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INTRODUCTION

We live in a service society and increasing portion of gross national product comes from
consumption of services. Furthermore increasing number of work force is employed in this
sector. The distinctive features of services merit there on management framework. Management
of services is more complex. Consumers buy something that is intangible. In most cases they are
not entirely certain what they will receive in exchange for their money. The service provider is
often none the wiser. The interactive roles played by the server and the served mean that service
provision and consumption varies enormously. This intern changes the role of management. So,
in today’s world management of services is getting tougher and tougher but due to the
innovations and the developments this field has certainly become productive.

MANAGEMENT OF SERVICES

There are particular problems and challenges for those managing an organization whose major
activity is providing some type of service. For the customer there may be little evidence, in
advance, of what to expect. The service provider has often to produce the service under the
watchful gaze of customer quality service. To produce and deliver a service, management needs
to recognize what that means in practice.

First an appropriate foundation must be laid through which the service will be channeled.
If these conditions of design, structure and setting are not properly thought out, the prospect of
providing a quality service is reduced. The next stage involves the actual delivery of the service.
People, materials and equipment must be deployed and managed to attract and serve customers
in accordance with their needs and preferences. It is essentially a process in which customer and
service interact in a variety of ways. Throughout that process the organization needs to
demonstrate a commitment to service quality by setting appropriate standards and ensuring their
implementation. Finally, to test the success of that commitment, service performance must be
monitored and evaluated. This must be an ongoing process that enables management to detect
and rectify any deficiencies (Mudie and Cottam, 1994, pp. 6-11).

Figure 1: Management of Services Framework
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WHAT IS INNOVATION?

There isn’t a business that doesn’t want to be more creative in its thinking. According to one
study, 75 percent of CEOs of the fastest growing companies claim their strongest competitive
advantage is unique products and services and the distinct business processes that power them to
market – innovation by another name. In another survey, A Consulting Group reported that 90
percent of organizations believe innovation is a strategic priority. The trend was also confirmed
by research undertaken by consulting firm ‘Strategos’. Their conclusion: the importance of
innovation in all sectors is growing, and growing significantly. In today’s ever-changing
economic landscape, inventiveness has become a key factor influencing strategic planning. IT
guru Kevin Kelly once said, “Wealth flows directly from innovation, not optimization, wealth is
not gained by perfecting the known”. Efficiency, while a necessary condition for business
success, is insufficient to sustain growth over decades. While new levels of efficiency and
productivity require inventive solutions, the goal of efficiency is not the same as the goal of
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innovation. Very often, innovation results from the planned and deliberate recombination of
ideas, people, and objects from the past that spark new technological revolutions, sought after
service concepts and effective business models. Yet to stand as valuable innovations, new
products and services must be sufficiently robust to progress efficiently through the end-to-end
commercialization process and into the hands of customers. How does this happen? Leading
companies continuously seek out and institutionalize the insights and tools they will need if they
are to stay at the leading edge and be top-rated stars in their sector. Some companies build
enduring capacities for breakthrough innovation.

Benefits of Innovation

Innovation can work in a very positive way for any company. Now days, with the changing
atmosphere and people more eager as well as more relaxed to accept the change the future of the
Innovating companies seems to be bright. There are clear indicators of a consistent connection
between a company’s commitment to innovation and its success in the market place.

Sales increase in highly innovative companies was nearly twice as great as in those which
are less innovative. The more innovative companies reported an average increase of 10.8 per cent,
while the least innovative companies reported only 5.7 per cent.

Profit increase in the most innovative companies was more than three times as great as in
less innovative companies; the more innovative reported an average profit increase of 51 percent
against just 14 percent for the less innovative.

Market share increase for the more innovative companies was more than twice as great;
the reported a 50 percent increase in market share growth, compared to only 27 percent increase
in less innovative companies (Ceserani and Greatwood, 2001).

