Revitalization of Business Strategy

1n

Emerging Economies

. Department of Public Policy and
Governance (DPPG)
B.K. School of




Revitalizqt;
I|zatlon of Business Strat
egy

— .

—

Emer ging Economies

Editor
Dr. Nilam Panchal

Department of Public Policy and
Governance (DPPG)

@ B.K. School of
‘ Professional and Management Studies

B X SCHOGL OF PROFESSIONAL K MANAGEMENT STUBIES 6 G UJA RAT UNIVERSITY
Ahmedabad, Gujarat

ExCEL INDIA PUBLISHERS
New DELHI



First Imprcssion: March 2021

Edition: 1

Copvright © 2021 Authors

Revitalization of Business Strategy in Emerging Economies

ISBN: 978—81-952843-1—3 (Paperback)

publication may be reproduced or transmitted in any form by
4 .‘r aﬂ\' m
J Can\

No part of this
ecording, or any information st
s )rage 3nd

ctronic of mechanical, including photocopy, r

ele
permission in writing from the copyright owners

cetrieval system, without

DISCLAIMER

nsible for the contents of the papers compiled in this v
3 \TD um(:‘

The authors are solely respo
ke anv responsibility for the i
) same .
y resp I any manner. Fyy,,
b

editors do not ta
entional and readers are requested to communicate such err

Ors 1 19) Ih

€

The publishers or
if any, are purely unint
editors or publishers to avoid discrepancies in future.

Published by

EXCEL INDIA PUBLISHERS
. 91 A, Ground Floor
Pratik Market, Munirka, New Delhi-110067

Tel: +91-11-2671 1755/ 2755/ 3755/ 5755
Cell: 9899127755, 9999609755, 9910757755
Fax: +91-11-2671 6755

E-mail: publishing@groupexcelindia.com
Web: www.groupexcelindia.com

Typeset by
Excel Prepress Services, New Delhi-110 067

E-matl: production@groupexcehndia.com

Printed by
Excel Printing Universe, New Delhi—110 067

E-mail: prmting@groupexcehndia.com



Contents

Foreword
Acknowledgements
Prologue

iii

SECTIDN I: FINANCIAL STRATEGY IN EMERGING ECONDMIES

1.

Study on Customer Satisfaction Related to Online
Trading during COVID-19
Amrin Karwanaiya, Latika Karnani and Foram Shah

Factors Affecting toward Attitude of LIC Policy
Holders at Ahmedabad City
Dr. Nirav R. Joshi

Individual’s Perspective Towards the Impact of
Appraisals on Financial Performance of the Entity
Abhishek Shah and Sagar Shah

A Study of Investment Awareness and Pattern
of Savings and Investment in Rural Areas
Modhwadiya Santok Noghan and Darshini Dave

Factors Affecting Success of Mobile Banking
Applications: A Qualitative Approach
Minakshi Singla Gupta and Dr. Nilam Panchal

SECTION II: MEDIA, TECHNOLOGY AND DIGITALIZATION IN EMERGING ECONOMIES

21

30

39

45

6.

An Analytical Study of Determinants of Perceived
Credibility of News in English Print Dailies in the City
of Ahmedabad

Nishkarsh S. Pandey

OTT Platforms: Technology and the Booming
New Indian Entertainment Industry
Dr. Komal H. Shah and Bharat Jadav

A Study on Gujarati Media Consumption
Paresh Munjani and Jaykumar Kheradiya

COVID-19 and Banking Sector in India: A Review of
Literature '
Vandana Buddhadev and Rashmi Khodani

Xiii

57

67

73

87



R N AT S i v,

Contents

10. Employee and Employer Branding in Digital Era

11.

Dr. Bijal Zaveri and Manisha J. Raval

Memes Impacting on Political Branding
in Generation Y
Raj Wyas

SECTION III: CONSUMER BEHAVIOR IN EMERGING ECONOMIES

12.

13.

14.

Evaluating the Factors Affecting the Selection

of Sustainable Public Transport System based on an
Integrated AHP and Fuzzy TOPSIS Approach

Anuja Ajayprakash Gupta

Consumer Awareness towards Bamboo based
Products: A Step towards Attaining Environmental
Sustainability

Shachi Mishra and Prateek Kanchan

Impact of Advertisements on Consumer Buying
Behavior: A Competitive Study of Cosmetic Market
Mohit Savaliya, Brijesh Apat, Feny Patel and Shweta Rathwa

SECTION IV: MARKETING STRATEGY IN EMERGING ECONOMIES

104

11

129

141

156

15.

