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Editor’s Column

The explosion of knowledge at the global hut due to technological dynamics has
certainly redefined the very concept of education. The prevailing scenario of education--
especially higher education--has become a matter of study and analysis for the scholars and
practitioners who have a craving desire to face changes and challenges. It is because we, the

human beings, are endowed with the faculty of choice and a free will.

Unlike other species, we are not programmed. We can make choices and use our free
will to act and achieve our objectives. Despite the dramatic progress in ICT in education
achieved so far at the school and college levels, much remains to be done: each country, to
varying degrees, continues to struggle with issues of children out of school and illiterate
youths and adults. Inequities in educational opportunities, quality of educational services and
level of learning achievement persist by gender, rural/urban locality, ethnic background, and

socioeconomic status.

The quality of learning and the capacity to define and monitor this quality is lacking
in most developing countries. The means and scope of education continue to be narrow and
confined to historical models of delivery, and the use of other channels continues to be ad hoc
and marginal. The increase in quantitative and qualitative demand for education is not

matched by an increase in resources.

At this juncture, it is safe to state that the polarity of views on the possibility of
change is amazing. We, the publishers of Journal of research , are very much excited to view
some aspects of these changes through scholarly articles contributed by august scholars and
colleagues. The present issue contains papers with critical insight and analysis as well as
systematic discussion and deliberation on various themes of language, literature, information
technology, commerce and so on. We hope this will certainly be useful for the people who

aspire change.

Chief-Editor

Dr. Rajesh Shrimali
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HOW TO PREPARE RESEARCH PROPOSAL ON CSR
Dr. Rajeshkumar A. Shrimali
Adhyapak Sahayak
Shri H.S.Shah College of Commerce, Modasa

Introduction:

In the context of this research proposal, the selected research topic is “A study to explore the roles of
corporate social responsibility (CSR) in improving the brand image, brand attitude and brand value
of the business firms in the global market”.

Business Significance of the Research Topic

In today’s globalized and competitive commercial environment, corporate social responsibility
(CSR) is one of the major, essential and dynamic tools or elements that play a key role in
organizational brand management. For case, in the current time, companies or business firms are
applying and utilizing a wide range of CSR strategies to develop or maintain a positive brand image
in today’s competitive business environment. This research study explores the roles, significance and
importance of CSR practices and strategies. Moreover, with the effective use of CSR, international
organizations are building their brand image and improving organizational reputation at the global
level. Additionally, today, multinational companies are using CSR methods or strategies to sustain
the environment, people and society. In the same way, CSR strategies are playing fundamental role
in increasing the public attention of companies to the well-being of society. Most of the MNCs had
focused on CSR strategies or activities to create brand awareness and brand attitude in the global
market. In addition to this, in this research secondary data method is used to explore the roles of
CSR in enhancing the brand image, brand attitude and brand value in the market. This paper uses the
secondary data (literature review) and primary data (questionnaire survey) for discovering the CSR
significant for the organizations to maintain their brand in the worldwide market.

Literature Review

Corporate social responsibility (CSR) is described as the core strategies that help the business firms
to manage their brand in the market by attracting and retaining the people with the business. In the
word of Peloza & Shang (2011), CSR allows MNCs to create good images, develop brand attitude
and a good reputation in the competitive market. Therefore, MNC’s are focusing on fulfilling their
social responsibility to sustain the people, environment, and planet that can enhance its brand image,
brand attitude and brand value as well as create a competitive edge in the competitive global market.

In addition, Arendt & Brettel (2010) described that, the CSR activities or polices indicates
organizational commitment for the society. The CSR ensures the multinational organizations to take
business decision by considering the need of people, prevent, planet and nature or environment that
indicated their commitment to society. Moreover, in the current time, today’s organizations follow
CSR framework that indicates they are preventing the people, planet and nature or environment by
the reducing pollution, wastage and minimizing use of natural resources. Hence, CSR is an effective
way for the business firms to create brand image, attention and maintaining brand value. In this way,
with the help of CSR, companies are enhancing and maintaining the competitive position in the
global market.