INDIA’S GROWING SERVICES SECTOR

In line with the global trend, the services sector in India is growing rapidly. In 2000-01 the share
of services in the country's GDP was 54.2%, up from the 51.5% recorded in 1998-99. And, all
indications are that this growth will get accelerated not only because of burgeoning of services
within India, but also because of their increasing export. India's high capabilities in Information
Technology, and its booming IT software exports which now account for 2% of the GDP, are
well-known. In addition, there is the most popular segment of its services sector, the
entertainment industry, particularly films and TV, which happen to be among the fastest growing
in the world. Indian films are popular across West Asia, Afghanistan, Central Asia, and the
USSR and in South East Asia. They are now penetrating the Western world, thanks both to the
uniqueness of the entertainment offered by them which transcends cultural barriers, and also the
Indian global Diasporas.

India's health services (manned by highly qualified and experienced personnel), super-
specialty hospitals specializing in both modern and traditional Indian medical systems (like
Ayurveda and nature- cure) supported by state-of-the-art equipment, are attracting patients from
across the world, and constitute a significant segment of India's services sector. Education is
another field which is not only a huge segment of the services sector within the country, but also
a foreign exchange earner by way of NRIs and foreign students enrolled in major medical,
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technological and other institutions in India, and also export of manpower even to the western
world. In fact, the demand for teachers from India has begun growing in the United States and
England in recent times.

By virtue of having the second largest scientific and technical manpower in the world,
India has been providing varied consultancy and other services globally. There is still immense
scope for India to undertake project and management consultancy, repair and maintenance work
(on ships, power installations, transport equipment, medical equipment etc.) pre-publishing
services, and R&D in various disciplines, and interested parties from across the world are
welcome to tap these and other capabilities available in abundance in the country. Indians have
already made a mark as suppliers of varied services in West Asia, and are available to other parts
of the world as consultants, medical specialists, health workers, financial and banking experts,
educationists, and a host of other services segments. As a subcontinent with varied geographical,
climatic, ethnic, cultural, religious and social strands intertwined, India is a one-stop destination
for any tourist wanting a kaleidoscopic experience of life in its entirety. And, the tourism
industry in the country is well equipped, and also growing fast to offer tourists with diverse
interests and means, all the services needed to make their visit memorable. India is a signatory to
the General Agreement on Trade in Services, and is actively engaged in seeking full
opportunities for free movement of "natural persons" on a temporary basis as non-residents
across borders to enable it to supply services globally.

KEY SERVICES AREAS

Almost all the countries of the world, of late, have been seen assigning a transcendental priority
to the development of service sector. Sky, is the limit for quality. This complicates the task of
managers since they need to make the innovative effort more and more competitive which
requires world class professionalism. Sky is the limit for perfection. This needs to fuel the
process of development. It is against this background that the service generating organizations
have been found intensifying innovative efforts to excel competition which simplifies the task of
establishing leadership. We have failed in making possible an optimal utilization of the service
sector though we have world class potentials. We have failed in assigning due weightage to an
optimal development of marketing resources though we have world class professional excellence.
We can’t negate the fact that it is the fastest growing sector in the economy of the developed
countries which has been attempting to reserve an elbow room even in the developed countries
like ours. Today we market a number of services. This has been engineered a sound foundation
for the development of services generating organizations.

There are number of services likely to be productive if the policies and strategies are
enhanced. The banking services, the insurance services, the transportation services, tourism
services, hotel services, consultancy services, communication services, education services and
hospital services are to mention a few waiting for a major change. The personal care services,
entertainment services, electricity services have tremendous potentials. We need a sound policy
to make possible an optimal utilization of the potentials and to make the development process
proactive vis-à-vis productive.



© Apeejay Journal of Management and Technology
January 2007 ,Vol.2 ,No:1

Three service settings which has gone radical change are:
1. Financial Services: The public interface with financial services especially in banking has

undergone radical change in the last generation.
2. Fast-food restaurants: Born in USA out of hot-dog stand or lunch wagon genre, the fast food

chains and franchises have spread throughout the world. New players have entered in this
services area.

3. Hotels: Hotels have also undergone a tremendous change in recent periods. By the
introduction of new players in this area the standard of services had improved (Mudie and
Cottam, 1994, pp. 70-72).

