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Synthesis Literature of City Marketing and
Similar Concepts

lkrame Selkani

Abstract- City marketing is a field that is practiced in all over
the world; it was developed through different stages
throughout the years. The purpose of this study is to review the
city marketing literature and all similar disciplines, in order to
understand the very beginning of the field and its development
through the time.

DesigryMethodology/Approach: City marketing is a field that
becomes, nowadays, very important to every city and territory.
A link will be shown to understand the history of the city
marketing through the years and its importance now.

Finding: A very new and young history is shared on
academically contribution throughout the articles
Originally/Value: Discover the history of the city marketing that
has been developed through the times and the countries
where it has been shown and practiced

Keywords: city marketing, city branding, place marketing,
literature, review.

I. INTRODUCTION

he city marketing is an area that has been
practiced since the 19" century (Kavaratzis, 2004),

however it's a discipline that has a huge lack of
academic researches. lts origin stem from social and
nonprofit marketing (Kotler & Levy 1969; Koter &
Zaltman, 1971) and it has been practiced for many
centuries for the development and promotion of places,
cities, and nations (Kavaratzis & Ashwoth, 2008).

Throughout the time, the terminology has been
developed, and many concepts were introduced to vary
the understanding. Therefore the field progressed from
the initial “place selling” approach to the use of
integrated  marketing and branding techniques
(Ashworth & Voodg, 1990, 1994; Kotler et al. 1993,
1999; van den berg & Braun, 1999; Rainisto, 2003;
Gertner, 2011).

Usually, when we talk about city marketing or
any of the similar concepts, we extend our
understanding to the urban areas: those maybe cities,
town, regions, territories.

Along this article, we will see the literature
reviews of those concepts in the aim to understand from
where it comes and where are we going.

1. LITERATURE REVIEW OF THE CONCEPT

City marketing is a field that mixes between a
multiple disciplines. This interdisciplinary nature led to
confusion between the academics and the practitioners.

Author: University of Jaén-Spain. e-mail: ikrame.selkani@gmail.com

However, the concept has developed and left
some cities wondering on how cities as a brand could
be designed and managed (Marrilees et al, 2012).

The aim of these concepts is to increase the
investment and tourism by development the community
by reinforcing local identity and activating social forces
(Kavaratzis, 2007).

The interest of the field, globally, is to improve
the competitive image of deprived places can help to
the development of an empirical framework which can
make a significant step towards theory making
(Niedomysl| & Jonasson, 2012).

City marketing is a complex field which gathers
a multiple academic disciplines: geography, urban
planning, economic development, tourism, etc
(Berglund & Olsson, 2010). This mixture of all the
discipline doesn'’t let a clear understand of the concept
(Niedomysl| & Jonasson, 2012).

The same confusion is there, when we talk
about specific journals for publication: place marketing
can be interchangeable to “place branding”, “urban
marketing”, “city marketing”, “territorial marketing” and
vice versa (Skinner, 2008).

Even though, cities use branding as an
instrument to define themselves and achieve attractive
positions and positive perceptions of the mind of key
audiences (Kavaratzis & Ashworth, 2009).

Often, city marketing is defined as a
management process (Kolter et al, 1999; Rainisto, 2003)
which encompasses the attempts of the place
differentiation for competitive advantage over other
places. City branding has been defined as the “purpose
symbolic embodiment of all information connected to a
city in order to create association around it” (Lucarelli &
Berg, 2011).

One wide world reason is that cities in all over
the planet engage themselves in marketing and
branding efforts, in order to stay competitive and
relevant on the global market (Hospers, 2010).

Another definition of the place marketing
concept can be used, which says: “the measures taken,
by actors appointed to govern a place, to improve the
competitive image of that place with explicit aim of
attracting capital from elsewhere” (Niedomysl &
Jonasson, 2012).

