
A PROJECT REPORT
ON

Role of SRI SANKAITADEVA NIITHRALAYA in creating awarencss on Eye Health: an evaluative study
SRI SANKARADEVA NETHRALAYA.

GUWAHATI

A
UNIT OF SRI KANCHI SANKARA HEALTH

AND EOUCATIONAL FOUNDATION

A project report submitted in partial fulfillment of the requirements for the award of the Degree of
Masters of Business Administration (MBA) in USTM

Submitted by
Arunava Bhuyan

ROLL NO. : -202011{1BN0027

ENROLLMENT NO. : - PG/202010006411
Dept. of

Business Administration
USTM

University of Science & Technology, Meghalaya
Techno City, Killing Road, Baridua 9th Mile, Meghalaya 793101

&

_-_I

--====:

/



SRI SANKARADEVA
NETHRALAYA

96, Basisthe Road, Guwahati-781 028, Aesam, lndia

Phone:91-0361-2233444,2228922, E-Mall : ssnghyl @gmall.com, Web: www.ssnguwahati.org

. l)ipok Kr Brrthakur

Vice-(lhairmen:
Mr. Dipankar ( hattcrjcc

Preside t: Secretary cum'li€a3ur€r I Dircctor(C&A):
Dr tlarsha Bhatlachariee Mr. Ranlesh Pasari Dr Kasturi BhattaclErjcc

Augr*t 4, ?O22

TO Ulk()r rrrJ[YCOf,CB8tr

This is to certify thot Arunova Bhuyon, o sfudent of l\lBA (A{orketing) from University of

Science & Technology, Megholcyo hcs completed the mondotory troinirg/internship os part

of their curriculum ot Sri Sonkarodevo Nethroloyo w.e.t " Tfi October ?O?l to 7h

December 2021.

During the period helshe wos exposed to vorious ospects of the subject concerned.

I wish him/her oll success in life.

Sur'l^li dr" -^^ Ar^^^1"-Irr^-

Dr. Sumito Sormq Borthokur
Medicol Off icer (Acodemics)

Sri Sonkorodevo Nethrcloyo

@
EC0.2021{152

HOSPITAL AND POST GRADUATE INSTITUTE OF
SRI KANCHI SANKARA HEALTH AND EDUCATIONAL FOUNDATION

ASSISTED BY GOW, OF INDIA, NORTH EASTERN COUNCIL & GOVT, OF ASSAM
!I6BL

MC-3 r 92

-



Ull!aiting 
EIc'll6iE'

Deoartment of Business Administration' School of Business Sciences
UNIVERSITY OF SCIENCE & TECHNOTOGY MEGHATAYA

Accredited 'A'Grade bv NAAC

n!I[ tnol" Rankins-202i(l51-200)

CERTIFICATE

This is certify that Arunava Bhuyan, student of MBA (regular) final

semester bearing university Roll No. - 2020/I{BA/0027 have completed his project

ontitled "RoIe of sRI SANKARADEVA NETI{RALAYA in creating awareness

on eye health: an evaluative studyt' under my supervision, This projcot report is an

original work of the student.

Neither in full nor in any part of the project has been submitted anywhere for

the award ofany degree/certificate from any university or institution.

I wish him all the best.

, ,V,raJ"Ntrr 0
Dr. Nilan jan Mazumdar

Assistant professor

Department of Business Administration

Techno Gity. Kling Road, Baridua, gth Mile, Ri-Bhoi, Meghalaya'7g3101
phr 0361-2895030 (T.tefaxi / 7$6b36323(M), E-mail: bueinesEustm@,mail.com. W€bsito: www.ustm ac'rn

9

--



CHAPTER 1

INTRODUCTION

1.1: About the ToPic
1.2 Literature Review

1.3 Objectives of the StudY
1.4 Scope ofthe StudY

1.5 Limitations of the StudY
1.6 Research MethodologY



1,1 ABOUT THE TOPIC

Eye health is an imporlant part of overall health. It's crucial to childhood development and

independent aging for adults. Most people depend on clear vision. It helps them participate in
their occupation, hobbies, and even to perform most everyday tasks. If any part of your visual
system is not working, or not conveying the appropriate messages to your brain, vision suffers.

Our eyesight is one of our most important senses: 800/o of what we perceive comes through our
sense of sight. By protecting your eyes, you will reduce the odds of blindness and vision loss
while also staying on top of any developing eye diseases such as cataracts and glaucoma. By
keeping our eyes healthy, we keep our brain healthy. Not taking proper care of eyes may cause

serious infections or ulcer on the eye which are very painful and can damage our eye sight.
Different diseases may cause like Refractive errors, Cataract, Diabetic Retinopathy etc if we
don't take proper care of eye health.

Importance of Eye Health Awareness:
India has large share of global blindness and visual impairment. Major factor reported is lack of
awareness about eye conditions associated with poorer outcomes in terms of seeking medical

help, treatment and prevention. Therefore,
increase in awareness and knowledge about eye health will result in improved practices towards

eye health and decrease in burden of visual impairment.

This research explores the importance of eye health promotion and awareness ofvarious
government programmes in preventing avoidable blindness. Using examples from eye health and

other health topics from developing countries, the review demonstrates that effective eye health

promotion involves a combination of three components: health education directed at behaviour

change to increase adoption of prevention behaviours and uptake of services; improvements in

health services such as the strengthening of patient education and increased accessibility and

acceptability; and advocacy for improved political support for blindness prevention policies.