16.

17.

18.

Green Marketing in India: Opportunities and
Impediments
Dharmik Vaishnav

Digital Marketing: Present Perspective of India
Darshini Dave and Vadan Vala

Alternative Strategies for Contemporary Marketing for
Entrepreneurs

Dr. Monali Chatterjee, Dr. Pawan K. Chugan and Anuja Gupta

The Digital Shift in Pharma Marketing
Shagun Gautam

AUTHOR INDEX

Xiv

169

177

182

194

200

r-;’l}‘_if-"i:l‘:



0

Factors Affecting Success of Mobile Banking
Applications: A Qualitative Approach

Minakshi Singla Gupta' and Dr. Nilam Panchal?
iDoctorate, B.K. School of Professional and Management Studies

2Associate Professor, B.K. School of Professional and Management Studies

/-—- .

Abstract—-The emergence and penetration of Information technology (IT) is gaining momentum
in today's business life and each and every business is putting efforts for reaching and serving their
customers most effectively, to remain in the pace of competition, these requirements have forced
each and every business to adopt Information technology to reach to their goals. Banking business
is also adopting the technology very rapidly; adoption of mobile banking applications is a part of
that drive. Banks are incurring huge expenditures on establishing the mobile banking application
to penetrate banking services through mobile phone devices. This study is mainly concerned with
analysis of determinants of success of these mobile banking applications in providing customer
satisfaction and bringing loyalty among customers regarding the services of particular bank. In this
study primary data regarding the views of mobile banking customers for the services and system
established for providing these services is collected with the help of collection of reviews of various
users while downloading the apps from Android and IOS tune platform and with the help of
questionnaire method. In this study content analysis and principal component analysis is used to
find out the main components to measure the success of mobile banking apps. This study stated that
system quality, information quality and service quality are the main factors that affect the success of

mobile banking applications.

Keywords: Mobile banking, Applications, Information System, factors, determinants, banking
applications

1. Introduction

Banking sector is increasing its expenditure on information technology in terms of establishing
new applications for the usage of mobile banking in the era of economic downturns due to
demonetisation. These economic conditions and increasing competition among the various
financial institutions are putting pressure on the organisations to reduce their cost. so it
becomes necessary for organisations to analyse the success and to do the cost-benefit analysis
of the Information System (IS) used. The impact of this Information System (IS) is always
indirect and can be measured and influenced by human aspect of the organisation, making the

measurement of success and working of information System (IS) a complex and necessary step

in any of the organisation. There are many ways to measure the success of Information System

like return on investment as traditional method, and mesuring all the tangible and intangible
benefits of the IS by adopting models created by researchers like model of Delone and McLean,

1992; model of Seddon, 1997; and model of Ballantine et al., 1996. This study is concerned

with analysing various detriminants of success of Information System (IS) used by banking

sector to penetrate mobile banking with the help of DeL.one and McLean model.

45



es

strate “merging Economi
Strategy n Emerging =T o

I'ir'.:vn.'-zhl_anoq“qf. Bu;mms
S -
2. Literature Revi | N ‘ -
been conducted to examine the success of IS m(c)ldel at md“’idua|

)& inly used t

aanization level. Moreover, the D&M model Wés ljnamy o (¢ a”a.lyse the
hio of < af both the individual and organization level. Many studies han,
. evaluating utilitarian mode of Information Syster,

T sdated D& M model is a useful framework to understand the key success dlmenSiOnS
'he updated D8 s. but other researches should be done to Measy,
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found that D&M model is very successful in
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& McLean, 2008).

Masoner, Lang, & Melcher, (201 1) stated th

i atisfaction in factors that
quality and user satisfaction as main dell 1cc '
(IS). Among all these variables information quality is the main independent variable and th,