The marketing of urban places are practiced
since the 19" century (Kavaratzis, 2004). There is a need
to identify the real history of all those concepts, in order

© 2017 Global Journals Inc. (US)
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to identify the real history of all those concepts, in order
to know the chronology and the development of this
field, throughout the years. The aim of the research is to
lookfor all the academic of the research is to look for all
the academic review (JCR). In the urban studies field
and to make a table recognizing all those concepts with
the revue name, the years of publication and the city
that was chosen in the empirical part.

a) Meta-analisis

The real stage where the city marketing occurs
now is still in the very beginning level, due to the number
of researches that were done in this area. Despite this,
the reality says something else: the biggest cities in the
world began to interest, and even to practice some
theories about the field, such as, territorial
communication, encouraging some activities to take
place: (Investments, Olympic sports, cultural events...),
in order to be known on a national and an international
level. Hence, an increasing number of cities and regions
around the world began to establish some logos and
brands for their cities: ‘| Love New York’; ‘1 Am
Amsterdam’; ‘Be Brussels’; ‘Be Berlin’;, cOPENhagen
(Open for you)’; ‘Lond-On’;... however these decision
have been taken from 1977, therefore, the city marketing
appeared as a field and area. Although, the academic
researchers are not well completed and full in this area,
and even the cities find they practicing some of the key.

City branding has been defined as the
‘purposeful symbolic embodiment of all information
connected to a city in order to create associations
around it’ (Lucarelli & Berg, 2011, p. 21). It can be used
as a strategic tool to provide cities with a source of
economic, political and cultural value (Kavaratzis,

In other words, cities use branding as an
instrument to define themselves and achieve attractive
positions and positive perceptions in the minds of key
audiences (Kavaratzis & Ashworth, 2009).

This article then presents as originality: the
history of city marketing through the JCR impact
journals and try to give a summary to this area and
relatively young and new field that begins to grow and
the receive importance to metropolises , major cities in
the country that developed countries, and to developing
countries.

[T1. RESEARCH METHODOLOGY

The field of city marketing and similar concepts
has known a very important stage of advancements and
contribution from a lot of articles and researches that
was done by different authors from different part of the
world. Today, in this article, we are going to analyze the
different articles that talk about city marketing or similar
concepts, published in JCR journals of impact.

1. Key Words
2. Year of publication
3. Journal

© 2017 Global Journals Inc. (US)

Authors

Title of the article
Impact indicator
Case study place
University

The article objective

Exploring this research will give us some
answers in order to know the history of the concept city
marketing academically through the articles published in
JCR journals.

Place marketing’s validity as an academic field
of knowledge is under threat (Gertner, 2011).

© XN O

a) Contribution to knowledge

City marketing and similar concepts that are the
focus of this study is a new field that is under-
researched topic. The aim of this study is to help to
understand the history and the beginning of this concept
and where we are now in front of this study.