Furthermore, Chomvilailuk & Butcher (2010) stated that, the CSR policies or strategies are applied
and used by today’s multinational organizations to solve their branding issues and improve corporate
social performance through brand management and brand attitude. On the other hand, it is also
JULY-2018, 1 VOLUME-2, ISSUE-4
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analyzed that, international banks or financial institutions are also managing the brand image
through CSR strategies or activities. International financial organizations are facing the external
pressures to maintain their corporate social performance at the global level; therefore they have
focused on fulfilling the CSR functions effectively. So, the banks are applying CSR methods and
ways to manage brand image and improve brand equity in a developing and developed market
(Chomvilailuk & Butcher, 2010).

According to Bigné-Alcaiiz, Curras-Pérez & Sanchez-Garcia (2009), the CSR activities are carried
by the organizations to engage social values and satisfy social needs. The organizations are adopting
different kinds of CSR activities or policies (such as customer oriented CSR, the employee oriented
CSR, the economically oriented CSR, and the community oriented CSR) to fulfill their
responsibilities and commitment for customer, employees, economy and communities. In recent
time, the customers consider brand image and brand reputation when they purchase any products and
services. Therefore, the organizations had focused on social responsibility to explore the customer
attitudes towards the brand. CSR is playing a key role in developing the brand attitudes and brand
loyalty that helps the organizations to maintain their competitive position in the competitive and
challenging international market.

Today the current trend is that the consumers consider the favorable brand attitudes in making
purchasing decision. In this way, consumer prefers to buy the products those have good brand image
and reputation in the market. Brand image or value is importantly correlated with corporate
reputation and consumer appraisals; therefore the strong brand image is the high customer’s
appraisal. Moreover, brand attributes are related to the positive images of the company and customer
attributes indicates the customer have greater satisfaction with the brand. The CSR has significant
impact on the experiential brand image therefore the organizations had focused on environmentally
and community oriented CSR practices such as environmental protection practices.

The following are the main research questions that will be explored in this research to achieve the
outcome and objectives of this study:

How CSR affects the brand image, brand attitude and brand value of the multinational
organizations?

What is the impact of CSR strategies on brand image and brand reputation in the context of the
global market?

What is the role of the CSR strategies and practices in improving the attitudes and willingness of the
customers?

How CSR play fundamental roles in developing positive brand image and enhancing brand value or
reputation?

Research Methodologies and Techniques

Research methodology is the fundamental section of a research that considers specific research
techniques and methods that used by researcher to effectively address the research questions.
Moreover, according to the research methodology, a researcher selects research design, approach,
philosophy and different ways to collecting data to reach the outcome of this research. Additionally,
two types of research design such as qualitative and quantitative research design would be used by
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the researcher to collect the data and solve the research problem effectively. The researcher would
apply qualitative research design to evaluate the human behaviours and analyse the factors that affect
particular behaviour of human. Furthermore, the researcher use quantitative research design to
analyse current business, social, and market issues by collecting data in huge quantity and analyse
the data to reach at conclusion.

In the context of this study, the research will use qualitative research design to evaluate the impact of
CSR activities on the people mind and behaviour that help in resolving the research problems.
Moreover, by applying qualitative research design, the researcher would be able to collect limited or
appropriate data through collecting the view of limited or selected participants by conduct survey
with apply sampling technique. Qualitative research design is beneficial to collect limited or
appropriate data, so that the researcher would be able to evaluate the CSR effectiveness for the
international organizations in the current times.

Research Process Description:

The below picture show the overall process of this research that is divided into five parts including,
introduction; literature review; research methodologies; data collection and analysis; and conclusion.

Introduction Data Conclusion
interpretation

Introduction Chapter: This first chapter describes research background, research objectives,

Literature Methodology

review

research questions, and research problem. This chapter would be appropriate for the researcher to
develop their knowledge on research problem that provided it directions for the next chapters.
Literature Review Chapter: In this second chapter, a literature review would be conducted through
collecting the views of different authors regarding the research topic or issues. This chapter is an
effective way to collect the secondary data regarding the research problem by collecting the
information from the articles, scholars, books, companies’ annual reports, companies’ official sites
and other online sites.

