central bank
(Wikipedia).
Table 1: Descriptive Statistics of RTGS in Pre and Post Demonetisation Period
RTGS

Pre Demonetisation
March 2015 to October 2016

Post Demonetisation
December 2016 to July 2018

Volume
(Million)

Value
(Rupees Billion)

Volume
(Million)

Value
(Rupees Billion)

Minimum

7.60

68045.93

8.84

95266.75

Maximum

9.87

122783.80

12.69

158779.65

Mean

8.41

91653.84

10.44

123132.93
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Figure 1: RTGS in Pre and Post Demonetisation Period
RTGS - COMPARISON OF VOLUME (MILLION)
Pre Demo

Post Demo

12.69
7.60

8.84

Minimum

9.87

8.41

Maximum

10.44

Mean

RTGS - COMPARISON OF VOLUME (BILLION)
Pre Demo Value

Post Demo Value

158780
95267
68045

Minimum

122784

Maximum

123133
91654

Mean

Table 1 shows the descriptive statistics of RTGS transactions which took place in 20 month window
pre demonetisation and 20 month post demonetisation in terms of volume and value of transactions.
The minimum RTGS in terms of volume of transactions ranges from 7.60 – 8.84 million transactions in
the post demonetisation. The maximum RTGS in terms of volume ranges from 9.87 - 12.69 million
transactions in the post demonetisation period. The minimum RTGS in terms of value of transactions
ranges from INR 68045.93 – INR 95266.75 billion in the post demonetisation. The maximum RTGS in
terms of value ranges from INR 122783.80 – INR 158779.65 billion in the post demonetisation period.
There has been an increase of 24.09 percent in value of RTGS transactions in the post demonetisation
period. There is a positive correlation between value and volume of RTGS transactions at 5 percent
level of significance in both the pre and the post scenario. t-test confirms that there is a significant
difference (p-value = 0.00) between pre and post demonetisation transactions of RTGS. The trend
analysis is done for volume as well as value of RTGS in the post demonetisation period from August
2018 to December 2018. The average predicted volume of mean is 11.81 million (with a standard
deviation of 0.17) and the average predicted value of mean is INR 142993.57 billion (with a standard
deviation of 2512.19).
Paper Clearing includes Cheque Truncation System & MICR Clearing: Cheque Truncation
System or online image-based cheque clearing system is a system undertaken by the Reserve Bank of
India (RBI) for faster clearing of cheques by transmission of images of cheques. The Non-MICR
clearing is where the cheque is physically moved between the banks for clearing whereas MICR
clearing is where the MICR Code on the cheques is scanned and the transaction is done.
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Table 2: Descriptive Statistics of Paper Clearing in Pre and Post Demonetisation Period
Paper
Clearing

Pre Demonetisation
March 2015 to October 2016

Post Demonetisation
December 2016 to July 2018

Volume
(Million)

Value
(Rupees Billion)

Volume
(Million)

Value
(Rupees Billion)

Minimum

81.37

6178.45

92.47

6403.59

Maximum

102.80

8027.11

138.82

8654.94

Mean

90.32

6768.43

102.94

7005.58

Figure 2: Paper Clearing in Pre and Post Demonetisation Period
PAPER CLEARING-COMPARISON OF VOLUME (MILLION)
Pre Demo

Post Demo
138.82
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81.37
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102.80

90.32

102.94

Mean
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PAPER CLEARING-COMPARISON OF VOLUME (BILLION)
Pre Demo Value
8027.11

Post Demo Value
8654.94
6768.43 7005.58

6178.45 6403.59
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Table 2 shows the descriptive statistics of Paper Clearing i.e., usage of cheque transactions which took
place in 20 month window pre-demonetisation and 20 month post-demonetisation in terms of volume
and value of transactions. The minimum Cheque Clearing in terms of volume of transactions ranges
from 81.37 to 92.47 million transactions in the post-demonetisation. The maximum Cheque Clearing
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transactions in terms of volume ranges from 102.80 to 138.82 million transactions in the postdemonetisation period. The minimum Cheque Clearing transactions in terms of value ranges from INR
6178.45 to INR 6403.59 billion transactions in the post-demonetisation. The maximum Cheque
Clearing transactions in terms of value ranges from INR 8027.11 to INR 8654.94 billion in the postdemonetisation period. It is interesting to note that there is a decrease of 31.54 percent in volume and
decrease of 5.88 percent in value in Cheque Clearing transactions in the post demonetisation scenario.
The probable reason could be that other digital payment options have taken predominance compared to
the age old negotiable instrument - cheque. There is a positive correlation between value and volume of
Cheque Clearing transactions at 5 percent level of significance in the pre scenario but not in the postdemonetisation scenario. T test confirms that there is a significant difference (p-value = 0.00) between
pre and post demonetisation transactions of Cheque clearing transactions. Trend analysis is done for
volume as well as value of Cheque Clearing transactions in the post demonetisation period from
August 2018 to December 2018 (projected). The average predicted volume of mean is 84.10 million
(with a standard deviation of 2.38) and the average predicted value of mean is INR 6906.53 billion
(with a standard deviation of 12.53).
Retail Electronic Clearing includes ECS, NEFT, IMPS and NACH: Electronic Clearing System
(ECS) & National Electronic Funds Transfer (NEFT) facilitate bulk transfer from one bank account to
many bank accounts or vice versa. Immediate Payment Service (IMPS) offers an instant 24X7
interbank electronic fund transfer service. “National Automated Clearing House (NACH)” is a service
offered by NPCI to banks which aims at facilitating interbank high volume, low value debit/credit
transactions.
Table 3: Descriptive Statistics of Retail Electronic Clearing in
Pre and Post Demonetisation Period
Pre Demonetisation
March 2015 to October 2016

Post Demonetisation
December 2016 to July 2018

Volume
(Million)

Value
(Rupees Billion)

Volume
(Million)

Value
(Rupees Billion)

Minimum

211.40

6144.27

367.54

12023.05

Maximum

346.46

11136.33

565.02

24901.84

Mean

281.53

8331.19

463.54

16282.03

Retail Electronic
Clearing

Figure 3: Retail Electronic Clearing in Pre and Post Demonetisation Period
RETAIL ELECTRONIC CLEARING- COMPARISON
OF VOLUME (MILLION)
Pre Demo

Post Demo
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RETAIL ELECTRONIC CLEARING COMPARISON OF VOLUME (MILLION)
Pre Demo Value

Post Demo Value
24901.84
16282.03

12023.05

11136.33

6144.27

Minimum

Maximum

8331.19

Mean

Table 3 shows the descriptive statistics. Retail Electronic Clearing which took place in 20 month
window of pre-demonetisation and 20 month post-demonetisation in terms of volume and value of
transactions. The minimum Retail Electronic Clearing in terms of volume of transactions ranges from
211.40 – 367.54 million transactions in the post demonetisation. The maximum Retail Electronic
Clearing in terms of volume ranges from 346.46 – 565.02 million transactions in the post
demonetisation period. The minimum Retail Electronic Clearing in terms of value of transactions
ranges from INR 6144.27 – INR 12023.05 billion in the post demonetisation. The maximum Retail
Electronic Clearing in terms of value of transactions ranges from INR 11136.33 – INR 24901.84
billion in the post demonetisation period. There has been an increase of 31.91 percent in volume and
54.70 percent in value of Retail Electronic Clearing transactions. There is a positive correlation
between value and volume of Retail Electronic Clearing at 5 percent level of significance in both the
pre and the post scenario. t-test confirms that there is a significant difference (p-value = 0.00) between
pre and post demonetisation transactions. Trend analysis is done for volume as well as value of Retail
Electronic Clearing transactions in the post demonetisation period from August 2018 to December
2018 (projected). The average predicted volume of mean is 566.14 million (with a standard deviation
of 12.98) and the average predicted value of mean is INR 21874.67 billion (with a standard deviation of
707.42).
Table 4: Descriptive Statistics of Credit & Debit Cards (ATMs & POS) in
Pre and Post Demonetisation Period
Pre Demonetisation
March 2015 to October 2016