R_CN hd‘u% H ~ QCTAAQ\/ : Qjmmﬁ :kzvm QCL‘D—C\/ A mu v Ly.:u,gfbvﬁ ITQE_WSM— —VEG HCQCLQMGEG“\Z« .tv TNE.HSC— —ﬁ.n_C—mv .
‘pasodoud si Bunexew Ao Jo sI1010e] 20UBpIAg
$5900NS A8Y Ajusp! 0} Auewien) [eouidwiz JUBLLLIOAAUS
ainpeoo.d pleselelg 1590 awog- Bunexe %980 9 Hing eul £002 Bunestrew
alqissod e sjosloid Buneyew Ao JeNSIeAIN A1 | Jekewsuiog o | PUB Buisnoy Ao
UBLLIBY) JO ul siojoe jojeuinor
a|dwes e uo paseg $$900Ng A8y}
*Jayebol Anunwiwod sy Buibuug JAineag
u1 8|01 Buipes| € 00} Puidas|s jo Aeg,,
sJ010e A8 UeLad yolym ul ‘s1osloid ay|—~Aeg
1uawdojaAsp AlUNWIWOD SNoLeA AN NS J0 8se)D ay |
10 JUBLIYSI|qEISe 8L} XOSSNS BOLJY YINog
semeAleIIUIgITISIYY Jo Aljiqeurelsns J0 AUSIBNUN | oy (ynog pleyuede 1sod | suuig Auoj | siepe uequn 6
PUEB $S800NS 8y} O} [e0N1I) 'Salll|ioe BOUY Yinos Aeg (In 606°0 ur Juswdojensp |« o : 1A e c00¢ Hhepew
Yy [eanl Hjoe) Ausionun ga1ns J _ . |9N suusllg JO Jeulnor 20e|d
[BIOOS [B)IA JO 90oUSSqR ISI9A! 2ILIOU0D8
8] PUB SISLIO DILIOUOD3 0} ‘BOLJY Sepoyy [eO0| pPaseq
4IN0oS ‘80UIN0Id ade)) uleisep Ul Aeg Alunwiwoo pue
IS JO AUNWWIOD |jews ay] Jo uonowoid wsuNo}
sesuodsal ay) sullexs sioyine ay | ‘Bunesew soe|d
‘'seoe|d soldwA|0
Bunexew jo souenoduw ay) (Al BIRASNY S 000z 8yl Jo}
ulspoLu-}sod 8y Jo solsueioreyD BUOBUOJIOM xmc_o>m 2651 AoupAg | nrep uoplon solpnis 6661 Bunexew
991U} PUB SJUSAS MIeul|ey J0 Ajsianiun Buneepy Aeuphs ueqin 9%e|d
usamiaq diysuonejas eyl Buluiwex3 yum sawexr) Buike|d
aAnoele
aiow Ao e Bupew Joj saloljod awos
s1s966ns pue Aeains alreuuonsenb ©0I0Y UINOS Bunexew Ao 1o}
e ybnouy) Ao ueyjodoiew Ausioniun E8I03 Yinog suoneoldwi sy pue | HEd 108UD R Ayde.Bosb 6661 Bunesew
UESI0Y| BUO 1SE3| 1B PalISIA 9AeY v-Buoq Ao uesng Ao uesng | UYOSAIS BH ueqin Ao
oyMm sIolIsIA UBIBIO) JO UOIORISIIES YlIM UoijoRjSiles
panigoled sy} saulwexs Apnis siy | GGe' L SIONISIA [BUOITRUIBIU|
‘suojedldwi
[eonjod pue [e100s aney Asy) 1yl PUEljoos uoljelsusbay
Buimoys ‘senbiuyos) Bunesew yons ‘moBser9 PUEHOOS . uegin uosipped selpnis £661 Bunexew
JO 8sn 8y} AQ pesie) suoleoldul jo MoBselH ces't PUE UOI}ONJISUOoaY ueuoy ueqin Ao
ay) uo Buisnooy ‘mobseln Ausisnun abew|
1O 9ouslladxe sy} Buluiwex3 ‘Bunasey A1n
eoe|d JojeoIpul uoneolgnd | uoneolgnd
aAo8lqo 8oy Aysienun Apnis esen yoeduw| L saloyiny Jo S[euInNopr | 10 Jea SpIop Aoy

$1daou09 Jejiuis pue Bunayew A0 Jo ainjelall| SISSYIUAS ©, 8/qe ]

(US)