Current eye health promotion activities can benefit by drawing on experiences gained by health

promotion activities in other health topics especially on the use of social research and

behavioural models to understand factors determining health decision making and the

appropriate choice of methods and settings, The challenge ahead is to put into practice what we

know does work. An expansion of advocacy-the third and most undeveloped component of
health promotion-is essential to convince govemments to channel increased resources to eye

health promotion and the goals of Vision 2020

Poor eve-care services in rural Assam
According to a snrvey conducted by the World Health Olganization, almost 40olo population of
Assanr have some lbrm ofdefective vision. while approxirnately 18.8% ofthe Indiarrs suffering

lrom cataracts belong to Assam. The problenr ofdelbctive vision is urore arlong the people ol
rural Assaur due to ignorance, poirerty and lack ofeye care. Most ol"the adult people suffer fiom

refractive errors ancl nrost ofthe elder people sufl'er fiom cataract in t'ural Assam. The diabetes-

related cataraot is also increasing among the rurai people of Assatl. Agriculture-related corneal

injury lbllorverl by corneal ulceration, corneal opacity and lrlindness is tlore common anlongst

the farmers olrural Assam. Due to delcctive vision, lhe productivity of adult rural people

decreases and the families bocome poorer. Vitamin A deticiency-related blindness and rcfractivc
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crrors arc motc allotlgst tlrc tLrral childrcrr. Most o{'thc rura.l sttldcnts arc backlvard in thcir

stuclics duc to rcfiactivc crrors. Ah]]ost 80% ol'such dcfictivc vision catr bc corrcctcd rvitlt trvo

sintple rneasures- a pair. ol glasses (43%) and a relativoly simple cataract srrrgery (33%,). When

Lhere is global iritialive lbr elimination olavoidablc blintlness try the 1,gx1 2020, yet rLtral Assittll

hlr lltc l rre.,t lr.Lci\ l{r hrric c1c c:rrc rr-rt itr-:.

'l'hc articlc highlightcd lhut hotv Assam has a tough acccss 1o scrviccs lvhcn i1 coucs to cyc

hoalth.

Awarcness on eve heallh hv SSDN

Story of Mr. Uken Rahang: (Male, 60 years, village - Diksak, Police Station Khetri, Kamrup

Metro, Assam) Uken Rahang was blindcd due to total cataract and was unable to move

independently. Living with his sister on a hillside, he used to be an excellent artisan, earning his

livelihood by making and selling different bamboo and cane products, until Cataract blinded

hirn. Blindness cost him his business and he was forced into a life of misery and dependency, It

was then, that our community workers identified him during their door to door survey and

screening. With some counseling, he agreed for surgery. He was then escorted to the SRI

SANKARADEVA NETHRALAYA Main Hospital in Guwahati, where his cataracts wele

surgically removed, thus, allowing him to regain his vision completely. A month following the

surgery, he went back to his business and his economic Status improved. The surgery came as a

blessing for him when he necded it thc most, though he wasn't in a position to afford it'

Influential personality -

As an guest Dr, A.P.J ABDUL KALAM Has Also Visited The Organization On l6rrrMarch

2007 former president of India 2002-2007 he is an Indian scientist and politician who played a

leading role in the development of lndia's missile and nuclear weapons programs'

On 20,r, April 2000 and 4'r' September 2002 DR, Bhupen Hazarika has also visited the

organization who is an Indian playback singer, lyricist, musician, poet and filmmaker from

Assam widely known as Xudha kontho he was an icon and influence the whole country through

his work and inspired people .

Communitv Needs Assessment
ffiHRALAYA ICo conducts community needs

assessment on a regular basis in collaboration with NGOs, community groups and

grassroots level workers. This activity is done to determine short and long term

[riority eye care needs. ln order to better understand the community needs, given our



committed responsibility to the society, we have developed free programs for the

economically underprivileged sections ofthe society in need oftreatment.

ll.

lll.

Free Service Facilitv at Sri Sankaradeva Nethralava,Main
puti.ntr,trtro fAt below the poverty line can report to the reception for free treatment

and surgery of the eye ailment. At the time of reporting, the patients are required to

compty-wiitr certain procedures like submission of Identity Proof and Income Proof.

Patients are then registered and systematically examined and necessary treatment,

including surgery, are provided free of cost,

Reachins the Unreached. Last Man Connectivitv Prgsr?.41

Thl. p."g*- ."r.ttt. 
"f 

*mprehensive screening in different rural and remote

villagis. the patients requiring surgery are transported to SRI SANKARADEVA

NET-HRALAYA 's main hospital io. .rtge.y and on successful completion of
surgery, the patients are droppid back to their doorsteps. Two-way transportation,

acc-ommodation, food & medicine during pre and post operative period and surgery

are provided totally free ofcost to the poor and underprivileged patients

Hosnital Based Communitv Eve Health Prosram (HBQEHP)

Th. H""p,t t B"rtd C"r.rnity Eye Health Program is a community eye health

progru. ihut was .lirectly executed and implemented by our Institution; and the first

,u.i progru* was taken up at Dimoria Development Block of Kamrup Metropolitan

distri;t o1 Assam in the year 2014. The mission and vision of this program was to

eliminate avoidable blindness in the service area of the hospital by 2018 by

integrating Primary Eye Care with Primary Health Care Services Community Health

Woikers 
- of SRI SANKARADEVA NETHRALAYA , Government

ASHA/ICDS/ANM Workers, Social Workers, Local NGOs, Local Clubs and the

Community as a whole, were included in the project. The total number of villages of

HBCEHP in the service area of Sonapur project was 140, which were declared free

fiom Avoidable Blindness by the end of this program by His Excellency, the

GovernorofAssam,erof,JagdishMukhion2TthDecember,20lT.lherestofthe3S
villages were declared free from Avoidable Blindness on l lth october, 2018, jointly

by tte Officials from Operation Eyesight Universal and SRI SANKARADEVA

NpfUne.leVe . The toial number of Avoidable Blindness Free Villages declared

under this Project, thus, was 178'

Further on, 25 more villages were declared as being free of Avoidable Blindness by

October, 2b19. Of these villages, 15 were from the areas of Hajo and Sualkuchi; and

10 were from the Bijoynagar area by the State Program Officer, NPVB & Vl' Govt'