Research Methodology and Techniques: The third chapter describes the research methodology
that provides directions to the researcher to achieve the objective of this research by maintaining the
reliability and credibility. Research philosophy, research design, research approach, data collection
and sampling techniques are the major tools that would be used by the researcher to compete this
research.

Data Analysis and Interpretation: In the fourth chapter, the research would analyse the data
through the primary and secondary data collection methods. The researcher would use the tables,
graphs and charts to present the data analysis finding that would help to interpret the result of data
analysis.

Conclusion & Recommendation: On the basis of the all above four chapters, the researcher
explains the main outcome or finding of this research problem in this final chapter. This research
also recommends some suggestions for the further researchers and for the companies to improve
their brand image and reputation through CSR activities. The proper justification of all chapter and
overall research process provided the direction of the researchers, so they would able to achieve the
outcome of this study with maintain the reliability and validity.

Data Collection & Data Analysis

Selection of the appropriate data collection methods would be essential to maintain the reliability,
credulity and validity of the research study. In this research, the researcher uses both types of data
collection methods such as primary and secondary data collection techniques to collect the
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appropriate information and data that is required to accomplish the objectives of this study. The
primary data is the fresh data or information used for the research. The secondary data is the
information used many times. The primary data is collected through conducting the questionnaire
survey from the customers to collect their views on the importance of CSR of the organizations in
the context of enhance brand image, brand attributes and brand reputations. In addition, the
secondary data is collected by conducting literature review by including the different author’s views
on the research topic or subject. In this research, the researcher would interpret or present the
primary data in the form of table, graph, and pie chart.

Description of Expected Research Outcomes

This expected outcome of this research is that the multinational organizations are focusing on the
CSR for the brand management. Moreover, the organizations had focused on fulfilling their
responsibility for people, plant, nature or environment, economy and society that contributed to
enhance their brand image, brand attitude and brand value in the market. Moreover, it also conveyed
that the organizational CSR activities or practices are playing key role in improving the customer
attributes that impacts its willingness to buy products and services.

Ethics Checklist

Ethical consideration is the basic requirement of any research to maintain the credibility, validity and
reliability of the research outcome or finding. This ensures that the all valid and authentic secondary
data sources are properly citation (in-texting) and references by the researcher to enhance the quality
and reliability of this study. The researcher must follow the ethical regulations as well as citation or
references guideline of university to maintain the reliability, credibility and validity of this study.
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Identification and Management Of Typical Behaviours Of

@ Children With Attention Deficit Hyperactivity Disorder
Dr. Hareshkumar M.Patel
Professor
Shri K.H.Patel M.Ed.Institute, Modasa

Abstract

ADHD is a term used to describe children who display attention and problems symptoms of
hyperactivity and impulsivity. The paper discusses the characteristics of children with ADHD and the
rating scale to be used by teachers to identify children with ADHD and its behavior implications in
different settings. The sample of 34 years. Management programmed based on cognitive strategy
training that has to be implemented by teachers and parents have been developed. The effectiveness
of remedial programme developed has been studied through case study approach that was used on 8
children. It was found that the management plan is effective in reducing the frequency of behavior in
all domains that were selected for remediation. Strategies for physical and psychological modification
of the classroom were easy to implement and showed immediate change and this was true even in the
home. A combination of cognitive strategies along with token reinforcement and goal setting

emerged as the most successful tool in managing behaviours.

School is the life work of children and adolescents. Anything that interferes with mastery and success
in school will cause stress for the student and his/ her family. Children who often find difficulty in
paying attention to the required tasks are said to have attentional disorders. Attention Deficit
hyperactivity disorder (ADHD) is the term used to describe children who display attentional problems
and symptoms of hyperactivity and impulsivity. ADHD could be one of the reasons for academic and
school difficulties. It can also lead to emotional or behavioural problems, difficulty with peer
relationships and difficulty within family. Undiagnosed or untreated this disorder will interfere
greatly with all aspects of child’s/ adolescent’s life. ADHD is not a disease but refers to constellation
of symptoms which cover both the quantitative and qualitative aspects of behaviour. It is a medical
term, through the behaviours it describes are of educational concern In india, the awareness about this
disorder is limited. Most of the times ADHD is diagnosed by a medical doctor . The most
commonly used tool by the doctor is DSM III/TV. DSM criteria have limitation in establishing a firm
diagnosis of ADHD. DSM 1V relates number of symptoms to the intensity of the disorder. Childeren
with ADHD show a wide variety of Behaviours,but not all children will show all behaviours.The
purpose of this study was to help the teachers and parents identify children with ADHD and to plan

interventions taking into account the special condition that prevails in Indian classrooms and homes.
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Major Characteristics of children with ADHD
. Short attention span or poor concentration.
. Impulsive —acts quickly often without thinking.