© 2017 Global Journals Inc



sl ainuan aleaud —ognd siyr | jo Ausieaiun elelsny 3y} Jo uonesieunsy
40 suoysiosp Buluueld ul eousnyul | 8YL ‘S8oUsIoS dple|opyY _ ayi ul yolessal pue Bunaxew
pue uojredjoed 21003 DN 7.5°0 | Bupesep-eoed pue | AOPEO UBSNS | o bcin 800¢ 08|d
[B00] 18y} sjeanal Apnis ay| 10 |00Y0S | oplejapy Uod aul uone}yNsuo) a1|and .
S0 0] Bunaxew
10 uoneoldde sy} Jo Buipuelsiepun SPUBLOLION wepJlaiswy o
Jayuny 01 1dwane ue u o A0 ay1 Bunaxiep YHOMUSY D)
wep.elswy Jo Loye Buijesieuw . ul (puel|oH) 8zt :90JaWIWO0D ‘siZIeIeAR] SElille) /00z | DBunexew
a1 Buneniens Ajeonuo o | UOPULOID WepIeIsuy pue . A
jo Ausseniun ‘ SIeyIN
3y} ul Bunayew spiemol yoeoisdde s[eued ‘sdoyses}joo
M8U SIY} SBSSNOSIP [oIe SIU L Ul SJauped
66 -C661
Bunaxew pue uonowolid aoe|d Jo elesSNY BeAsY ‘sieah 1ouusy eyl
sainjes) auINog|aN mciog_m_\/_ v/50 Buunp sunogiew | sjabug ouusg %Emoo_mg pue £00¢ Bupeteu
urew sy} BuIUIRNO ‘payisuSIUl SeY |Aysisaiun |IAH Jo Bunexew oljod ueqIn 8%€ld
uonnadwod Alolaly| aoe|d ay] :SIeA0
Aym sauiwexe Jaded siy| ayew AlID
reybueys 1sie100g(
-180d) Ul 8y
pooY ayl
"senuNWWoo pared 1jing Ameu alodebuig 'ulyD JO suoleuasalday @cox%___M AydeiBoab Bunexew
s.leyBURYS Jo Bunesew-eoed ey uy | 40 AISISAUN reybueys GSe' L PUE S8IIUNWILIOD) MO ueqin £00¢ soe|d
Pa|qUISSSE [eUClEeN POIED BWOH | oy 4-uooy)
uaaq aAeY 1ey] 211018y pUE Sauay] weal asauIy) _
Buisiuanpe sy} seulwexs Jjaded siy| ay) Bunssep
"PBI0NIISU0D 8]
ued ABaresis Buipuelq aoeld
BAI}08J UB IO} YIomaulel) e eyl
0S 9sn Alejodwiajuod S)I sUILEXd
A[eonio pue siojelisiuiwpe
Ao Ag pooisiepun Ajjualind Ao
Buiaq si )i se ‘Buipuelq Aio suyep im | SPUBLSUISN Bunesrew Aloysues) | yuomysy r o
1l ‘puooes Ao Aresodwiajuoo oyl 00"k e 10 Apusp! siereney | AIUNULOO 5002 Bupoyeu
U} 0} 80UBAB[S) JUBINIUBIS YHM ‘usbuluoln) O UOILI9SSE 910818 SIeYIN Ao %e|d
‘ABoresns Buipjing-eBewr inpemod | 10 AlsiaAlun uy :Buipuelq AuQ
e se Buipueiq A110 01Ul pawlojsuell
aq ueo Buipuelq 1onpoud
moy 1sebbns o1 2noeid pue Alosy)
Bunayew
ul sjuswdojensp Jaded siy |
B:gN L@O% n h CC?.H;\/ : ;51& :\/vm ,:'CS—C\/ A _uv Lmuhd;w;m ZLQ:_mSm —de HC,:'C:MGGGE LC TNC.HSCH _dn—c_mu .

(Us)

© 2017 Global Journals Inc



L10C hd‘u% E [ UOISIOA I onSS] J[TAX QGLS—C\/ A D v Ly.:wofuvﬁ ssaursng —VEG JuowaseuRIN ,tv TNE.HSC— —ﬁ.n_C—mv