Post Demonetisation
December 2016 to July 2018

Volume
(Million)

Value
(Rupees Billion)

Volume
(Million)

Value
(Rupees Billion)

Minimum

753.85

2266.52

1037.66

1742.03

Maximum

1032.14

3069.65

1293.28

3645.58

Mean

875.52

2523.00

1140.51

3111.80

Cards
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Figure 4: Credit & Debit Cards in Pre and Post Demonetisation Period
CARD USAGE AT ATM & POS COMPARISON OF VOLUME (MILLION)
Pre Demo
1037.66
753.85

Post Demo
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CARD USAGE AT ATM & POS COMPARISON OF VOLUME (BILLION)
Pre Demo Value

Post Demo Value
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3111.80
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Mean

Table 4 shows the descriptive statistics usage of Credit / Debit Cards which took place in 20 month
window pre demonetisation and 20 month post demonetisation in terms of volume and value of
transactions. The minimum usage of Credit / Debit Cards in terms of volume of transactions ranges
from 753.85 – 1037.66 million transactions in the post demonetisation. The maximum usage of Credit /
Debit Cards in terms of volume ranges from 1032.14 – 1293.28 million transactions in the post
demonetisation period. The minimum usage of Credit / Debit Cards in terms of value of transactions
ranges from INR 2266.52 – INR 1742.03 billion in the post demonetisation. The maximum usage of
Credit / Debit Cards in terms of value ranges from INR 3069.65 – INR 3645.58 billion transactions in
the post demonetisation period. There has been an overall increase of 11.26 percent in volume and
109.27 percent in value of usage of both Credit and Debit Cards. When we look into the usage of debit
cards and credit cards, the usage of debit cards have fallen drastically compared to the usage of credit
cards. As a result of this, there is a positive correlation between value and volume of usage of Credit /
Debit Cards in the pre demonetisation period but not in post demonetisation scenario at 5 percent level
of significance. This could be because of the daily and weekly restrictions on withdrawals in ATM /
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over the bank counters imposed by RBI and also probably because of lack of cash in many ATM’s
especially in the initial months of demonetisation. T-test confirms that there is a significant difference
(p-value = 0.00) between pre and post demonetisation transactions of usage of Credit / Debit Cards in
volume but not in value of transactions (p-value=0.11). Trend analysis is done for volume as well as
value of usage of Credit / Debit Cards transactions in the post demonetisation period from August 2018
to December 2018 (projected). The average predicted volume of mean is 1263.30 million (with a
standard deviation of 15.53) and the average predicted value of mean is INR 502.67 billion (with a
standard deviation of 14.47).
Prepaid Instruments include e-wallets, PPI cards & Paper Vouchers: Prepaid Payment
Instruments (PPIs) are payment instruments that facilitate purchase of goods and services against the
value stored on such instruments. An electronic wallet or a digital wallet refers to an electronic device
or online service that allows an individual to make electronic transactions. This can include purchasing
items on-line with a computer or using a smartphone to purchase something at a store.
An E-wallet or m-wallet needs to be linked with the individual's bank account to make payments.
Examples of e-wallets in India are PayTm, Oxigen, Mobikwik, PayUMoney, Vodafone MPesa,
Freecharge, JioMoney, State Bank Buddy, Chillr, ICICI Pockets, etc., which are emerging on the
digital scene in a big way catering to faster and simpler way of settlement of huge volume of small
value transactions.
Table 5: Descriptive Statistics of Prepaid instruments in
Pre and Post Demonetisation Period
Pre Demonetisation
March 2015 to October 2016

Post Demonetisation
December 2016 to July 2018

Volume
(Million)

Value
(Rupees Billion)

Volume
(Million)

Value
(Rupees Billion)

Minimum

753.85

2266.52

1037.66

1742.03

Maximum

1032.14

3069.65

1293.28

3645.58

Mean

875.52

2523.00

1140.51

3111.80

Prepaid Payment
Instruments (PPIs)

Figure 5: Prepaid instruments in Pre and Post Demonetisation Period
PREPAID PAYMENT INSTRUMENTS COMPARISON OF VOLUME (MILLION)
Pre Demo

Post Demo
361.20
299.97

236.16
126.90

70.87

46.91
Minimum

Jaipuria Institute of Management

Maximum

Mean

Management Dynamics, Volume 19, Number 1 (2019)

29

DEMONETISATION AND ITS IMPACT
ON DIGITISATION IN INDIA

PREPAID PAYMENT INSTRUMENTS COMPARISON OF VOLUME (BILLION)
Pre Demo Value

Post Demo Value
175.19
122.74

85.07
60.22
27.57

Minimum

Maximum

44.69

Mean

Table 5 shows the descriptive statistics of transactions through Prepaid Instruments include e-wallets,
PPI cards & Paper Vouchers which took place in pre and post demonetisation in terms of volume and
value. The minimum value of Prepaid Instruments in terms of volume of transactions ranges from
46.91 to 236.16 million transactions in the post demonetisation. The maximum Prepaid Instruments in
terms of volume ranges from 126.90 to 361.20 million transactions in the post demonetisation period.
The minimum Prepaid Instruments in terms of value of transactions ranges from INR 27.57 – INR
85.07 billion in the post demonetisation. The maximum transactions in Prepaid Instruments in terms of
value ranges from INR 60.22 – INR 175.19 billion in the post demonetisation period. There has been
an increase of 34.74 percent in volume and 79.31 percent in value of transactions in Prepaid
Instruments. There is a positive correlation between value and volume of transactions of Prepaid
Instruments at 5 percent level of significance in both the pre and the post scenario. t-test confirms that
there is a significant difference (p-value = 0.00) between pre and post demonetisation transactions of
Prepaid Instruments. Trend analysis is done for volume as well as value of Prepaid Instruments
transactions in the post demonetisation period from August 2018 to December 2018. The average
predicted volume of mean is 338.33 million (with a standard deviation of 4.85) and the average
predicted value of mean is INR 169.06 billion (with a standard deviation of 5.86).
Table 6: Descriptive Statistics of Mobile Banking in
Pre and Post Demonetisation Period
Pre Demonetisation
March 2015 to October 2016

Post Demonetisation
December 2016 to July 2018

Volume
(Million)

Value
(Rupees Billion)

Volume
(Million)

Value
(Rupees Billion)

Minimum

19.67

168.85

95.41

805.06

Maximum

78.12

1139.41

307.74

2134.20

Mean

43.64

502.84

171.53

1367.31

Mobile Banking
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Figure 6: Mobile Banking in Pre and Post Demonetisation Period
MOBILE BANKING - COMPARISON
OF VOLUME (MILLION)
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Table 6 shows the descriptive statistics of Mobile Banking which has taken place in pre and post
demonetisation in terms of volume and value of transactions. The minimum value of Mobile Banking
in terms of volume of transactions ranges from 19.67 – 95.41 million transactions in the post
demonetisation. The maximum Mobile Banking in terms of volume ranges from 78.12 – 307.74
million transactions in the post demonetisation period. The minimum Mobile Banking in terms of
value of transactions ranges from INR 168.85 – INR 805.06 billion in the post demonetisation. The
maximum transactions in Mobile Banking in terms of value ranges from INR 1139.41 – INR 2134.20
billion in the post demonetisation period. It is interesting to observe that there has been an increase of
178.15 percent in volume and a meagre 13.34 percent in value of transactions in Mobile Banking.
There is a positive correlation between value and volume of transactions of Mobile Banking at 5
percent level of significance in pre and but is insignificant in the post demonetisation scenario. t-test
confirms that there is a significant difference (p-value = 0.00) between pre and post demonetisation
transactions of Mobile Banking. The difference is only in volume but not in value of transactions.
Trend analysis is done for volume as well as value of Mobile Banking transactions in the post
demonetisation period from August 2018 to December 2018. The average predicted volume of mean is
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316.96 million (with a standard deviation of 18.40) and the average predicted value of mean is INR
1376.68 billion (with a standard deviation of 1.18).
Table 7: Descriptive Statistics of Number of ATMs in
Pre and Post Demonetisation Period
Post Demonetisation
December 2016 to July 2018