Of India. All in all, u totut of ZO: adopted villages have been declared to be free from

Avoidable Blindness by Sri Sankaradeva Nethralaya by 2020 ' Work is in progress to

declare more adopted villages as Avoidable Blindness Free'

lv.
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v. Vision Clcntcr Bascd Commrrnitv Evc I lcalth Proerams (VCBCEIIP) :

After the successful completion of HBCEHP at Sonapur, SRI SANKARADEVA
NETHRALAYA implemented another six Vision Center Based Community Eye Health

Programs at Bijoynagar, Hajo, Sualkuchi, Morigaon, Mangaldoi, Bongaigaon and Nagaon. The

Sonapur Vision Center was also integrated into the program after the successful completion of
the HBCEHP project in the year 2018.
This Vision Center is a primary eye care center in the project area, where patients are screened

and referred to the base hospital for Cataract surgery and other surgeries. The Community Health

Workers have been further empowered by a 'structured Curriculum' through which, teaching

sessions were conducted for them by Ophthalmologists, ICDS/CDPO, ASHA,

Gynecologist/ANM, General Physician and Local NGO personnel'

Individual Donors and NGO Collaboration
At the outset, Sri Sankaradeva Nethralaya (SRI SANKARADEVA NETHRALAYA ) is

extremely grateful and appreciative to all its Individual Donors for their generous philanthropic

donations and contributions towards the treatment of needy patients. Their contributions have

gone a long way in bringing relief to the poor and needy sections of society and has greatly

reduced their suffering, and brought a smile to their faces. Moreover, for effective and

comprehensive service, Sri Sankaradeva Nethralaya has also collaborated with several

International, National and Regional NGOs which have been listed below -

International NGOs
l. (l) Mission for Vision
2. (2) Light for the World, Austria
3. (3) Operation Eyesight Univers al, Canada

4. (4) Help Me See, USA
s. (5) ORBIS, USA
6. (6) Wonder Works, IJong Kong
7. (7) Wen Giving Foundation, Australia
8. (8) Savitri Waney Charitable Trust, UK
9. (9) Ornate India, UK
10. (10) Help Age India, UK
I l. (1 l) Sankara Foundation, USA

National and Resional NGOs
o (1) Standard Chartered Bank, India
o (2) Cognizant Foundation, India
o (3) Jiv Daya Foundation, India
. (4) Reliance Foundation (Drishti), India
o (5) DS Group, India
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CHAPTER 1

INTRODUCTION

Around the world, businesses lbil to understand the importance of working environment
for employee job satisfaction and as a result lace a lot of difficulties during their work.
Such organizations are intemally weak therefore unable to introduce innovative products
into the market to outshine their competitors. Employee is an essential component in the
process of achieving the goals of a business. Employees should meet the performance
criteria set by the organization to ensure the quality of their work. To meet the standards
of organization, employees need a working environment that allows them to work freely
without problems so that they can perform with their full potential.

1.1 Objective of Study

o To study the Employee Job Satisf'action at ITC Limited ICML Guwahati, Assam.
o To determine the factors affecting Employee Job Satisfaction.
o To measure the level of satisfaction ofemployees with respect to the company.

1.2 Scope of Study

The scope of the study is that by analyzing the job satisfaction of the employees, then
organization further improve themselves with more benefits and facilities to overcome the
drawback and improve the performance level of employees.

a

a

a

To identify the employee's level of satisfaction upon thatjob.
This study is helpful to that organizations for conducting further research.

It is helpful to identily the employer's level olsatisfaction towards welf'are measure.

This study is helpfLl to the organization for identifying the area of dissatisfaction of
job ofthe employees.

This study helps to make a managerial decision to the company.

1.3 Definition of Employee Job Satisfaction

Job satisfaction is defined as the level of contentment employees f'eel with their .iob. This
goes beyond their daily duties to cover satisfaction with team members/managers, satisfaction
with organizational policies, and the impact o1'theirjob on employees' personal Iives.



1.4 Steps to create Employee Job Satisfaction.

1. Motivate Your TrooPs

When it comes to mobilising your troops, your success is mainly based on your ability to

work with emotions. This means that you need to create an environment that is adapted to the

development ofpositive emotions. People who are encouraged to grow and develop are more

likely to produce more efforts, push beyond their boundaries and deliver value in any task

they undertake'

2. Encourage Communication

Communication is a key element ol employee job satisfaction. An open communication is

founded on collaboration and a work environment that is stimulating to encourage exchanges

between emPloyees.

--

{J{}

3. Involve Your People

Your employees not only need to feel at ease within their workplace, but also useful. Your
organisation is a project on its own which should be exploited to its full potential.

There are thousands of ways to involve your employees, which in turn, gives them the
opportunity to develop new competencies.

4. Care About Their Wellbeing

Wellbeing is often synonymous of a healthy mind. Psychology is therefore an imporlant
element to understand for effective human resource management. Simple proofs of
recognition, such as a smile in the morning, a compliment, or jr.tst providing an attentive ear,
are mindful touches which can have a great impact. However, we should not neglect the
physical and financial aspects attached to employee wellbeing. Financial security brings the
peace of mind needed to focus our minds on other things than paying the bills when we're at
work. Providing guarantees of medical care or retirement support are examples of actions that
will help preserve the mental health of your workers as well as their families.



5. Provide Training Opportunities

When you ofler training opporlunities, you give your employees the ohance to deepen their

knowledge and get specialised in a field they enjoy. As a matter of faot, training ptogram are

a win-win solution for employees and employers alike.

And don't worry, bettering their skills will not increase their likeliness to fly away. It's
actually an investment (and not an expense) your make lbr your employees which encourages

them to stick around.

6. Provide f,'eedback

Feedback can be seen as a form of recognition when it is consfuctive and well presented.

Satisfaction goes through a two-sided dialogue, giving you the opportunity to learn about the

challenges your employee is confronted to, as well as the aspects they enjoyed the most about

their job.