Q

Bunexew
weaJsurew
210W YIIM 80UBUOSS) Yonwl aARY
Ajlen1oe pjnod aonoeid pue Aloayl . o160
Bunexsew soe|d cwbm%%%m S @czmé_mE_ einelsy| Bunaxew
Ul SSBUBAIOUISIP JO 881B8p & ajesld ! 00 9@>__\M cr8l ooe(d jueuiwop | Aqeuem Areo omm_m_m”_%n_va 600¢ a0e|d
0] penfe usaq ised ayl Ul aAry 10 b_wazc_z B0IAIBS B SPJeMO | 101 r
yoiym
sanss| ‘0160| -G Jo sus| ayl ybnouyl
PamaIA ‘1eyl sepnjouod Jaded ay|
sexa|
'800¢ Salelg palun Ul SUMO} pue safio
@c__h:_o slodedsmau pue saINy20.q Sexa | ULON [rews Bunaxew (LoUBn
seuizeBew sexs | ul paysiignd 10 AusieAun (vsn) _ 10} saiBeR.lS BIPSN Hsybneq son ssoe|(d
9JOM UDIUM ‘SJUSLUSSILISADE puE ‘|ors| sexa) 8cL't Slwsed g | lelueq WO 600¢ | Bunesep
SBYIS gem [eloljJo ejleH SOI|AI0B ‘sI0j0DI8)BM Weyeiay 113
,so0e|d SBX9] JO Suszop JO sIsAjeue 10 Ausianiun aAeY OS[e am Ing
[NyaJed 8y} uo paseq si Apnis ay| |0 JOJ UMOUY| 81,9,
sanguie poob s Al0 8yl 1ybneo sey
ubredwed Jualind By} JUBIXS Jeym 0}
salebiiseAul UL BUOY,
Jaded ay} m@c_me U_\m Buipuelsiepun , BuoH
.so|doad Jo Aenns [euipniie oeyz
ue _u_cm _mou__o_Ezo mc_“ 5%395 jo Ausionun (euud) @c._._n_vwm_woow%hw mwmo uIqoelxX UoWIS sanD 6002 Buipue:g
. Bullieg gy | |V 1O9HS OIGWAIQ SYL | TR _ * A0
se|bejesis Buipueiq 10O 4O BUIYD pue Buipuelq A0 Bueyz 1
sisAjeue ue uo paseg ‘euly) Jo A0 _b_w_ozcz
rendeo ay ‘Bullleg pueiq 01 sUoye _ cmv:u_
O SSBUBAI08)JS
ay1 saulwexe Jaded siy |
‘Arey “(ouno]) uunj 1o esed ayl uun] ul Buipuelq
ul peke|dsip pue peleige|eo si Ao Aje1l-uun ueqin uo suolosyjjel Buipuelig
aAleald 8y) Moy ezAjeue 10 Aisisnun Am_wm_w 82L°L | ewog Ao anneaio | OIOUBA OHEANY SslIo 800¢ 0084
Areaudwsa 03 si Jaded siy) Jo wie ay| ' ay1 Jo abew ay|
elesisny oI IeIeM
SUONBISPISUOD ‘aplejepy opIejepy Hod
2lWOU029 0] [eulfrew jeymauIos ‘aplejepy

(US)

© 2017 Global Journals Inc



soiubew Buesio A (eulyD) pue Buibeyoed 6
Buipnjoul ‘passnosip ale saonoeid AN ANSISAUN ‘Bullieg g8z/'L | reiqingns pabexoed na Buojn4 senn 0102 URSHEIN
Buipuelq pue Buibexoed snouep HIPIED ‘reybueysg pue palen) 89%8ld
saoeds 21ignd 1noj ey} Buipuedxe
Jo sse00.d 8y} 01Ul 8oueEeq Bullesul seoeds oignd
Aq Buipuelig uequn [ein)No eljensny (ueder) exesQ ay1 ul AlAealo
Bunuswe|dwl Joj ajdoad areAijow ‘auinoqgeN pue Punowo.d 1o} LOSLLE 6
01 Juenoduwll S| 1l ‘S81I0 SAITB8IO J0- 10 AisieAlun | (epeuen) [eanuoly _ lomawely Auue m uipue.g
"seljijigedeo 8cL'L a SEllie) 0Loc ueqin
g (pue|bug) [edl}eiosy} 0UBNO) 1YSOIIH eamn
s,A110 ay1 puedxe ||Im 18yl uedep PIOJXO) pUe ASENEETNI=ET ) _ _ [BINHND
wia1sAs Juswebeuew oibales ueqgin — AsJaniun (Auewien) youny pue Buipuelq
ue Jo Buip|ing 8y} Joj uonoalip e AID BesO uegin [einyno
1o suiod Jaded siy |
"00g Ul Auowaiad Bupeaigpunolb
By} 80uIs ajl|-N 1o aoeds BulAj|
B pUe BISY 1SBayLION 0] AemalehH
e ‘uoibai ueyjodoliswl paIsusdNW
ay1 Ul 8pou e se pajowold usaq
sey opbuog ‘sjeadde [einyno pue
Saulay] snoleA B2103 YyInog
Buisn opbuog Jo uolezusloeleyd /ij (2810 LNOS) ‘K10 opBuog maN g
oljoquiAs 8y} JonAisuoo ‘uokeq L 0 UoNeZIIsIoBIBYD uo1owol
SI0}OB JUSLULIBAOB pUE I0}0as Aussenun | AHO opbuos meN R _o_F_OQEMm uity uobIyd senio 0L0C -
Q1e1So 81.13 1yBum pue uojowold aoe|d
[eas ay} ‘saoe(d Jayio yum Bunaduwo)
"©8J0% YINOS Ul UONONIISUOD
Japun A119 mau e — Al opbuog
MaN Jo Bunaxrew pue Ayolgnd ayi
Ul 8oedsS UBQIN O UoNEZIIBIORIBYD
2l|0quUAS ay1 saulwexs Jaded siy |
Bunexlep\ aoe|d
pJEMO]
Bunexew SepNINY Sluapisay 6o
a2e|d pJemo} sepniie aaljebau VSN Buipuelsiapun v BUl wyz A ainjelall|
10 @Asod sjuapisal Ul sjusuoduwiod Buisue 2bg'l ur syueuodwo) | | c%\s NMQMMW Buued 0102 Buexew
[eJOINBYSC PUE 'SAIOBYE | 58T ‘Asianiun [eloineyag | v_oEme, JO reuinor 89%eld
‘9AIIUB0D 4O Bj0) PUE ‘SAI108YY ! r
sy} seljusp! pue Bunesew soe(d ‘onmubo) Jo