Pre Demonetisation
March 2015 to October 2016

(in actuals)
Number of ATMs

Minimum

189279

219793

Maximum

219578

227758

Mean

205928

2226131

Figure 7: Number of ATMs in Pre and Post Demonetisation Period
NUMBER OF ATM'S - COMPARISON OF PRE
AND POST DEMONETISATION
Pre Demo

Mean

Maximum

Minimum

Post Demo
2523.00

875.52
3069.65
1032.14
2266.52
753.85

Table 7 shows the descriptive statistics of Number of ATMs in pre and post demonetisation scenario.
During Post-demonetisation, the issues were in the form of long queues before ATMs because of
insufficient number of ATMs and lack of sufficient amount of cash in the ATMs. It was a herculean task
and a major challenge for the Indian Banking system to cope with this situation. One of the coping
mechanisms was in the form of increasing the number of ATMs which was impossible overnight.
Moreover, the existing ATMs were also required to be recalibrated to accommodate the size of newly
printed currency notes. The minimum number of ATMs ranged from 189279 in pre demonetisation to
219793 (in actuals) in post demonetisation. The maximum number of ATMs ranged from 219578 in the
pre demonetisation period to 227758 (in actuals) in the post demonetisation period. There has been an
increase of 3.62 percent number of ATMs in the post demonetisation period. However, a large number
of ATMs were not functional due to shortage of cash and non-supply or replenishment of cash to meet
the pressing demand. t-test confirms that there is a significant difference (p-value = 0.00) between pre
and post demonetisation in the Number of ATMs. Trend analysis is done to number of ATM’s from
August 2018 to December 2018. The average predicted mean is 225553 (in actuals) with a standard
deviation of 371.80.
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Table 8: Descriptive Statistics of Number of POS in Pre and Post
Demonetisation Period (in actuals)
Number of POS

Pre Demonetisation
March 2015 to October 2016

Post Demonetisation
December 2016 to July 2018

Minimum

1125952

1767733

Maximum

1512068

3340029

Mean

1304153

2827262

Figure 8: Number of POS in Pre and Post Demonetisation Period

Minimum

Maximum

Mean

Post Demo

1767733

3340029

2827262

Pre Demo

1125952

1512068

1304153

Table 8 shows the descriptive statistics of number of Point Of Sales (POS) in pre and post
demonetisation scenario. The minimum number of POS ranges from 1125952 in pre demonetisation to
1767733 (in actuals) in post demonetisation. The maximum number of POS ranges from 1512068 in
the pre demonetisation period to 3340029 (in actuals) in post demonetisation period. There has been an
increase of 88.94 percent in number of POS in the post demonetisation period. t-test confirms that
there is a significant difference (p-value = 0.00) between pre and post demonetisation in the number of
POS. Trend analysis is done to number of POS from August 2018 to December 2018. The average
predicted mean is 3652736 (in actuals) with a standard deviation of 104415.02.
PRACTICAL IMPLICATIONS AND FUTURE DIRECTIONS
Indian economy has been passing through growth path ever since planned development was
introduced way back in 1950. Economic / Financial Sector including Banking, Social, Taxation, Legal
and Technological changes were being brought in a conscientious manner through reforms by
successive governments at Centre and States since 1991. In consonance with the evolution of
technological advancements world over, India has been embracing the innovations in every field to
sustain and deliver the promises made to the ever increasing population. Banking sector, both in public
and private sector, being the backbone of the economy, has been undergoing the necessary changes to
serve their customers among the large size of the population. The outcome is to go modern, offer a huge
range of products and services and turn to be totally automated in order to serve maximum percentage
of population, initiated during the mid-eighties. However, the ill-effects of growth and modernisation
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was found to be increase in corruption at all levels, accumulation of ill-gotten wealth, circulation of
fake or forged currency, evasion of taxes and low productivity on account of manual operations.
Government of India, in consultation with RBI, undertook a sudden and surprise decision on
November 8, 2016 by disrupting the system to overcome the above chronic problems and resorted to
demonetisation of two high value currencies i.e., INR 500 and INR 1000, declaring them to be out of
legal tender system. This move was taken to curtail black money and stop the use of counterfeit cash to
fund illegal activities and terrorism. The currency in circulation has declined by 86 percent which
forced people not only in big cities but even in rural areas towards digitisation. Though demonetisation
was successful in some areas but there are some grey areas to it. The cost to RBI to remonetise the
Indian market is Rs. 13000 crore. This includes printing of new notes both old and new denominations.
Post demonetisation RBI profits have been affected. As per RBI report post demonetisation the fake
currency decreased by 59.6% (2017-2018). Over Rs. 3 lakh crore which remained out of banking
system as black money was deposited in banks post demonetisation. According to the Center for
Monitoring Indian Economy demonetisation caused loss of 15 lakh jobs as of 2017. The real estate and
agricultural sector was badly hit as an aftermath of demonetisation. According to RBI the currency in
the system post demonetisation reduced to 87-88 percent (i.e, Rs.3-4 lakh crore less currency) post
demonetisation. Banks in India have been issued necessary guidelines to deal with all issues
connected with accepting of deposits of cash, restrict limits of withdrawals or transactions. While the
Banking system was moving towards total computerisation, all the supporting systems developed and
a host of products and services emerged. Demonetisation gave a Big Push to the already in process of
automation in banks. In addition to Internet / Online banking in vogue, it activated all schemes like
RTGS, ECS, EFT, NEFT, IMPS, NACH, Credit / Debit Cards, ATMs and POS. Alongside, facilities
like Prepaid Instruments, electronic wallets, Payments Banks, Payments Settlement Institutions, Paper
Vouchers, Mobile Banking etc., have moved in a big way to facilitate cash-less transactions, while the
economy itself was experiencing boom in retail markets and e-commerce, thanks to technology.
Digital literacy, connectivity issues via broadband and Wi-Fi issues prevent a vast majority to rapidly
shift to digital options. Research is being carried out by all the agencies concerned to off-set the
obstacles and move faster ahead towards digitisation and cash-less economy. The authors studied the
value and volume of all digital transactions 20 months prior to and 20 months after the demonetisation
and found that there have significant and substantial gains to all concerned in smooth transition to the
new India – Digital India through Digital Banking.
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ABSTRACT
Research in Human Resource Management has proved that high growth organisations face greater
challenge in HR management compared to organisations which are slow in growth. With the service
sector gradually emerging as fastest growing sector, it provides challenge to the organisations
providing services. Though the challenge remains there for all the sectors providing services, it poses
greater challenge to the healthcare sector since the health care professionals have to work round the
clock and in stressful conditions in patient care in hospitals. Hence to ensure patient satisfaction, it is
important for the organisations to ensure extra role behaviours from employees which can be possible
when employees feel an emotional attachment to the organisation through perceived organisational
support, besides other factors. The study examines the relationship between Perceived Organisational
Support on Organisational Citizenship Behaviour on Health Care and Cure Professionals. Cronbach’s
alpha reliability coefficients are .943 for 5 dimensions of OCB (whole scale, 24 items),
Conscientiousness .846 (5 items), Sportsmanship .810 (5 items) Civic Virtue .823 (4 items), Courtesy
.823 (5 items), Altruism .823 (5 items), Perceived Organisational Support .884 (7 items).
Keywords: Organisational Citizenship Behaviour, Perceived Organisational Support, Healthcare
sector, Service sector.
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INTRODUCTION
Service sector has gradually emerged as the fastest growing sector in Indian economy. As per India
Brand Equity Foundation (IBEF), this sector has been the key driver of India’s economic growth with a
robust contribution of 55.65% of India’s Gross Value Added at current price in Q1 2018-19 and has
employed 28.6 per cent of the total population. Due to its phenomenal growth, the service sector has
attracted huge foreign investments too. It has been a growth engine and has provided good
employment opportunities. Amongst several service providers like hotel, transport, financing, real
estate etc, healthcare has seen a sharp growth with several players entering the market. The healthcare
sector is a vast sector comprising not just hospitals but medical tourism, medical equipments, medical
devices, clinical trials, tele-medicine, health insurance, etc. As reported by IBEF, India’s earnings from
medical tourism is expected to exceed US$ 9 billion by 2020. Mergers and acquisitions are common in
the corporate world. Oflate, the Indian healthcare companies too have started the practice of merger
and acquisitions with domestic and foreign companies for growth. It is estimated that the healthcare
market may witness a sharp increase to Rs 8.6 trillion (US$ 133.44 billion) by 2022 (Department of
Industrial Policy and Promotion (DIPP)). The growth can also be attributed to people awareness about
health care, lifestyle diseases, capacity to spend, wider availability of healthcare facilities etc.