Banking Services

The essential function of a bank is to provide services related to the storing of value and the
extending credit. The evolution of banking dates back to the earliest writing, and continues in the
present where a bank is a financial institution that provides banking and other financial services.
Currently, the term bank is generally understood an institution that holds a banking license.
Banking licenses are granted by financial supervision authorities and provide rights to conduct
the most fundamental banking services such as accepting deposits and making loans. There are
also financial institutions that provide certain banking services without meeting the legal
definition of a bank, a so called non-bank. Banks are a subset of the financial services industry.
Typically, a bank generates profits from transaction fees on financial services or the interest
spread on resources it holds in trust for clients while paying them interest on the asset. Banking
services occupy a place of outstanding significance. We cannot deny the fact that with the
development of economic activities, the banking sector could emerge as an industry of its own.
The public as well as private sector has been found owning, managing and controlling the
banking services. In the past, the banking sector did not get any attraction in the Indian economy
because of the low level of economic activities and the smaller business prospects. Of late the
business prospects are bright, the trade and commerce has been found getting a conducive
environment, the development oriented activities are motivated, the welfare oriented
programmes are given due weightage, the international trade has been found gaining popularity
and these positive developments in the economic world have engineered a sound foundation for
the development of banking industry. It is against this background that we find different types of
banks serving the different segments of the Indian economy.

Growth in Banking Services through Quality and Innovation

1. Customer service centers. It came into being in order to insure that in major urban areas,
the customer had an opportunity to represent their complaints for expeditious redress at a
level higher than the branch level. The main activities of the Customer Service Centre are:

 To organize receipt and distribution of complaints and a regular follow-up and
periodical review of the complaints.

 To submit periodicals reports to the higher authority at right time.
 To pay attention of their existence so as to make it more and more popular among

the customers to use this facility.
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2. Ombudsman. The banking ombudsman scheme came into existence from June, 1995 in
India. The system has been an effective means of customer care in developed countries.
The main objective of the scheme is to enable resolutions of complaints related to
provision of banking service to facilitate the satisfaction of such complaints. The
ombudsman will be a person of high standing in legal, banking, financial services, and
public administration or management sectors. All complaints concerning the deficiency
of the service in respect of banking operations like collection of bills, loans and advances
etc., are covered under the scheme. Dispute between the customer and bank should be
resolved through a dialogue, failing which the customer can approach (Malyadari, 1998).

3. Total Quality Management (TQM) & Diversified Products: The TQM principles can
turn a bank’s lending area into a competitive power house. The State Bank of India is
implementing the best branch for the customer service with a view of motivating its staff.
Several banks are offer a variety of services under one roof like hire purchasing, leasing,
housing loan, consumer loan, mutual funds, insurance, consultancy, etc.

4. Electronic Banking. Information technology is being used by some commercial banks,
namely, the State Bank of India, the Bank of Baroda, and the ICICI Bank, in order to
facilitate efficiently the day to day operations. Electronic banking can facilitate the use of
credit cards, smart cards, E-cash or cyber cash, since there are vast potentials in our
banking industry. Further, virtual banking can be offered in our country provided the
commercial banks computerize their Head office, Regional Office, Zonal Office and
branches by way of interconnecting them. Interconnectivity between branches by way of
interconnecting them. Interconnectivity between branches and officer can be helpful for
sharing of resources, information and power to the user and officials in order to offer fast
and efficient services to the customers (Bhuleshkar, 2002).

5. Automatic Teller Machine (ATM). It is an electronic device which allows a bank's
customers to make cash withdrawals and check their account balances at any time
without the need for a human teller. Many ATMs also allow people to deposit cash or
cheques, transfer money between their bank accounts or even buy postage stamps. In
ATMs, customers authenticate themselves by using a plastic card with a magnetic stripe,
which encodes the customer's account number, and by entering a numeric pass code
called a PIN (personal identification number), which in some cases may be changed using
the machine. Typically, if the number is entered incorrectly several times in a row, most
ATMs will retain the card as a security precaution to prevent an unauthorized user from
working out the PIN by pure guesswork.

6. Credit card system. It is a type of retail transaction settlement and credit system, named
after the small plastic card issued to users of the system. A credit card is different from a
debit card in that the credit card issuer loans the consumer money rather than having the
money removed from an account. Each month, the credit card user is sent a statement
indicating the purchases undertaken with the card, and the total amount owing. The
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cardholder must then pay a minimum proportion of the bill by a due date, and may
choose to pay more or indeed pay the entire amount owing.