Good feedback can be defined by three criteria: its promptness, i1s frequency, and its
precision. It's important to provide feedback quickly, as regularly and as often as necessary,

and with enough details in order to be effective.

Also, don't forget to organise a follow-up. This way you will be able to provide the necessary

support to help them improve and demonstrate the importance you attach to their own success

within the organisation.

7. Recognise Collective & Individual Performance

Did your organisation just win a prestigious award? Have you been mentioned as an

employer of choice orjust acquired a major new account? Any ofthese are good reasons to
highlight your employees as a team as well as recognise their individual efforls. I{ow should
you armounce the good news?

Here are some ideas:

Organise a celebration or go out for lunch

Plan a post-work drink with all the members of your organisation

Write a personalised thank-you note

8. Encourage Team Spirit

Creating a team spirit is as important as your employees' motivation because work is
collaborative by nature. Therefore, having a positive energy flow between co-workers is vital.
This flow is dependent on a good communication as well as the tools thal support it. But in a
less than ideal world (i.e., realistic), you also have to deal with conflicts and tensions.

So, make sure you're able to take action in case issues arise. Besides, you should let others
know to inform you iffrictions develop, so that you can react fast.



a
C-La €_,Ll _E .fr1i

a
Supportive

\A/orking
Condition -

-
a

Personali'ty
iob Fit

Job
Satlsfactlon

1.5 Importance of Job Satisfaction

1) Increased productivity levels:

When the managemerlt of the firm along with the immediate manager or supervisor of the

employee that vital steps in understanding the Impoftance of Job Satisfaction, the employee

will work with utmost agility and motivation. He will make sure to complete his work well
on time plus will also maintain the parameters of quality.

Hence, the productivity levels of the firm will increase helping the firm to accomplish its

aims and objectives at a much faster rate and time. It also helps the employee to expand his

horizons and elevate his career and profbssional graph by learning and working on new and

innovative ideas.

2) Retain quality and expert employees:

It is a universal fact in the world of corporate and management that the firm cannot make
progress just with the help and support ofa few members of the management. It does require

the help and support ol the employees that are expert and talented in various areas and

aspects.

Hence, it is very imporlant to keep the employees happy and satisfied in the area of their
work so that they keep on doing quality work and come up with innovative and novel ideas.

And it also helps the firm to retain employees that do quality work and are talented and
experts in the area of their work.

3) Positive word of mouth:

There are so many examples of corporate firms that are known for eaming bad and negative
reviews from their past and current employees. And the ntain reason behind the same is that
the firm doesn't really care about the job satisfaction of the employees. And the employees
discuss their issues with family, friends, and loved ones that showcase the firm and its
management in a negative light. Hence, it is quite significant for the firms to realize and
follow the Impofiance of .Iob Satisfaction of the employees to attain the objective of positive
word of mouth in the market and industry as a whole.

L.

EK
LI
-

Coll€agues

:,"".4t ]Lj

4



A PROJECTREPORTON

" A STT]DY ON CTISTOMER SATISFACTION IN HYUNDAI SERVICE
AT AKASH HYUNDAI, NAGAON "

HYI TNEIFIT
Submitted in the partial firlfilment for the ar,vard of the degree of Master of

Business Administration (MBA) fiom flnivcrsit5r of Science and Technology
Meghalaya

Submitted Bv

NEHA GOSWAMI

ROLL t\O: 2020/MBA/0002

ENROLLMENT NO: PG 12A20 I 0i00620s

q, ?o
|-o

alrl
2

Department of Business Administration

School of business Sciences

University of Science and Technology, Meghalaya

Techno City, gth Mile, Kling Road, Baridua, Meghalaya

zl
/_



Dated- DEC 30, 2021

Thls 15 to certlfu that

NEHA GOSWAMI

has successfully completed Summer lnternshlp Programme with

AKASH HYUNDAI NAGAON, ASSAM

In SATES DEPARTMENT

From 10 October, 2021to 10 DecembeL 2O2\

During her internship with us, we found her to be diligent and hard -working. We wish

her all the best for her future endeavors.

@uvuntrHl

Karabl Devi

b---.HR Department

f*=1 --.

!fiEotfnttyzn"- r, r.nadqaon. Morrqaon, A5sam, pin -zB2 t 0so"5919' nH-rz, si'tororag'uri, iagtroio. n:siro, Pin-782410"'q r(onqm.hala Pub, Bhalukmarl, l-doka, ttoral, As5am, Pln-782ad6

AKASH HYUNDAI
(A Unlt of Baruah Automobile5 RL Ltd.l

Atul Plaza, nH-37. Sonchowa. naqaon, Atsdm. Pin-782002
Ter : 0l6Ia-22?02 (S6les). 01672-225690 Gervice)

Baruah Aulomoblles Private Llmlted
Regd. Otfke : 58, iajdhanl A0artment ll, Ln5tq.te, 0l30ur. 6u$inhBti-781006

ctn: u50t 01A52005pTC000257 . 65ltn; l8AAct698r5Alzt(

Email : dkashhgundai@qmdil.com



Department of Business Administration' School of Business Sciences

UNIUERSITY 
()F SCIENCE & TECHNOLOGY MEGHAIAYA

^ffi','i:lHff.HI,Iffi8,

CERTIFICATE

This is to certiS that Neha Goswami is a student of MBA( 2 years full time)

final semester holding University Roll No- 2020448Ai0002 has completed her

pdect entitted as " Customer Satist'actron In Hyundai Service At Akash

Hyundai, Nagaon" under my supervision. 1'his project report is an original work

ofthe student.

Neither in full nor in any part of the report has been submitted anywhere

for the award of any degree/certificate from any university or institude.