Source: India Brand Equity Foundation (IBEF) https://www.ibef.org/industry/services.aspx.
The Government of India has taken some active initiatives in this field to promote Indian healthcare
industry like approval of Ayushman Bharat-National Health Protection Mission in August 2018 as a
centrally Sponsored Scheme contributed by both center and state government at a ratio of 60:40 for all
States, 90:10 for hilly North Eastern States and 60:40 for Union Territories with legislature and 100%
contribution by center for Union Territories without legislature, launch of Pradhan Mantri Jan Arogya
Yojana (PMJAY) on September 23, 2018 to provide health insurance worth Rs 500,000 (US$
7,124.54) to over 100 million families every year, launch of Mission Indradhanush to improve
coverage of immunisation in the country. It aimed to achieve atleast 90 per cent immunisation coverage
by December 2018 to cover unvaccinated and partially vaccinated children in rural and urban areas of
India. (Source: IBEF)
Since the healthcare services caters to the people at large who avail various health care services, it
becomes imperative to discuss about the personnel who provide services in the health care sector. This
is because the service sector is hugely dependant on the service providers, i.e the employees. In the
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context of hospitals, it is the doctors, nurses and technicians, in addition to several non medical
employees. Compared to other sectors where people invest for leisure and fun, in healthcare industry, it
is in contrast, where people invest due to some sickness, distress and are under anxiety. Past researches
have proved that there is a severe shortage of talent in the health care sector not only in India but
globally; is equally applicable to both doctors as well as nurses (Srinivasan & Chandwani, 2014) and
hence pose a tough HR challenge. While it is a necessity to create customer delight, not just customer
satisfaction (here patient and patient attendants), given the dearth of care and cure providers, it is also
imperative to implement effective HR practices for healthcare professionals at hospitals. According to
the 2013 WHO and Global Workforce Alliance Report titled, “A universal truth: No healthcare without
workforce”, many countries fall below the threshold of skilled healthcare professionals per 10,000
population. According to the report, the challenge is faced due to aging and shorter availability of the
workforce. Moreover, the healthcare professionals have to face stressful environment, round the clock
duty and work-life imbalance, which again becomes a major HR challenge for the hospitals. According
to Ali et al (2016), human resource management plays an important role, has a strong impact on the
healthcare quality and improving the performance of the hospital workforce. As this sector grows, it
becomes imperative for the hospitals to retain and motivate their employees to display more voluntary
behaviours in the interest of the organisation than that is minimally required to sustain in the
organisation. Such voluntary behaviours are termed as organisational citizenship behaviours. The
employees display voluntary behaviours when they are emotionally attached to the organisation they
work for and are sure that their organisation will support them in case of need. This is termed as
perceived organisational support. Hence, to ensure patient satisfaction, the hospitals need to take care
of several HR issues including the organisational citizenship behaviour of health care service
providers through enhanced perceived organisational support.
The present study was undertaken with this perspective in Dehradun in the state of Uttarakhand to find
out the impact of perceived organisational support on the organisational citizenship behaviour of
doctors and nurses in both public and private sector hospitals.
ORGANISATIONAL CITIZENSHIP BEHAVIOUR
Organisational Citizenship Behaviours (OCBs) have been defined as voluntary behaviours that an
employee exhibits over and above the routine duty behaviours in an organisation. These extra role
voluntary behaviours displayed by the employees are necessary and play an important role in the
growth of the organisation and contribute to the success of the organisation, are voluntary and are not
recognized by formal reward systems (Organ, 1988; McShane & Von Glinow, 2001). These
behaviours, although voluntary, but are necessary for the organisations since they promote the sound
functioning of an organisation (Katz 1964, Organ 1988, Schnake 1991, Appelbaum et al. 2004). Organ
(1997) stated OCBs are “the maintenance and enhancement of the social and psychological context
that supports task performance”. According to Karambayya (1989), since OCBs show the degrees of
interdependency among an organization’s employees, they are quite closely related to the life of the
organization. Organ et al. (2006) emphasised the discretionary nature of OCB by defining it as,
“discretionary contributions that go beyond the strict descriptions and that do not lay claim to the
contractual recompense from the formal reward system” (cited in Kumar, Jauhari and Singh, 2016). It
is a psychological contract, a reciprocal relationship from the individual’s point of view between self
and organisations. (Rousseau 1989; Van Dyne et.al., 1994).
Organ (1988) in his paper on OCBs identified five key dimensions that an employee performs beyond
his/her expected duty for the organisation. These are:
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1. Altruism which means help extended to a co-worker, who is lagging behind on a task to overcome
the problem.
2. Courtesy which means keeping others informed about any change that may affect their work.
3. Conscientiousness signifies a style in carrying out one’s duties and responsibilities well beyond the
minimum required levels.
4. Sportsmanship is explained as behaviour displayed by employees by tolerating any inconvenience
and not complaining about it.
5. Civic virtue means involvement in the governance of the organisation (Jung and Yoon, 2012).
However, Podsakoff and Mackenzie (1994) found that with Organ’s explanation of five conceptually
distinct dimensions of OCB, the managers sometimes find difficulty in making a distinction and hence
they modified the categorization and merged altruism and courtesy. They named it as helping
behaviour since “helping behaviour is the broadest and most complex construct and is also the one with
the deepest roots in the research literature” (Podsakoff, Ahearne and MazKenzie, 1997).
Based on Organ’s (1988) work Van Dyne et al. (1994) “reconceptualised OCBs in terms of civic
citizenship” and proposed five factors of OCBs: obedience, loyalty, social participation, inspiring
participation, and functional participation (Yoon, 2012).
Smith, Organ, and Near (1983) proposed a two-dimensional model of OCB: altruism and general
compliance. Altruism has been defined as being cooperative, helpful, and other instances of extra-role
behaviour. Compliance, on the other hand, has been defined as behaviour that employees must
demonstrate like arriving to work on time, not taking too many coffee breaks, taking only the required
lunch time, or not leaving early etc.
Through various explanations of OCB, it can be understood that OCB, as a whole, is a
multidimensional construct that is composed of several different but correlated categories. The extra
role behaviours displayed by an employee for the growth, sustenance and well being of the
organisation are not mentioned in any code book as rules of the organisation. These are different
dimensions that motivate employees to perform extra role behaviours voluntarily. Research has proved
that these extra role behaviours, which are in the interest of the organisation and a must, beyond the
prescribed duties and responsibilities, are themselves influenced by several factors.
PERCEIVED ORGANIZATIONAL SUPPORT (POS)
Perceived organizational support is defined as the belief of employees that their organization values
their contributions and cares for their welfare (Eisenberger et al., 1986). There exist a considerable
number of researches that indicate links between POS and favorable work-related outcomes. Research
studies have found that POS is associated with in-role and extra-role performance (Kurtessis et al.,
2017) and organizational commitment (Kim, Eisenberger, & Baik, 2016, Eisenberger, Fasolo, &
Davis-LaMastro, 1990). The development of POS is encouraged by employees’ tendency to assign the
organization humanlike characteristics (Eisenberger et al., 1986). Employees are more likely to
integrate the organization into their self-concept, leading to increased organizational identification
(Haynie et. Al. 2019). Perceived organizational support is valued as assurance that aid will be available
from the organization when it is needed to carry out one’s job effectively and to deal with stressful
situations (cf. George, Reed, Ballard, Colin, & Fielding, 1993). Employees who are emotionally
committed to the organization show heightened performance, reduced absenteeism, and a lessened
likelihood of quitting their job (Mathieu & Zajac, 1990; Meyer & Allen, 1997; Mowday, Porter, &
Steers, 1982).
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Perceived Organizational Support (POS) and Organisational Citizenship Behaviour (OCB)
Organizational support theory suggests that when the employee feels that the organisation would take
care of them when they need it; they display extra role behaviours and work more than that is
mentioned in the rule books. Such behaviours are never officially rewarded, but make the employee
feel obligated to care about the organization and help meet its objectives through positive attitudes and
behaviors towards the organization (Eisenberger et al., 1986). According to Organ (1988) employees’
positive attitudes towards the organization, like POS, may be closely related to their extra-role
behaviors than to in-role behaviours. It is therefore likely that higher levels of POS will lead to
increased OCBs. The relationship between POS and extra-role performance has attracted several
empirical research. Eisenberger et al. (1990), and Wayne et al. (1997) have supported the notion that
individuals with higher level of POS may perform extra-role behaviors that are beneficial to the
organization.
H1: Organizational citizenship behaviours and perceived organizational support are positively
related.
METHOD
Instruments
The 24-item Organizational Citizenship Behavior scale devised by Podsakoff, MacKenzie, Moorman,
and Fetter (1990) on a 7-point Likert scale ranging from 1 (strongly disagree) to 7 (strongly agree) was
used to measure the five dimensions of OCB of the employees by themselves. The 5 dimensions of
OCB scale consisted of conscientiousness (5 items), sportsmanship (5 items), civic virtue (4 items),
courtesy (5 items), and altruism (5 items). Perceived Organisational Support was measured using the
seven-item short scale on a 7-point Likert scale ranging from 1 (strongly disagree) to 7 (strongly
agree).
Sample
In this study, the data was collected from doctors and nurses working in different hospitals in and
around Dehradun (n=150). The respondents belonged to both public and private hospitals.
200 questionnaires were distributed in which 150 filled in questionnaires were received back; giving it
a response rate of 75%. The survey questionnaire forms were distributed amongst the above mentioned
randomly selected target population. The questionnaire clearly mentioned that the data is being
collected only for the purpose of academic research and enhance our understanding on the concepts
like organisational citizenship behaviour and perceived organisational support and the names of
respondents would never be disclosed.
The responses were then computed in SPSS software to generate results. The missing variables were
filled in by taking average in the SPSS software. Total 87 male 58 percent and 63 females 42 percent
were included in the study. 48.7 percent of respondents belonged to the age bracket of 23-30 years
followed by age brackets upto 70 years. Overall, 36.7 percent of respondents were graduate, 41.3 were
post graduate and 22 percent above post graduation, 46 percent of respondents had experience upto
five years followed by experience more than 20 years. 43.3 percent respondents had salary upto 30
thousand followed by salary above 1 lakh per month.
That positive OCBs lead to positive organisational outcomes has been proved by numerous studies
undertaken on the subject. According to Karambayya (1989), since OCBs show the degrees of
interdependency among an organization’s employees, they are quite closely related to the life of the