Other Characteristics

R/

> Tendency to deny mistakes or blame others.
<> Difficulty in completing tasks.
<& Need for constant attention and reassurance.

Objectives of the study

1. To develop a rating scale to be used by teacher to identify typical behaviours of children with
ADHD.
2. To study the behavioural implications of ADHD in different settings. To find out Situation

variability in home and school.

3. To develop a management programmed based on cognitive strategy training for children to be

implemented by teachers and parents.

4. To study the effectiveness of the management programmed based on cognitive strategies in

reducing disruptive behaviour of children with ADHD.

Methodology
The study used case study method.

Criteria for sample selection
Exclusionary Criteria
> Children showing only attentional deficits and no symptoms of hyperactivity were excluded.

> Those children showing symptoms of ADHD but not having a medical diagnosis of ADHD

were excluded.

> Children with medical diagnosis and the symptoms of ADHD put on drug therapy were

excluded.

Inclusionary Criteria
> Children showing symptoms of ADHD and diagnosed by a single medical doctor, not put on

drugs therapy were included in the sample.
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Sample

The sample was drawn from a population of 1920 children in the age range of 5-7 years, Studying in
eight private aided English medium schools.After applying the exclusionary criteria the final sample
of 34 children was arrived at. Out of these 34 children only eight were selected for the case study.
Research Tools

The following research tools were developed by the investigator for the study:

- Teachers rating scale (TRS)

- Parents Rating Scale (PRS)

- Systematic Observation Schedule
- Teachers interview schedule
— Parents interview Schedule.

A total child approach was followed for identification of the sample . This study followed an
assessment procedure that included use of rating scales, systematic observation and parents/teachers
interviews. Interviews suitable Strategies were developed in consultation
With parents and teachers as per the needs of individual child and the specific environment in which
he lived. The strategy management plan was implemented by parents and teachers in sessions ranging
from 30 to 45 minutes over a period of two weeks.
Initially the teachers and parents were oriented towards the usage of strategies to develop more
positive home/class environment. Monitoring of the change in behaviour during the remediation
phase was done through parent/teacher monitoring records. For practically of the monitoring
procedure parents were asked to rate behaviour daily and teachers were asked to monitor and record
changes on a weekly basis. Systematic observation of the subject’s behaviour was done by the
researcher to monitor behavioural changes. Exit interviews were conducted with parents and teachers
to discuss effectiveness of the various strategies.
Results
The group analysis yielded the following esults. Range of behaviours shown by total group

Attention problems as most intense,whereas the teachers foun hyperactivity of the highest
intensity. Both parents and teachers considered emotional variability as of the lowest intensity.
Both attention and impulsivity were rated alike. In the area of hyperactivity teachers rated children
higher than parents by 5 percentage points. In the category of school clumsiness parents showed a
higher rating (10 points) than teachers. Emotional variability was rated at the same level both by the
parents and teachers.

Identified typical behaviours of children with ADHD
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Now a day’s banking has changed because banking services are no more
based on Brick and mortar structure. Due to Continues growth of technology,
Increasing customer base, evolution of alternate banking channels, has changed the
way of banking services, so hence the customer satisfaction. Banking is a customer
oriented service industry and customer satisfaction has become the most important
aspect of any banking business due to immense competition. Banks are more
determined to retain their existing customers by providing quality services leading
to Customer satisfaction. The concepts and determinants of customer satisfaction
have changed significantly as transition has taken place from traditional to modern
banking. This could be witnessed by exploring the literature regarding customer
satisfaction in banking industry. This paper is based on extensive literature review
and attempts to investigate how the concepts and determinants of customer
satisfaction has changed significantly during the transition from traditional to
modern banking. The findings of the study will provide an important insight into
the past trends of customer satisfaction and will provide a base for the bank
managers to devise customer satisfaction strategies in near future.