user satisfaction as depandent variable that affect the success of ény inf01fmation system. Nok
& Lee, (2016) has mainly focused on the intentions of the mobile banking Use'rs toward the
acceptance of mobile banking app. This study focused on the factors tlf’at mainly affect the
intentions of the users to continue the usage of mobile banking app with the help of using
information system success and modified technology acceptance model. In this study, main
emphasis was given to information quality, service quality, intention to use and trust. Attempts
were made to establish the relationship among them. This study established that attitude of
the customers toward banking application information and service quality, significantly affect
consumer’s intention to use mobile banking application. It was stated in this study that service
quality played major role and both the models viz. Information System (IS) success model and
technology acceptance model (TAM) were able to explain the behavior of the consumer in this
study. Tam & Oliveira, (2016) suggested a model to find out the impact of mobile banking on
individual performance of individuals by combining D&M model and TTF (Task Technology
Fit) models. This study stated that system quality, information quality and system quality all are
having positive impact on user satisfaction: system quality, information quality and TTF affect
use of mobile banking. Task characteristics, technology characteristics, system quality and
information quality positively impact TTF of mobile banking and it was also found in this study
that use of mobile banking and user satisfaction have positive impact on individual performance.
moreover moderating effects of TTF also impact individual performance of the users. This study
stated that for any mobile manager to retain their customers to mobile banking; it is important
S;::etr:"i{i‘:;:fn"ﬁ *vstem duality, information quality and Task Technology Fit (TTF) of
S . - A., (2016) in this study used the Information System (IS) success model 0
measure the success of Mobile ~Health application. It was found in thi .t ontion t0
continue the system depends upon the perceived val ey thaF mterl nd
positive perceived values are having positive si vfa e O.f 1y emipnd us.er sa.t leacnog-;ati
& Kurniasih, (2014) mainly focused on findingm o s ne LIt Gatisfachion. B f

g the factors that mainly affect the success ©

at information quality, perceived usefulness, syster,
define the success of any information systep,
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Factors Affecting Success of Mobile Banking Applications' A Qualitative Approach

ihe mobile banking app of selected Indonesian banks viz. Permata bank Surakarta with the
help of Delone and McLean Information Success model. Various statistical tools were used to
measure the success of the banking application- such as Structural Equation Modeling (SEM).
Chi square. Cronbach’s Alpha and regression analysis. In this study the old version of D & M
model was used, system quality consisted components ease-of-use. preferences, security and
response time. and relevance, accuracy, information diversity and completeness were taken as
the components of information quality. it was found that System quality variables had no impact
on use but had impact toward user satisfaction(needs, efficiency. effectiveness and enjoyment):
information quality had an impact on both use and user satisfaction: It was also found in this
study that user satisfaction and net benefits do not affect use. This study stated that it's not the
use but the user satisfaction that mainly affect the net benefits in terms of total benefit minus
the cost to get the benefit.efficiency, performance quality and knowledge development of the
customers. So it was concluded that D&M model is not apt for measuring the success of the
mobile banking app. Chatterjee et al. (2009) replaced information quality with content quality
{or nature of work), arguing that the characteristics of healthcare work, such as time pressure
and task complexity. also play an important role. Other modifications involved investigating
net benefits. Lin H.F, (2008) suggested member loyalty as a net benefit, claiming that loyalty
was a more appropriate indicator of virtual community effectiveness. In this study, information
quality and system quality were found to affect satisfaction, which in turn determined loyalty.
Wang Y.S., (2008), perceived value and intention to continue using were treated as net benefits.
Floropoulos, Spathis, Halvatzis, and Tsipouridou examined perceived usefulness as a benefit of
using information systems, claiming that “if a system is used. it must be useful, and therefore
successful.” Halawi et al. (2007) replaced information quality and net benefits with knowledge
quality and success when assessing the success of knowledge management systems.

3. Objectives of the Study

The main objective of this study is to findin
required for the success of Mobile Banking applications of Indian banks.

g major components/determinants and factor

able model to analyzing the success of Information

This study also focused on finding suit
blishing mobile banking services.

System adopted by various banks in esta

4. Research Methodology

4.1. Research Design

This study is exploratory in nature. This research design uses the qualitative techniques, here
atternpts are made to find out components required for the success of the Mobile banking
app by recording the reviews of the users of these applications about the service quality and
success of these apps from two platforms android and I0S Tunes, so this is an exploratory

study in nature.
47



R mﬁ‘f‘ T

£2 Sample Sclecton and Data Collection
s 3 - v

) VETIOUR Sor A .
CASIOTRES 3 DETRS s
e

W SRTANTE N
b 4 i TR A S . Y R 2
- R— -~ ey 3y T X M i h
e HARRRS BN eedasis o A0 SOt e IO = N R SR N
4.3 Scansntc
I s st OO IRV Yl fallb 1o VEATIOUS SUCTERS TACTO O the 3o
.
2. Anabosis
1. Coding Scheme 1: Preliminary Data Anah

I T INST DT 0 TN SIuT WOIRRS OF The custorers abowt the Derformance of amica
e e N T LT S e, S a2 o 14 bl — — o S ™~ TN ~ -
SPCRD DETRS hhe . KA Dar, 0P WS "'L‘ Y A OD3ATOGA. U '\ ANC AR R
WER TDERIIAl Tom androad and 10K

NRUBOUT andg ORI

\

-y . <X . 4 -

e rmree: 2 NP . By~ mm e ad -

Sl IODES Wi IEEADK T 23Tl g EDDACATION \t\ banks O ANSTNC B

— .