Jaipuria Institute of Management

Management Dynamics, Volume 19, Number 1 (2019)

40

Vibhuti Gupta

organization (Truikenbrodt, 2000). Podsakoff et al. (2000) and Ilies et al. (2007) suggested that, from a
long-term viewpoint, OCBs positively affect organizational outcomes (Salami, 2009). Key findings
reveal that there is a significant impact of perceived organisational support on the five dimensions of
organisational citizenship behaviour, although, there are other contributory factors too.
Analytical Procedure
Linear regression analysis technique was used to predict the variability of the dependent variable based
on its covariance with the independent variable. This study examined if there is a significant impact of
perceived organisational support on the five dimensions of organisational citizenship behaviour.
RESULTS
The psychometric properties of scale has been explained by Podaskoff, MacKenzie, Moorman and
Fetter (1990), Moorman (1991). Both studies found support for a five dimension model of citizenship
and reported reliabilities over .70 for each dimension.
In this study the reported Cronbach’s alpha reliability coefficients are .943 for 5 dimensions of OCB
(whole scale, 24 items), Conscientiousness .846 (5 items), Sportsmanship .810 (5 items) Civic Virtue
.823 (4 items), Courtesy 823 (5 items), Altruism . 823 (5 items) and for Perceived Organisational
Support .884 (7 items).
Table 1: Cronbach's Alpha
Variables

Cronbach's
Alpha

Cronbach's Alpha Based
on Standardized Items

N of Items

OCB Whole Scale

.943

.943

24

Altruism

.837

.839

5

Courtesy

.828

.823

5

Conscientiousness

.839

.846

5

Sportsmanship

.808

.810

5

Civic Virtue

.821

.823

4

POS Whole Scale

.881

.884

7

Data was analysed with the help of SPSS. From the regression results, calculated at 95% confidence
interval, it became evident that there is a significant impact of perceived organisational support on the
five dimensions of organisational citizenship behaviour. Five dimensions of Organisational
Citizenship Behaviours were taken separately as dependent variable and Perceived Organisational
Support as independent variable.
Table 2: Regression Table
Model
a. Dependent Variable:
OCB_Altruism
b. Predictors: (Constant), POS

Jaipuria Institute of Management

R

R Square

Adjusted R
Square

Std. Error of
the Estimate

.329a

.108

.102

.89504/
.000b*
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Model
a. Dependent Variable:
OCB_Courtesy
b. Predictors: (Constant), POS
a. Dependent Variable: OCB_
Conscientiousness
b. Predictors: (Constant), POS
a. Dependent Variable: OCB_
Sportsmanship Behaviour
b. Predictors: (Constant), POS
a. Dependent Variable:
OCB_Civic V irtue
b. Predictors: (Constant), POS