I wish her all the best

y- A', ' \'-*"\u"'t^- Eo*
Dr. Kamaleswar Boro

Assistant Professor

Department of Business Administration,UsTM

Tochno City, Kling Road, Baridua, gth Mile, Ri-Bhoi, Meghalaya-793101
Ph: 0361-2895030 (Tslafax) / 7636036323(M), E-mail: businessustm@gmail.com, Website: www.ustm.ac.in

ffi
r,il.q :ia'lleiii"



Page l7

CHAPTER -1

INTRODUCTION



Page l8

l.l ABOUT THE TOPIC:

Cusbrner satisfaction is defined as a measurement that determines how happy customers are

with a company's products, services, and capabilities. customer sadsfaction infonnation,

inoluding surveys and ratings, can help a company determine how to best improve or changes

fts products and services. An organization's main focus must be to satis{i its customers. This

applies to industnal I'irms, retail and wholesale businesses. government bodies. service

companies. nonprofit organizations, and every subgroup within an organization.

Good service as well as customer satisfaction are very important for both small and big
ggmyanies, but especially for the small companies as they need more oustomer retention. As

we all know now a days competition is increasing day by day that is why good service is

becoming more and more important. By making the customers happy and serving thon well
enough can create long term customer relationship and possibly the company can get free

marketing at the same time when the satisfied customer tells about the good service they got.

The company will get a positive impact is they provide positive service that is why it is

interesting to investigate or

knowing the feedbacks of the customers. It is very possible to get useful information of the

company customer while measuring customer satisfaction and the results are also useful to
improve the cornpany's services. Measuring customer satisfaction on a continuous basis

should be done because if it is done regularly the results will be more beneficial to the

company to convert their weaknesses into strengths.

Customer satisfaction is important because it hugely increases the chances of a customer
rehrming to do more business. Customer loyalty won't come easy if you're not lbcused on
pleasing your base.

Philip Kotler defines customer satisfaction as a 'person's l'eeling of pleasure or
disappointmort, which resulted from comparing a product's perceived perlbrmance or
outcome against his/her expectations'. Although Kotler uses abstract terms h'ke pleasure and
disappointment, the definition is by no means ambiguous.

Customer satisfaction should be the main focus of an organization because customers drive
business. Collecting customcr satisfaction data can help your company, what is working well
with your products, serviees and internal processes, and what you to improve or change
completely.
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1.2.

Review of literature in a project means review others work or previous work to

seldjting a problem, to know what have been done or not and to show the research design. It

is a very prominent part of a project which works as path of completing the whole project

work. With the help of following literature the project has been completed.

According to Oliver (1995) "Custorner satisfaction is nothing but customer's

response of fulfihnent. Satisfaction is a judgment about any service featufe or about the

service itself which provides a level of pleasure for consumption-related fulfilment".

Customer satisfaction is evaluation of any service by the customer in tems of need, demand,

and its fulfilment by the service provider. It is also uset'ul fbr understanding the customer,

knowing their expectations, awareness about the services and organisation and also idea

about how to satisfy the customer and what are the strategies used for this.

Prasun (2fi)9) examined in this study that any effort which has been taken for finding

a pleasure of customers while buying of services related to any sector is based on the

customers. An article on satisfaction of customer's looks twisty as well as it covers various

segments which are accounting, management and marketing, etc. He said lhat customer

satisfaction is related to all the functions and it also depends upon the employee's

performance. Customer satisfaction is one of the besl merhods of attracting customer by

providing better services to the customers so that they become loyal towards the service

provider.

Babakus (2ffi8) examined that if service quality is linked to the customer satisfaction

within service providing firm and found that service quality has a significant impact on the

profit of the firm. It means quality of service directly impact on the profit of the firm or

service quality leads to the customer satisfaction and it increases the profit of the organisation

or firm. Prollt is very necessary for any t'irm to analyse their performance, customer base,

brand value, etc.

Dineshkumar, P.Vikkraman (2012) studied that satisfaction of customers are

largely remembered as the main component for attracting the customers for the post purchase

behaviour. The customers who are satisfied are use to say to other people about their positive

experience.

Ms. Jayshree Chavan, Mr, Faizan Ahmad (2013) studied that today. all the service
indusfies are oustomer oriented and they are focusing on the customer needs and then start to
realise lhal the company more over depending on the standards of the services offered to all
of lhe customers.

$uganthi (2016) study made an attempt to understand the factors influencing buying
decision of the customer. Most of the customers are satrsfied with the Mileage and fuel
efficiency of the car and they preferred Maruti Suzuki Swift.
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Kavitha & Sundaram (2010) studied that customer satisfaction toward any services

is canied out with some objective like determining fhe customer expectation and to know the

satisfaction level. It means if any company is focusing on the satisfaction of customer then

thore is a motive behind it which is io retain large number sf customers and to know the

expectation of the customers.

Rana et al., (2014) analys€d thar automobile industry and its services are becoming

popular day by day. Companies in this sec.tor are paying more focus for the developmenl of
the industry. This fiesh research lbcuses on all the determinants which constitute customer

pleasure in the automobile services. Satisfaction of customers in this industry is important

indicaior and shows how well dealers meet the customer's expectation.

Miguel et. At., (2004) analysed to evaluate a connection between the perception as

well as the satisfaction of customer, also between customer pleasure and the sales

performances.

-
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CHAPTER I: INTRODUCTION



I.1 INTRODUCTiON

As researcher discussed in earlier he have got the topic for two mohths summer internship:

program was "Market Scoping and Analysis Of Financial Investment".

For knowing the scope and analysis of financial investment in the market researcher have

conducted a small research with help of "Financial Awateness Survey Form". Marketing

r.esearch will help researcher to identi$r the need of the customer by gathering the

information by fi11ing the survcy fom from individual customer,

Market Research is systematic problem analysis, model building and fact finding for the

purpose of impoftant dccision making and control in the marketing of goods and services. It
helps a tirm in identifying what are the market opportunities and constraints, in developing

and implementing market strategies, and in evaluating the effectiveness of marketing plans.