BN vy i — TV T e g LS W vmen - R

Foal AT ::5:.‘.,‘.-\, o= DI Thaoes TARMAR WiIOTS 2 LI O & TONS Dady 5 QM. e TSNS Wy

- ’ o .-

PR ERTND T o3 g T3 OFTIIT e ) o~ T - ) <« % a ~ =

VBREIE TTom (30der 23 2013 10 Marcs 2017 as TR were collected on 13" Mams 207

o -
ol S merusd . o )
TSR TR and then these reviews weme Q00ed on T

JBSS I meEnnhTa phreses. ke “Runhish Ser

Dase was mogded B prodie T loge N Ser Inendh

i
Cen? staff

Hal ol 28 codes wers i &
v 3B mital o 2% SQaES were Fenerated Tom ¢

EIRaE o SA haw
d:rxam-s-'*e?&w«x o al ather Samikine I 8l e

QS &0 were \0&}: ='\f nee I -
AT e SRENeW codes of IMPS
NS Sharges. U orobier were 233 ol _\_" N 10l there were 66 ) R

IS

3o reduor e rad LNGENCES These codes W

RIS Co0es of commariniline w

SR T § 3

N &w‘: S :\.. SR
other ‘Wr«\ and compaa; 3 h
IOGEI Under oo manitiiiTe heme. Codes of

Deme. Coges o login oeohie

"
2IONSS W o1

SOy
T““;" under spead

<3 ’\\‘ :t..\w'w »

\.&.i\{

WDy 3 o anT faes

SN

3 ™ Prodlem, re-rogisran fon
WER roupec umder Titial cperafions. Al she

: ) : R C(3€5 W ‘;\:\\L{ 4
Sudmhesnes under Cading Scheme-2. These themes | inchade compastge, themes anc N

’“?".n’\v“;—‘,. -?‘ o T .
T SO TunThionatin VOATOr Semc

» and oihers

&3




Factors Affecting Success of Mobile Banking Applications: A Qualitative Approach

5.3. Coding Scheme 3: Refinement Based on Literature Review

In the coding Scheme-2 to reduce redundancies and to add the overlooked th list of
themes was prepared based on all the existing theories, models and available literzrtzeresz a'\l‘: 3
of technical quality and functional quality and service environment were taken from. Noerc?'e
model (Gronroos, 1984). Reliability, Responsiveness, Assurances, Empathy, and Tan ib:li;;
themes were taken from SERVQUAL model (Parasuraman, Zeithar-nl & Bem-” 1985) Sgystem
availability, efficiency, fulfillment and privacy were taken from E-S-QUAL modelﬁrespons'iveness.
contact and compensation from E-RecS-Qual model. Themes of system quality, information
quality, service quality, and System use and user satisfaction were taken from D&M IS Success
model (DeLone & McLean, 2004). Theme of perceived risk/ Security and trust were taken from
Lin, (2011).

On the basis of coding scheme-2 content analysis was done again and some themes were
added from the list and some were ignored as that list was not a true representative of qualities
required in mobile banking apps. That list only provided guidance in establishing new coding
Scheme-3 on the basis of literature.

In this step further attempts were made to remove redundancies from this coding scheme.
likewise compatibility and comparison shows relative advantage of the application so they
were further grouped under one theme of relative advantage. Initial operations, user interface,
error, security and performance showed the quality of the system, so those were grouped under
technical or system quality. Functionality and information were grouped under information
quality. Convenience was named as ease of use; perceived usefulness was also taken as one
of the theme based on literature review. Moreover two constructs named attitude and overall
performance were overlooked. They were further added in the construct list and again coding
e on the basis of these two construct for all the selected banks.