R

R Square

Adjusted R
Square

Std. Error of
the Estimate
.88737/

.382a

.146

.140

.000b*
1.04502/

.264a

.070

.063

.001b*
.87839/

.348a

.121

.116

.000b*
1.07269/

.405a

.164

.159

.000b*

*Denotes significance at 95% Confidence Interval
However, the values of R2 were relatively low in all the cases which indicate there are other
contributory factors too that influence organisational citizenship behaviour. The low value of squared
R may also be attributed to cultural settings and challenges faced by health care professionals in
hospitals. As per the analysis of famous statistician Jim Frost (http://statisticsbyjim.com/
regression/low-r-squared-regression), and Martin, Karen Grace (2013), behavioural studies
sometimes face this challenge of low R squared value which cannot be always termed as a problem.
According to Jim, studies that attempt to predict human behaviour generally have R squared values
less than 50%. This is because it is difficult to predict human behaviour and attempts to increase the R
squared value comes at the cost of misleading regression coefficients, p-values and R squared. Hence,
according to the statisticians, low R squared does not negate the importance of any significant
variables. Even with a low R squared, statistically significant p-values continue to identify
relationships and coefficients have the same interpretation.
As per the output of SPSS, p-value is significant for all the models which supports the hypothesis.
However, low R squared values (.108 between Altruism and POS) reveals that only 10.8 per cent
variation in OCB_Altruism (Dependant variable) is due to POS (Predictor), (.146 between Courtesy
and POS) reveals that only 14.6 per cent variation in OCB_Courtesy (Dependant variable) is due to
POS (Predictor), (.070 between Conscientiousness and POS) reveals that only 7 per cent variation in
OCB_ Conscientiousness (Dependant variable) is due to POS (Predictor), (.121 between
Sportsmanship behaviour and POS) reveals that only 12.1 per cent variation in OCB_Sportsmanship
(Dependant variable) is due to POS (Predictor), and (.164 between Civic Virtue and POS) reveals that
only 16.4 per cent variation in OCB_Civic Virtue (Dependant variable) is due to POS (Predictor).
Hence, it can be concluded that the perceived organisational support has a positive impact on the
organisational citizenship behaviour of employees, however, low R squared values signify that there
may be other contributory factors which play a dominant role. Further study needs to be undertaken in
future to find out those contributory factors.
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DISCUSSION
Perceived Organisational Support has gained lot of attention in the organisation theories and its impact
on the citizenship behaviour of employees. It has been proved in literature that it helps enhancing the
extra role behaviours amongst the employees. If the employees believe that the organisation would
take care of its employees when in need, the employees do not hesitate in extra role behaviours; i.e.
enhanced organisational citizenship behaviours which eventually are beneficial for the organisational
growth. Perception about organisational support cannot be enhanced by mere monetary benefits to
employees, research studies have proved that it can be enhanced by those small gestures/acts from the
organisation that leave a lasting impact on not only the beneficiary but also spreads a message of
organisations commitment towards its employees and their well being. It would be apt to mention
about the book Employees First, Customers Second : Turning Conventional Management Upside
Down written by Vineet Nayar - HCLT's celebrated CEO. In this thought provoking HBR publication,
he has mentioned about the importance of putting employees first and customers second. This strategy
sparked a revolution at HCL Technologies. In this book, Nayar explains how he and his team
implemented the employee first philosophy by “creating a sense of urgency by enabling the employees
to see the truth of the company's current state as well as feel the "romance" of its possible future state,
creating a culture of trust by pushing the envelope of transparency in communication and information
sharing, etc (Nayar, 2010). This employee first philosophy connects to the perceived organisational
support where employees feel valued and hence display extra role behaviours. Given the demanding
and stressful conditions in which the health care professionals work in hospitals, innovative HR
practices may help motivating, engaging and enhancing the productivity of the service providers.
MANAGERIAL IMPLICATIONS
The service providers in the healthcare sector experience high stress levels due to the demanding
nature of their job. This has an adverse impact on motivation and productivity of the service providers,
resulting into negative impact on the organisation. Hence, it becomes imperative to adopt practices that
may help improve the behaviour of the employees in the favour of the organisation. This research may
throw some light on the importance of enhancing organisational citizenship behaviours through
perceived organisational support amongst care and cure professionals working in the health care
sector.
LIMITATIONS
The study was based in and around Dehradun only and with a limited sample size. This may be
increased with wider network of hospitals, across the country and responses from a sizeable number of
care and cure professionals may be taken.
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ABSTRACT
Background: This paper is an effort to analyze cashless payment vs Conventional payment system in
India. The current study focuses on the challenges and threats faced by Indian consumer while using
digital money. The paper highlights the buying patter of consumer in context to cashless and
conventional payment system.
Methods: In the current study theoretical model is constructed reviewing different journals based on
cashless as well as conventional payment system. The study evaluates factor effecting purchase
decision in light of variables associated with payment mode. Primary as well as secondary data is used
for framing the conceptual theory which emphasizes on associating factors for the use of card or cash
as medium for purchase. The studies also focus on cashless payment and its impact on consumer. The
study is based on quantitative research. The sample size chosen is 500 based on standard deviation of
the pilot study. SPSS 19.0 is used in the current study for the analysis of quantitative data. Reliability
analysis is used for measuring consistency of the questionnaire. Correlation test is used to find the
association between independent and dependent variables.
Results: The study evaluates the most promising factor for payment option in contrast to card and
cash.
Keywords: Cashless Payment, Conventional Payment System, Organized Retail Stores, Buying
Behavior, Electronic Payment System.
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Conclusion: Based on the findings, possible policy recommendation would be suggested for
encouraging the use of plastic money.
1.1. INTRODUCTION
The Digital India program is a flagship program of the Government of India with a vision to transform
India into a digitally empowered society and knowledge economy but recently the “cashless economy”
is increasing as of matter of discussion in media. It is matter of debate in our society for several decades
now its impacts and implication. However futurists expect that cashless society will reach higher
degree of acceptance and the cash transaction will expect to decline (Worthington, 1995). But still
there are critical issues related to security and privacy associated to cashless payment as matter of
concern in context to payment. Today Consumers have an opportunity to pay for purchases either by
cash or from card. Recently conventional payment mechanism like card payment is increasing with the
increase of technology as well as change of life style (Green 1997). During recent years it has been
noticed that new generation like the payment mechanism of smart cards and EPS which represents a
significant proportion of transaction (Marlin 1998). Consumer now a day’s more likely to choose
credit card for purchasing consumer durable products other than short lived product. In addition to the
choice of payment which is either driven simple consideration which is convenience like acceptability,
accessibility or habit or it could be accidental like payment made through when sufficient amount is not
available in one’s wallet. Some researches proposed that consumer experience psychological pain
while paying through cash. Although when credit card is used as a payment instrument the feeling of
value loss diminished but as payment system changes from card to cash the association changes. This
implied that understanding the associations of people with cash is different to those with electronic
systems. When dealing with notes and coins the psychological pattern of a consumer differs as
expressed while purchasing by electronic system (Snelders, Lea, Webley and Hussein 1992).
In Jan 2016 approx. 571 Million debit card were been available with the residents. Debit cards are
hugely popular as compared to credit card. Credit cards are mostly owned by Corporate and Formal
sector guys. The present government is promoting use of debit cards and enabling the cashless payment
through POS. It is expected that the card holders will go up considerably by 2020. Less than 1% of the
population currently holds credit cards in India. As per data released by Reserve Bank of India on
March 2016, there are approx. 245 million active credit cards issued by Indian Banks.
2.1. LITERATURE REVIEW
2.1.1 Initiation of Electronic Payment System
Kerridge, K. S., & Gillen, J. (2013) define methods of enabling systems, apparatuses, and secure
payment transactions as an electronic payment system, and ways to share secure documents through a
mobile device, for example a mobile telephone, smartphone, cellular telephone, other wireless device ,
Near Field Communications (NFC) devices, or the like.
Russell (1975) mentioned that until the 1950s that third party cards started, first travel entertainment
cards and then as bank cards. During the 1960s Visa and MasterCard largely eliminated competition
and established network with the bank credit card industry. In 1970s the use of credit card facilitates
exchanges and initiated social comment and research.
2.1.2. Buying Behavior in Context to Electronic Payment System
According to a report published by European Central Bank (2014) on the amount and types of
transactions carried out in Euro zone in 2012 36.39% were through card payment system 28.65%
through direct payment system and 2.32% through E payment.
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Liébana-Cabanillas, F., et. al (2018), in their study mentioned that there are 3 dimensions in cashless
payment, psychological dimension (social image and subjective norm), perceived benefit and
perceived risk.
Whereas Parhonyi et al. (2005) mentioned 2 dimensions, technical (ease of use and convenience,
scalability, anonymity, reliability, interoperability security) and non-technical dimension (privacy
concern and security coverage). Venkatesh et al. (2003) proposed a fundamental model for factors in
user technology acceptance where he expressed Individual’s reaction to use information technology
which is influenced by actual use of Information technology and individual reaction to use information
technology will further lead to Intention to use information technologies. Fishbein and Ajzen (1975),
proposed the theory of reasoned action which states adoption of new technologies influence user
behavior. In the theory attitude and subjective norms influence behavioral intention. Attitude is
influenced by behavioral belief supported by outcome evaluation. Subjective norms are influenced by
normative belief supported by motivation to comply. Moor and Benbasat (1991), proposed perceived
characteristics theory that people accept innovations which have a competitive advantage, testable,
compatibility, observable, and less complexity. Eastin (2002) in his research mentioned factors
influencing the adoption cashless payment system are perceived convenience, previous experience,
profit confidence and internet use.
2.2.3. Impact of Electronic Payment System on Purchase Decision
Prelec and Simester (1998) made an experiment which proved that willingness-to-pay is significantly
higher in the credit-card as compared with the cash keeping the other conditions as constant. The
previous researches conducted by (Prelec and Loewenstein, 1998; Raghubir and Srivastava, 2008;
Soman, 2003; Thomas, Desai and Seenivasan, 2011; Zellermayer, 1996) states that the physicality of
cash creates an acute awareness that something of value is being transferred. Thaler (1999) stated
about mental accounting where individual categorize, creates code and then evaluate economic
outcomes. He further expressed that people subjectively frame a transaction in their mind to determine
the benefits and degree of satisfaction they expect to receive. Feinberg (1986) stated that the use of
electronic money increases the propensity to spend more as compared to cash. Feinberg (1986) in his
examined the amount of tips left by card payers and cash payers customers at a restaurant, found that
average credit card customers left larger tips. Soman (2001) examined that those who generally use
credit as a mode of payment spends more on purchase as when payment mode changes to cheque.
2.3.4. Risk associated with Electronic Payment System
Q Yang et.al (2015) in their study mention that the consumers choose electronic payment system or its
convenience of use and time saving but there is a perception of functional risk as the customer care
more about reliability of the electronic payment system. Further, they say that e-services which are less
risky will trusted more thereby used more. Economic risk, functional risk and privacy are the three
most important factors that a consumer perceives before doing an online transaction.
Gopal et.al (2004) in their study mentioned that digital piracy is a byproduct of digitalized world. There
is a major threat of cyber-crime in India India is the fastest emerging major hub of cyber-crime as
recession has driven software experts to tends towards cyber-crimes though electronic scams that
claimed a study by researchers at the University of Brighton. The study titled 'Crime Online: cybercrime and Illegal Innovation', states that cyber-crime in countries like India, China, Brazil and Russia
is a cause of "particular concern" and that there has been a "leap in cyber-crime" in India in recent
years, which is partly been fuelled by large number of call centers. The major cyber-crimes which is
reported in India are the denial of services, defacement of the websites, SPAM, computer virus, Trojan
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horse, worms, pornography, cyber-squatting, cyber stalking and phishing. India's home PC owners are
mostly targeted sector of its 37.7 million Internet users. 86% of the total attacks are laid by Mumbai and
Delhi.
2.3.5. Types of Scam Using Credit/Debit Card
Credit card fraud comes in different forms and shapes, including the fraud which involves using a debit
and credit card of some description, and others. There are various reasons for payment card fraud.
Some frauds are designed to obtain funds from the accounts whereas the other wishes to obtain goods
for free. It is a matter of concern that credit card fraud is very closely linked with identity theft. As per
Federal Trade Commission 5% of the people over 16 in US have been or will be the victim of the
identity theft. It was found that there had been 21% growth in prevalence of the identity theft in 2008.
2.3.5.1. Types of Card Fraud
(I)