Marketing Research is a growing and widely used business activity as the sellers need to

know more about their final consumcrs but are gcncrally widely separated from those

corlsumel's. Marketing Research is a necessary link between marketing decision makers and

the markets in which they operate.

For gathering the more and accurate information from the customer about financial producl

and gold loan market researcher are made thc questioner and f'tlled the same from the

individual customer,

NEED OF THE STUDY

Marketing is a widc tcrm embracing all resources and cconomic activitics noeded to direct thc

flow of goods and services from producers to consumers. It is a distribution process so far as

businessmen are concerned.

" A total systen, of intcracting business activities designed to plan, price, promotc and

distribute want-satisfying products and services to present and potential oustomers"

William J Stanton. It is a modern activity that has developed about the middle ofthe current

century as a scientific process and organized activity and a body ofknowledge.

the performance of business activities that direct the flow of goods and services from
producers or suppliers to the consumers and end-users."

It is the management function whrch organizes and directs all those busiuess activities

involved in assessing and converting customer purchasing power into effective demand for a

specific product or seruice and in moving the product or senice to the final consumer or user

so as to achieve the profit target or other objectives set by a company

Markcting is a process dcsigned to plan, price, promote and distribute want satisfying

products and service. If covcrs three main activities-concentration, dispersion and



equalization. Markcting confincs itself to channels of distribution, marketing functions, flow

of goods and management.

Starling with research to know cttstomer den-rand through market analysis and investigation,

the scope of marketing extends itself to the employment of resources of men, money,

materials and management with a view to satisfying customer demand

Marketing is thc foundation ofbusincss. Marketing is not a function ofbusiness but a view of

the entire business seen as the econornic organ to provide goods and seruices. That is a

marketing view ofbusiness. Everything the business does in that respect is marketing

The most important task of a marketer 1s to get the right product at the right place with the

right price to the right person. Besides, it was also necessary to go back and find whether

consumer is getting optimum satisfaction, so that consumel remains loyal. Thcsc aspects

made it rmperative for the marketers to collduct marketing research.

Marketing has become customer-centric. However, large-scale production needs

intemediaries lor mass distribution. Due to prevalence of multi channels of distribution,

there is an information gap, Malketing research helps in collecting infbrmation on consumers

from Structured distribution research and helps in making marketing customer oriented.

Marketing research uses promotional research to study media mix, advertising effcctiveness

and integrated communioation tools. Research on such aspects will help in promoting

effectively a company's product in the market.

Marketing rescarch helps in testing the ncw products in onc or two markets on a small scale.

This helps in finding out consumer response to new product and develop a suitable marketing

mix. It reveals the problen.rs of the customers regarding new products. Thus, it controls the

risk involved in introducing a new product.

Marketing research plays a vital role in the decision-making processes by supplying relevaut,

up-to-date and accurate data to the dccision-makers. Managcrs need up-to-date information to

access customer needs and wants, rnarket situation, technological change and exteut of
competition.



1,2 Literature review

Sumant et al. (....) conducted a study on the'stock trading' business and how consumers

decide to buy and sell in the digital era. Currently, many apps are available on smartphones,

such as 'kite' by Zerodha, Angel Broking Stock Trading App, 'MO investor' by Motilal

oswal, 
,IIFL Markets' by IIFL securities, and many othcrs which have more than ten lakhs of

downloads on the Googlc Playstorc. Lakhs oflndians, rnostly millemrials betwecn the ages of

20 and 35, trade daily through these. Before tlie rise of these apps in the mid-2010s, peoplc

used to rely on their stockbrokers to place an order to sell or buy shares of a company.

lnfonnatioll sources were just television and newspaper - and most people used to act on the

advice of stockbrokers or theil trusted acquailltances. Now, the scenario is completely

different - stock trading individuals aIc continuously updated thlough their 'Trading apps'

(such as Kite and others mentioned above) or are advised by gurus through social media apps

like Instagram or Linkedln or YouTube, etc. Thcre are evcn Stocking Trading Advisory apps

such as 'Upstox', 'smallcase' etc., which advise consumers on purchase, sell, and hold

deoisiotis. This paper will focus on the impact of stock trading apps on the Indian Millennial

(20 to 35 years) consumer behavior in the stock rnarket.This study will also focus on

identifying the 'main parameters ofvalue' the customcrs consider when deciding to engage in

online trading through stock trading apps. This study will further undertake a competitive

analysis of the discovered 'main parametcrs of value' in thc most used apps, limiting to

Zerodha, Angel Broking, Motilal oswa1, and IIFL securities, etc., which have higher than ten

lakhs downloads in google playstore. This study will conclude by identifying which App

amongst these is rnost ahead in itsjourncy to becoming an ideal product at this time.

Luca et al. (2022) analyzed the preferences of i180 German consumers for investment

guarantces in financial products by means of choice-bascd conjoint and latcnt class analysis.

Based on the segmentJevel partworth utility profiles, we then identify the most important

investment guarantee features, analyze consumer demand in a realistic malket setting, and

test whethel indivtdual purchasing behavior can be explained by socioeconomic

characteristics. Our results show that two buyer and two nonbuyer segments exist. Although

their willingncss to buy varics significantly, we documcnt only a small degree of
heterogeneity with respoct to thc individual guarantee attributes and levels. Across the

sample, the guaranlee period is most important, followed by the volatility of the underlying

fund, and thc up-front premiun. Finally, we illustrate that particularly thosc socioeconomic

characteristics with an impact on individuals' financial situation are promising predictors of
their willingness to purchase investment guarantees,

Priyadarshini(2019) made a study on the capitalist approach in Seculities Investtnent Plan in

India Info line. India Infoline is one of the leading Stock Broking company. The sarnpling

technique used in this sruvey was simple probability sampling. This study concentrates only

on investors' attitutle in lnvestment plan. A well-structured questiounaire has been

formulated for conducting survey and the suley was conducted with the various investors.