In this ICT (Information, Communication and Technology) era, the mode of
direct pay, online financial services has gained value. Now a day, customers need
flexible hours of operation, customization and transparency. Due to increased
market competition, customers’ defection rates are higher. Thus, research on
service quality and satisfaction of customers in banking sector is considered

important.
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Customer satisfaction is one of the most important factors in business. When
it comes to commercial banks, Co-oprative Bank and Private Bank and also
Financial Institution customer satisfaction level differentiates one bank from
another, thus measuring customer satisfaction is exceedingly important. This is the
reason why banks listen to customer requirements and complains. Profitable
business cannot exist without satisfied customers, especially in service-oriented
industries.

Understanding the antecedents to and outcomes of customer satisfaction is a
critical issue for both academics and bank marketers. Research has identified
service quality, expectations, disconfirmation, performance, desires, affect and
equity as important antecedents of customer satisfaction. The current reports
findings from a survey which looked into the impact of service quality dimensions

and customer expertise on satisfaction.

Businessmen and low income groups satisfied more with the service quality
of the bank, whereas middle income and higher income group not much satisfied
with the services provided by the Bank. Customers have highest and lowest
satisfaction with regard to responsiveness dimension and reliability dimension
respectively. Customers of retail banking sector in Vietnam are satisfied with
reliability dimensions, followed by empathy, tangible, assurance and
responsiveness. The dimensions with regard to reliability and responsiveness need
to be concentrated by Ghana Commercial Bank. The dimensions developed by
Parasuraman have a constructive and higher impact on the satisfaction of
customers.

The important factors influencing the satisfaction of customers — speedy
transactions with accuracy, expertise of employees, maintain secrecy and waiting

time of customers to complete the transaction. The responsiveness constructs
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influenced the customer service quality more. The customers of the bank
dissatisfied with regard to upgrading physical facilities and personal attention. The
bank could not fulfill the expectation of customers with regard to the three
dimensions namely innovation, benefits and credits and reputation of the bank.
However, customers satisfied relating to other nine attributes. Bank safety and
guarantees considered to be the important variables which influenced the
satisfaction of customers. Direct association with the service quality, satisfaction of
customers and corporate image has been reviewed. As a mediator, customer
satisfaction affects the various dimension of service quality and as a moderator

affects only the empathy and reliability dimensions on customer satisfaction.

Customer Satisfaction Is the Largest Competitive Advantage for

Banks

The banking industry is a commoditized space. With everyone offering
nearly the same products and services without much room to compete on price, the
experience customers have with their banks is what gives one bank a competitive
advantage over another. There are two areas where banks can really look to stand

out by delivering an incredible customer experience.

Interpersonal Service

In our experience, the relationship between a bank and their customer has the
biggest impact on customer satisfaction. People want to be treated as if they matter.
They want to form a relationship with their bank, and they want their bank to make

an effort to get to know them instead of just pushing a product.

Consistent Omni-Channel Experience

In modern banking, there are many ways for customers to interact with a bank,

including online and mobile banking, at an ATM, and over the phone. One of the
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biggest things we’ve seen is that a consistent experience across channels matters to
customers. Whether it’s transferring information quickly between channels or
making sure deposit times are consistent no matter how a deposit is made, these
things matter. To provide a great customer experience, banks need to deliver on the

expectations their customers have in all channels.

The Result of Great Customer Satisfaction for Banks

Plain and simple, the result is better financial outcomes. Being incredibly
involved with customer satisfaction in the banking industry, we’ve seen firsthand
how big of an impact it has for a bank’s financial success.

The results are two-fold. First, your current customers are far more likely to
open more accounts or use more services if they’ve had an overall positive
experience. A client with just a checking account could add a savings account and
use you for their mortgage when they buy a home. Second, satisfied customers are
far more likely to recommend you to others. This is especially true in business

banking.
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