Application Fraud- Application fraud happens when other people apply for credit or a new
credit card by your name.

(II)

Electronic or Manual Credit Card Imprints- This is type of fraud where someone skims the
information that is placed on the magnetic strip of the card and use to make a fake card.

(III)

CNP (Card Not Present) Fraud- A type of credit card scam in which the customer does not
physically present the card to the merchant during the fraudulent transaction.

(IV)

Lost and Stolen Card Fraud – Here, card will be theft or because an individual loses it.

(V)

Card ID Theft – This happens when the details of the card become known to the criminals.

(VI)

Mail Non-Receipt Card Fraud - In this case when an individual is expecting a new card or
replacement of old card and criminal is able to intercept these.

(VII)

Assumed Identity - Criminal will use temporary address & false name to obtain the credit
card.

(VIII)

Doctored Cards - A doctored card is a type of card whereby a strong magnet has erased its
metallic stripe. Criminals generally do this and then manage to change the details on the card
itself so that they match those of valid cards.

(IX)

Account Takeover – this is the most common forms of credit card fraud where criminal will
manage to get hold of all of the information and relevant documents of an individual. This is
done while online shopping or another. They will further contact the bank and pretend to be
the owner of the card and requesting them to change the address. They will provide the proof
of identity and ask to replace the card. Once the bank is confirmed about the identity of the
customer they approve the address change request and new card will be sent to the fraud and
then the scam begins.

3.1. RESEARCH METHODOLOGY
3.1.1. Scope of the Study
The research is conducted in India selecting five major cities of Uttar Pradesh including Lucknow,
Kanpur, Allahabad, Aligarh, and Noida.
3.1.2. Objective of the Study
1.

To examine ease of usage and usefulness of electronic payment system.
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2.

To evaluate the risk involved with the electronic payment system.

3.

To analyze the benefits and charges incurred while doing cashless payment.

4.

To study the factors like mobility and level of confidence while using electronic payment system

3.1.3 Limitation
The sample size chosen focus only those who were found shopping in the mall where as rural market
was not taken into consideration which limits the research. Only Uttar Pradesh was being targeted
where as other states were not taken into consideration.
4.1.4. RESEARCH METHOD
4.1.4.1. Research Design
The research is designed in a coherent and logical way ensuring the problem to be addressed which will
constitutes the blueprint for data collection its measurement, and analysis of data comprising with data
interpretation.
4.1.4.2. Data Collection
Primary as well as secondary data is used in this research. Secondary data is collected from government
sites as well as from published and unpublished reports where as primary data is collected by
questionnaire and observation.
4.1.4.3. Population And Sample Size of The Study
The sample decided were 500 chosen from 5 major cities of Uttar Pradesh as mentioned above. 100
samples were chosen judgmentally who were identified shopping in malls. Convenience sampling was
used for filling the questionnaire. 1 Mall is chosen from each city judgmentally.
4.1.4.4 Questionnaire and Response Rate

Fig1: Questionnaire and Response Rate
4.1.4.4. Hypothesis Proposed
H0: There is no association between ease of use and type of payment.

Jaipuria Institute of Management

Management Dynamics, Volume 19, Number 1 (2019)

50

Saiyid Saif Abbas Abidi &
Syed Md Faisal Ali Khan

H1: There is association between ease of use and type of payment.
H0: There is no relation between usefulness and type of payment.
H1: There is a relation between usefulness and type of payment.
H0: There is no association between security & privacy and type of payment.
H1: There is association between security & privacy and type of payment.
H0: There is no relation between exchange & refunds and type of Payment.
H1: There is a relation between exchange & refunds and type of Payment
H0: There is no association between cost and other surcharges and type of payment.
H1: There is association between cost and other surcharges and type of payment.
H0: There is no relation between mobility and type of payment.
H1: There is a relation between mobility and type of payment
H0: There is no association between confidence and type of payment.
H1: There is association between confidence and type of payment.
4.1. Data Analysis and Interpretation
On 9 Nov 2016 Indian Government announced demonetization of Rs 500 and Rs 1000 note with a
vision to check black money in the economic system. Currently the government is trying to promote
cashless transactions to keep record of all transaction and to reduce usage of black money.
4.1.1 Card Transactions in India

Demonetization
Fig2: Source RBI: https://www.rbi.org.in/scripts/ATMView.aspx?atmid=67
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Fig 3: Payment System in India
Table 1: Reliability analysis
Variables

Items

Mean

SD

Cronbach’s Alpha

Ease of Use

4

47.68

12.66

0.940

Usefulness

5

52.09

10.99

0.905

Security and Privacy

4

16.41

5.80

0.947

Exchange and Refunds

1

15.69

3.65

0.861

Cost and Other Surcharges

2

12.22

4.55

0.902

Mobility

1

10.11

3.11

0.866

Confidence of making payment

1

11.33

4.11

0.871

Overall

18

165.53

6.41

0.899
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Reliability analysis is used to measure the internal consistency ("reliability") of the questionnaire. As
the questionnaire framed is based on likert scale. To have consistency coefficient alpha value should be
more than 0.05. If the coefficient value is less than 0.5 then the value is usually unacceptable, especially
for scales purporting to be one-dimensional. In the current reliability it is observed that the coefficient
value of alpha in all the cases are above 0.05 so it can be drawn that questionnaire are highly consistent
and reliable..
4.1.2. Cashless Payment Vs Conventional Payment System
Table 2: Cashless Payment
Parameters

Z-Score Mean± Standard

Deviation

Inference

Ease of use

Easy to make payment.