7. Debit Card. Physically resembles a credit card, and, like a credit card, is used as an
alternative to cash when making purchases. However, when purchases are made with a
debit card, the funds are withdrawn directly from the purchaser's checking or savings
account at a bank. Two different types of debit cards are in use today: online and offline.
Online debit cards use the same underlying technology as ATM. PIN can be used where
the POS (point of sale) terminal is properly equipped; in particular, a separate keypad is
needed to allow the customer to enter his or her PIN and select the account from which
funds should be drawn. Offline debit cards carry the logotypes of, and can be used in a
manner nearly identical to, major credit card (e.g. Visa or MasterCard). The use of a debit
card in this manner may have a daily limit, with the maximum limit being the amount of
money on deposit. A debit card used in this manner is similar to a secured credit card.

8. Online Banking (Internet Banking). It is a term used for performing transactions,
payments etc. over the internet through a banks secure site. This can be very useful,
especially for banking outside bank hours (which tend to be very short) and banking from
anywhere where internet access is available. In most cases an internet browser such as
Internet Explorer is utilized and any normal internet connection is suitable. No special
software or hardware is usually needed. The number of customers who choose online
banking as the preferred method of dealing with their finances is however growing
rapidly due to the clear improvement in convenience it offers. There are also more and
more banks that operate exclusively online.

9. SBI & ICICI keen to enter retail banking in Singapore. Country's two top banks State
Bank of India (SBI) and ICICI Bank are keen to start retail operations in Singapore. The
SBI already has operations here dealing with corporate while ICICI Bank has an offshore
banking set-up here. According to sources, both the banks have approached the Singapore
Monetray Authority (SMA) for improving their existing licenses to enter the retail space.
''We are happy that India's two big banks are now keen to expand their operations in
Singapore,'' said an official of SMA adding that Singapore is very keen to improve
bilateral relationship in the financial sector. Currently, SMA is in dialogue with the
Reserve Bank of India (RBI) to ascertain few facts about these two banks to give the new
licenses, said the SMA official. The Singaporean banks are also interested to set up or
expand their business in India. Earlier the Union Cabinet had approved the
Comprehensive Economic Cooperation Agreement (CECA) with Singapore, paving the
way for three of its top banks to set up wholly-owned subsidiaries in India as part of the
first-of-its-kind bilateral accord with any country. The treaty allows the three
Singaporean banks, namely, DBS Holdings, Overseas Chinese Banking Corporation and
United Overseas Bank (UOB), to be accorded "national treatment" at par with Indian
banks with regard to branches, place of operation and prudential requirements. In
reciprocation, Indian banks already functioning in Singapore would also qualify for



© Apeejay Journal of Management and Technology
January 2007 ,Vol.2 ,No:1

national treatment in that country. In effect, it means that they would be allowed
electronic fund transfer (EFT) and clearance besides the use of local ATMs.

10. Niche offerings. The bank is now seeking to create niche offerings. Like in the case of
mass affluent. “Anybody with a minimum relationship size of Rs.2 lakh with the bank
gets to enjoy benefits like film tickets during the festive season. As state –run banks
cannot give an ambience like you see in foreign or some of the private banks. They are
now sentitivising both their employees and our customers about their capabilities and
products the technology is now in place for servicing our customers better (Mohan, 2005).

CONCLUSION
Service sector is the fastest growing sector in Indian economy. Service sector is not growing
only because there are huge profits in this sector but because today every organization is
providing large amount of services along with innovative products. No businesses can survive
in this present environment of competition without providing quality services to their customers.
The Indian banking has finally worked up to the competitive dynamics of the ‘new’ Indian
market and is addressing the relevant issues to take on the multifarious challenges of
globalization. Banks that employ IT solutions are perceived to be ‘futuristic’ and proactive
players capable of meeting the multifarious requirements of the large customers’ base. Private
banks have been fast on the uptake and are reorienting their strategies using the internet as a
medium The Internet has emerged as the new and challenging frontier of marketing with the
conventional physical world tenets being just as applicable like in any other marketing medium.
Service sector is improving day by day because of new innovations and developments are
taking place in respect to this development management of services is very important.
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