The data are collected and analyzed using simple peroentage analysis, weighted avera.ge

method, and chi-square analysis. The hndings made out through the analyzed data
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CHAPTER-1
INTRODUCTIOI{



A study on Recruitment and Selection Process with Special reference to

GNRC, Assam

l.l rNrBqDUErrON

In HR " Recruitment is a process to discover the sources of manpower to meet the

requirements of the staffing schedule and to employee effective measures for attracting the

manpower adequate numbers to facilitate selection of an efficient working force. "
The recruitment and selection process is important for new and established business alike.

Human Resource department has the suppod and expertise of employment specialist who

assist hiring managers with the procedures to ensure the oompany.

There are several pieces to the recruihnent and selection prooess, sourcing Candidate

reviewing and tracking applicant, conducting interrriew and selection for employment. The

purpose of recruitment process is to find the widest pool of applioants to provide the great€st

opportunity to select the best people {br required roles in an organization. Once a pool of

candidates has been identified through a selection process, for example: interviewing the

candidate

Once the necessary approvals are obained, A Recruiting consultants will either prepare ajob

posting as submitted by the hinng manager.

After recruiting of the candidates the selection procedures follows, It involves various test

like written test, personal interview etc. Based on the candidate's performance the selection

ofright candidate for the right post is done.

Recruitment



Becruitmert oan bc delincd .ts searching ftrr obtaining pool of potential candidates with the

desired knowledge, skill experiment to allow an organization to select the most appropriate

and sPecifications.

The purpose of recruitment process is to find the widest pool of applicant to provide the

greatest opporhrnity to select the best people for the required roles in an organization

SELECTION

In IIR" selection is the process in which candidate for employment are divided into two

classes-those who are to be offered employment and those who are not"

In selection once a pool of candidates has been identifled through the recruitment process the

most appropriate candidates or candidates are identified through a selection process including

but not limited to interviewing, references checking and testing. The purpose of the selection

process is to ensure that the best person or people are appointed to the role using effective,

fair and equitable assessment activities

10



Human Resources Management is concerned with human being. who are the energetic of

management, the success of any organization of an enterprise rvrll depend upon the ability.

Strength ofany motivation ofperson's working in it.

The Human Resources Management refers to the systematic approach to the problems in any

organization. It is concerned with recruitment, training and Development of personnel.

Human resource is the most important asset of an organization. It ensures sufficient supply

proper quantity and as well as effective utilization ofhuman resources.

In order to meet human resources needs, and organization will have to plan in advance about

the requirements and the sources etc. The organization may also have to undedake recruiting

selecting and ffaining prooesses Human Resources Management include the inventory of

present manpowcr in the organization then extemal sources are also identified for employing

them. Human Resources numagement lays emphasis on better working condition also ensures

the ernployment ofproper work fbrce.

A part of Human Resources Management is assignment to personnel who perform some of

the staffing function. The stafting process is a flow of events, which result in a continuous

managing organizational position at all levels from the top management to the operative level.

This process includes manpower-planning authorization for planning. Developing sources of

applicant evaluation of applications employment decision selection otfers (placement)

induction and orientation, transl'er, demotions, promotions and separations.

11



Al[ organization whether small ot large" do engage in recruitment activity, though

not to the same extent.

This differ wih

l) The size ofthe organization.
2) The employment condition in the community where the organization is

located-
3) Working conditions, salary and benefit package offered by the organization.
4) The rate of growth of the organization,
5) Future expansion program ofthe organization.
6) Cultural and legal issues.

7) Organization's ability to find and retain good performing people.

INTERNAI, FACTORS
The intemal factors are;
1. Cnmpany's packages.

2. Quality of work life.
3. Organiza{ionculture.
4. Career planning and growth.
5. Comya:ny's size
6. Company's product/services.
7. Geographical spread of the company's operation.
8. Company's growth rate

9. Role oftrade unions.
10. Cost of Cost of recruitment
I I. Company's name and frame

The external I'actors are:

l. Socio- economic factors.
2. Supply and demand factors Employment rate.

3. Employment rate
4. Labour market condition
5, Political, legal and govemment factors like reservation for SC/ST/OBC

and son of soil.
6. Information systems lt-ke employment exchange/ Tele recruitnfit like

internet.
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CHAPTER I

INTRODUCTION

1.1ABOUT THE TOPIC:

Financial performance is the process of evaluating the common parts of financial

statements to obtain a better understanding of firm's position and performance.

Financial perlomance analysis enables the investors and creditors evaluate past and

current performance and financial position, and to predict future performance.

Financial statement is used to j udge the profitability and financial soundness of a

firm.

Financial performance is the selection, evaluation, and interpretation of financial

data, along with other pertinent information, to assist in investment and interpretation

of financial decision-making. Financial analysis may be used internally to evaluate

issues such as employee performance, the efficiency of operations and credit

policies, and externally to evaluate potentials investments and the credit worthiness

of bonowers, among other things. The financial statement are finaneial reoords

covering the ehanges in cash flows, balance sheet, profit-loss and capital changes

that become information for the corporate managers in taking the company's

financial policy.

Financial perfonnance is the process of identifying the financial strengths and

weakness of the firm and establishing relationship between the items of the Balance

sheet and profit & loss account. Financial ratio analysis is the calculation and

comparison of ratios, which are derived from the information in a company's

financial statements. The level and historical trends of this ratio can be used to make

inference about a company's financial condition, its operations and attractiveness as

an investment.



RATTO ANALYSIS:

Ratio is such a significant technique for financial analysis. It indicates relation of
two mathematical expressions and the relationship between two or more things.

Financial ratio is the ratio ofselected values on an enterprise,s financial statement.

There are maly standard ratios used to evaluate the overall financial condition of a

corporation or other organization. Financial ratios are used by manager within a firm,
by current and potential stockholders of a firm, and by a flrm's creditors. Financial

analysts use financial ratios to compare the strengths and weakness in various

companies.