0.001±1.001

Agreed

Easy to manage amount.

0.000±1.001

Agreed

Widely been accepted merchandise.

-0.002±1.001

Not Agreed

Payment mechanism is fast.

0.002±1.001

Agreed

It adds to the benefits with banks.

0.003±0.999

Agreed

It builds my credentials.

0.001±1.001

Agreed

Helps in getting discounts and offers.

0.001±1.001

Agreed

Easy to track past transaction.

0.002+1.000

Agreed

Easier to control my expenses.

-0.002±1.001

Not Agreed

Security and

My personal information is secured.

-0.001±1.001

Not Agreed

privacy

My credentials will free from any breach.

-0.002±0.999

Not Agreed

There are systems to protect from hacking.

-0.002±1.001

Not Agreed

There will be surveillance on amount
of transaction.

-0.003±0.999

Not Agreed

Exchange and
refunds

The amount is easily received once
product is returned.

-0.003±0.999

Not Agreed

Cost and Other

Transaction charges applied on payment

0.002±1.001

Agreed

surcharges

Transaction limit defined.

-0.001±1.001

Not Agreed

Mobility

I can take it easily wherever I want without fear

0.001±1.001

Agreed

Confidence

While making Payment I feel confidence

-0.001±1.001

Not Agreed

usefulness
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The table given above shows the Mean Z-Score of the Likert Scale of each parameter within each
variable, here the positive average Z-Score infers that the respondents comprise of all the groups. As in
cashless economy we can see that there are several factors where consumers agreed as well as to some
factors do not agreed. Ease of use, mobility and usefulness are mostly acceptable variable by the
consumer whereas security and exchange are the variable where consumer are not satisfied or do not
agree with the parameter.
Table 3: Conventional Payment System
Parameters

Z-Score Mean± Standard

Deviation

Inference

Ease of use

It is always easy to make payment.

0.002±1.001

Agreed

It is easy to manage amount.

0.001±1.001

Agreed

Payment system widely been accepted by
all merchandise.

0.001±1.001

Agreed

Payment mechanism is fast.

0.002±1.001

Agreed

It adds to the benefits with banks.

-0.002±1.001

Not Agreed

It builds my credentials.

-0.002±1.001

Not Agreed

Helps in getting discounts and offers.

0.001±1.001

Agreed

Easy to track past transaction.

-0.002±1.001

Not Agreed

Easier to control my expenses.

0.003±0.999

Agreed

Security and

My personal information is secured.

0.001±1.001

Agreed

privacy

My credentials is free from any breach.

0.002+1.000

Agreed

There is no threat of hack.

0.002±1.001

Agreed

There will be surveillance on amount
of transaction.

0.001±1.001

Agreed

Exchange
and refunds

The amount is easily received once
product is returned

0.001±1.001

Agreed

Cost and Other

Transaction charges applied on payment.

-0.002±1.001

Not Agreed

surcharges

Transaction limit defined.

0.001±1.001

Not Agreed

Mobility

I can take it easily wherever I want without fear

-0.002±0.999

Not Agreed

Confidence

While making Payment I feel confidence

0.002±1.001

Agreed

usefulness

As in case of conventional economy we can see that mostly consumer are satisfied with factors in
which they agreed with upon the variables. The factors upon which consumer do not agreed with the
conventional payment system are add on benefits with the bank, difficult to track past transactions as
well as mobility with heavy cash.
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Table 4: Hypothesis Testing using Correlation Test
Variables

Type of Payment

Mean

SD

tValue

PValue

Hypothesis
Acceptance /
Rejection

Ease of Use

Cashless Payment

3.11

0.70

4.174

0.000

H0 Rejected

Conventional Payment

3.01

0.60

Cashless Payment

3.20

0.85

3.939

0.003

H0 Rejected

Conventional Payment

2.85

0.51

Security and

Cashless Payment

3.15

0.82

4.489

0.000

H0 Rejected

Privacy

Conventional Payment

2.90

0.52

Exchange and

Cashless Payment

2.91

0.56

0.011

0.090

H1 Accepted

Refunds

Conventional Payment

2.91

0.81

Cost and Other

Cashless Payment

3.15

0.55

0.001

0.088

H1 Accepted

Surcharges

Conventional Payment

2.98

0.74

Mobility

Cashless Payment

3.01

0.75

3.965

0.003

H0 Rejected

Conventional Payment

3.22

0.71

Confidence of

Cashless Payment

3.01

0.91

4.178

0.001

H0 Rejected

making payment

Conventional Payment

3.25

0.70

Usefulness

Here Pearson correlation test is used to measure the linear correlation between variables and type of
payments. The derived p value in the above table is less than the conventional 5% (P<0.05) in majority
of the variables hence we reject the null hypothesis and there is a significant correlation. So we can say
that proposed variables are associated with the type of payment.
5. FINDINGS AND CONCLUSION
The study has empirically investigated cashless payment as well as conventional payment system in
India. This study examines the role(s) and impact of cashless payment in contrast to conventional
payment system. The research reports the choice of preference as a mode of transaction during the
shopping. The concept of cashless payment is to facilitate the transaction and make the economy more
transparent in the economic system. As in current studies it has been mentioned that there are 7 factors
that are associated with the behavioral pattern of payment which includes ease of use, usefulness,
security & privacy, exchange & refunds, cost & surcharges, mobility and confidence. These are the
factors which govern the choice of payment mode as well as influence the payment mechanism. When
payment mode is credit card it has been observed that the consumer basket value increases as compared
to payment done by hard cash. Country like India where still cash payment is dominated due to the
reason that electronic payment mechanism is still not been accepted by majority of people on the other
hand there are several risk that associated with the use of electronic payment system. Security
measures are been taken by banks and concern authority to arrest scam and phishing but the dissonance
in customer’s mind still predominates. When customer is forced to use card as a mode of payment due
to demonetization of the currency the electronic payment increased but once the currency notes were
made available the EPS declined. There are several reasons which resist an individual to use EPS
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which includes security and privacy, exchange and refunds and bank charges whereas ease of use,
usefulness and mobility influence an individual to use EPS. On the other hand conventional payment is
supported by ease of use, security and privacy, exchange and refunds and confidence in making
payment.
6. POLICY RECOMMENDATIONS
1.

To increase cashless transactions, POS machines should be made mandatory for all retailers.

2.

To check fraud, online banking systems & EPS should be made robust.

3.

There should be no surcharges on cashless transactions and add on benefits need to be given to the
customers while using EPS.

4.

To encourage cashless transactions, there should be a benefit system for the retailers as well.

5.

For seamless transactions, fast and trouble free internet connectivity should be available in all
places.

6.

Consumer awareness program should be launched to educate the consumer while using EPS its
benefits and risk association to minimize the cyber-crime.

7.

Consumer grievance cell should be setup with an objective to handle cyber-crime and ensure
immediate settlement of dispute with the bank and other third party payment system.
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