Table shows frequency of total responses under various heads. As it is clear from the table
that technical or system quality possess highest frequency of 613, so it plays a major role in
defining the success of mobile banking applications. The basic functions in technical or system
quality includes initial operations; user interface; speed and good performance are most sought
after factors in mobile banking followed by information quality, relative advantage and service
quality having frequency of 143, 98 and 95 respectively. It is also clear that cost factor is
considered not that much important in defining the success of these apps. Table-2 depicts the
result of content analysis of all the reviews. The result is explained in percentage term.

ncies it was felt that one construct of ease of usage can
lications, so in next step this construct of ease of
uality. Cost factor is also considered but it is
ly 25 responses mentioned that factor, so this

was don

Moreover after analyzing the freque
be merged with technical aspect of the app
usage was merged with technical and system g

Comparatively less stressed out than others as on
factor can be dropped from the list and can be merged into relative advantage.
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The given Table 1 shows frequencies of all the themes and sub themes

Table 1: Frequency Table of Coding Scheme 3

; Themes Sub-Themes ‘ Frequency Total Fy ®Queng;
' Technieal ““ system qn.ﬂm{ Initial apcrations | D08 613 ey
Enon ‘ 28
' | User interface | 116
- Security ‘ Jo
| | Speed | 145
1‘ l Performance : 80
} lnfonnatmn qU“llN | Functionality , 109 143
‘ Information quality ’ 34
‘; Lasc Of leago - »A : Convenience | :’2 59
] SC“"‘CQ quality | Service quality 1 52 0f
'1 Useful x 43
}\ CObt Cost 25 25
(.Ompdtlblhty and relative Compatibility ' 29 08
L advantage Comparison i (f,‘_) i
! Total | 1026 1026

(S(;L)rce calculanon of frequency of reviews coded)

Table 2: Result of Content Analysis of all the Reviews

T ﬁ,;mes A R -g;i#l'her—n*e’sv T _l;e—;c;ntage of T;tal Pe;;zntage of
Responses Responses
il Inital operations 2027 e
system quality Error 2.72
User interface 113
Security 35
Speed 7.79
Ease of usage 5.06
Performance 14.13
Information quality Functionality 10.62 1393
Information quality 331
Service quality Service quality 5.06 9.25 T
Useful 4.19
Compatibility and relative Cost 243 11971
advantage
Compatibility 2.82
L Comparison 6.72 —
ol Pe gy e i 100 T

(Source: calculation done by author)
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s clear from the above table that around 65 percent of the respondents stated that technical

It s :

h i :
or syste ql'lahtts‘ 'SftcforrnéJ‘C;’r iador th‘at mémly contributes to the success of mobile banking
Operation& in this 1a initial operations like login, logout, registration process, generation

of pass word and. wrong user name and pass word plays a major role. Moreover the design
features: screen display, keys and outlook of the application is also very important to the users‘
speed and performance and security are also desired by users under system quality. This tablé
also depicted that information quality like, quantum of information, timeliness, usability and
understandability of information is also considered important as per 14 percen£ of responses.
10 percent of the responses stated that mobile banking should have relative advantage than
its counterpart like online banking and classical way of banking. 9.25 percent of the responses
stated that service quality viz; support of staff, efficiency of the staff and other qualities like
tangibilitys empathy is also important in defining the success of mobile banking applications.

On the basis of this content analysis various determinants were found that are required for the
success of mobile banking applications, these are listed out in the given Table-3.

This table shows all the dependent and independent parameters with their sub dimensions.

Table 3: Determinants of success of Mobile Banking Applications

Determinants of the Success of Mobile Banking Applicati;ns

/ ———

Independent Parameters System Quality Initial operations

|

l

| |

Reliability \

Ease of use

Response time/speed |

User interface

——————

Security

Functioning/performanc
-

Information Quality Understandability

.

Timeliness

Service Quality Assurance i

Empathy

Responsiveness

Relative Advantage Compatibility

Comparison

f Cost

R

(Source: Compiled from content analysis)
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. arameters it is felt that updated Deione\\

On the basis of these given parameters it is P &Mdean gy
Q}'\,:mf
MUK

uin

Information Systern (IS) success model will be apt for analyzing the success of mokjj
applications, As this model mainly comprises more or less all the components and p

aramgreé
as stated above except perceived innovativeness.

6. Conclusion

In this study all the reviews were analyzed using content anal

quality (initial Operations, reliability, ease of use, user interface, response time, security ang

functionality), information quality (timeliness, correctness and completeness of info
and understandability), service quality (

advantage are the major components tha
banking application

ysis and it was found that Systen

Mation,
assurance, empathy, responsiveness) and relajy,

t are required for the success of any of the mobj

should respond to their problems.

O One of the maio .
the success of mobile banking applications. Jor determinants to



Factors Affecting Success of Mobile Banking Applications: A Qualitative Approach

It is also found that De-lone and Mc lean model mainly accompanies all these aspects of
[nformation System success, so that particular model is sufficient enough to measure the

success of these applications.
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