MEANING OF RATIO ANALYSIS:

Ratio analysis is a very important tool of financial analysis. It is the process of
establishing the significant relationship between the items of financial statement to
provide a rneaningful understanding of the perforrnance and financial position of a

firm. Ratio when calculated on the basis of accounting information are called

'Accounting Ratio'.

According to Kennedy and Mc Mulla, "The relationship ofone to another, expressed

in simple tenn of mathematical is known as ratio.,,

According to Accountant's Handbook by Wixo,r, Kell and Bedford,..A ratio is an

expression ofthe quantitative retationship between two numbers.,,

NATURE OF RATIO ANALYSIS:

Ratio analysis is a technique ofanalysis and interpretation offinancial statelnent. It is
the process of establishing and interpreting various ratios for helping in making
certain decisions. However, ratio analysis is not an end in itself. It is only a means of
better understanding of financial strengths and weakness of a firrn. There are a

number of ratios which can be calculated from the information given in the financial
statements, but the analysis as to select the appropriate data and calculate only a few
ratios from the same keeping in mind the objectives of analysis. The following are

the steps involved in the ratio analysis:



Selection of relevant data from the financial statements depending upon the

objectives of the analysis.

Calculation of appropriate frorn the above data.

Comparison of the calculated ratios with the ratios of the same firm

past, or the ratios developed tiorn the projected financial statements.

Interpretation of ratios.

When calculating a financial performance, there are some critical ratios that

are extensively used in the business World to assist and evaluate a company's

performance.

Gross Profit Margin

The gross profit margin is a ratio that measures the remaining amount of revenue

that is le{t after deducting the cost ofsales. The ratio is useful because it indicates

as a percentage the portion of each sales dollar that can be applied to cover a

company's operating expenses. 'Ihe gross profit margin is calculated by

subtracting direct expenses or cost of goods sold (COGS) from net sales (gross

revenues minus returns, allowances and discounts). That number is divided by

net revenues, and then multiplied by 100% to calculate the gross prolit margin

ratio.

. Working Capital

The working capital measurement is used to detennine an organization's liquid

net assets available to fund day-to-day operations. Deterurining liquidity in a

business is important because it indicates whether a company owns resources that

can quickly be converted to cash if needed. Working capital is calculated by

subtracting current liabilities from current assets, as listed on the

company's balance sheet. Current assets include cash, accounts receivable and

inventory. Curent liabilities include accounts payable, taxes, wages and interest

owed.

o Current Ratio

the

a

a

a
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The curreot ratio is a liquidity ratio helps a business derermine if it owns enough current

assets to cover or pay for its cul1ent liabilities. The current ratio is a liquidity ratio that

measures a company's ability to pay short-term obligations or those due within one

year. It tells investors and analysts how a company can maximize the current assets

on its balance sheet to satisfy its curent debt and other payables.

. fnv€ntory Turnover Ratio

The inventory turnover ratio is an efficiency ratio that is used to measure the

number of times a company sells its average inventory in a fiscal year. The ratio

is beneficial because it allows the organization to easily determine if their

inventory is in demand, obsolete, or if they are canying to. much. The inventory

turnover ratio, also known as the stock tumover ratio, is an efTiciency ratio that

measures how efficiently inventory is managed. The inventory turnover ratio

formula is equal to the cost ofgoods sold divided by total or average inventory to

show how many times inventory is '.turned,, or sold during a period. The ratio

can be used to determine if there are excessive inventory levels compared to

sales.

. Leyerage

Leverage is an equity multiplier that is calculated by a illustration how much debt

is actually being used to buy asset. The leverage multiplier remains at one if all

assets are financed by equity, but it begins to increase as more and more debt is

used to purchase assets. Leverage is the use ofdebt (borrowed oapital) in order to

undertake an investment or prqect.

o Return Of Assets

Return on assets, as the name suggests, helps an organization detennine how well

its assets are being employed to become more profitable. Il the assets are not

being used effectively, the company's return on assets sum will be low. The

Return on Assets (ROA) ratio assesses how well a company can rnanage its

assets to generate profits over time. Return on assets (ROA) is usually calculated

by dividing a company's net income by the average total assets.
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. Return On Equity

similar to return on assets, the return on equity is a profitability ratio that is used

to analyze the equity effectiveness, which, in turn, eams profits for investors. A
higher retum on equity suggests that investor are earning at a much more

efficient rate, which is more profitabre to the business as a whore. Return on

equity (ROE) is the measure of a company's net income divided by its

shareholders' eguity. RoE is a gauge of a corporation,s profitabirity and how
efficiently it generates those profits.

1.2 LITERATURE REVIEW:

Kennedy and Mill (1990) pointed out in his investigation report on the cu,ency-
related achievements that he has fine-tuned the cuffency declaration. This is an effort
to draw the meaning and definition of budget propaganda knowledge so that it can be

paid in the forthcoming income. premium, maturity debt, eamings and profit
arTangelnents.

Narayan Rao (1994) has analyzed the stock cost l'eedback to some of the stock-

related rnonetary policy statements, and revealed that the stock trading system has

the ability of semi-solid flonn. New shunt budget records. In the Belgian league, a

paper is nsed to measure the degree of cash-related. It helps to distinguish the

management issues of sports federations and choose long-term priorities based on

their own rnain goals and objectives.

Altman and Eberhart (1994) told the separation of work using neural frameworks

to confirm the griel business through the National Bank of Italy, operating more

than 1,000 surveyed cornpanies with propoftionally unstable factors creates

arrangements in the nervous system that are very close to achievement tests.

Janet Y Murray, Masaaki kotabg and Albert R Wildt (1995) have used a
possible model ofa global procurernent process that examines the guiding influence

of procurement-related variables on the relationship between procurement

technology and the execution of currency in items. Dealing with improvements and
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