Buip.sebal sjuspisal [e20] jo suoluido
pue Sapniiile saulwexa Apnis siy|

ajoy 8y} BuiAyuep)

10T ':v,u.% H [ UOISIO A ][ °nSS] J[IAX ,:CS—C\/ A-vv L,,ux_dbw;ﬂ ssoursng —VCG HCQHCLMGCGM\ZA .*C ?C,HSCH _dn—c_wv

(Uus)

© 2017 Global Journals Inc



Q

L10C hd‘u% ﬂ [ UOISIOA I onSS] J[TAX QCL‘D—C\/ A D v Ly.:uofbvﬁ ssaursng —VEG JuowaseuRIN ,*C TNE.HSC— —ﬁ.n_C—mv .

"SnosueluOdsS S| JuBWIBIOUI
anfeA AJI0 ‘sSuollIpuo [eapl U
'sjojoe} Allsusbowoy Bunasey AiD JUBWIUOIIAUSD
Bulyd : : Buig Buoj-un :
MO| XIS pue sJoloe) b_mcw@wEo; Buiuoer ueleq /G690 Buung wuewaiou| h_bcm m_wcom }INg 8y} 1102 Bunesew
uyBiy ea1y3 BuinjoAul ‘Aljian isionl an[eA JO WSIUBYOaN Buod pue Buisnoy 19
29lgns : un uad-eir _
108lq ay} uo Apnig JO [ewinop
JO JuI0dmaIA By} wolj anjea Al1o
10 1de2U0D BY] SBIYISSE|D PUEB Saulep
yoJeasal siyl
s|sloy Alfendsoy wmmﬁms_
ysiueds Jo ssauaAnedWod By} _ @c_mo_m m_myow ysiueds elony Uc_\M
pue Juawdojensp aBpsmous| 10} (00} [EusbELED . urbuneyell AydeiBoan BunesEW
aAIDBYe LB euabene) GgGe'L Auo ybnouuy ueaN L10C s
8W008q pNoo ainpsoo.d Bupesew | OP BOIUOBHIOd ssaUBAIREAWI0D o:mmmz 1o
A0 B moy Juasaid pue asAjeue 03 S| pEpISIBAuN Buinodu BLEDEY
Apms siU |auges uenp
Alunoo ay1 ul sdnouf oluyle
jo abues ay1 'sa Allunoo ayi Jo Aydelb |els| ‘Ieua) BuIbUE
-00b olWepedY P » g ainjelayl
uoifBal pue ‘Ao I 6
ay1 :SUOISUSWIP OM] O] 9oUBpIodo. wajesnJiap el _ s:c:o_o uleIsioH Wwey Buiuued 110z ulpuelq
ur ABajeans selunod Bulpuelq —a1n1su| LOBMT BUl| Ul JO reunop Ao
-a1 Jo yoeoidde mau e 8qlIoSap Japue] ay| qeul UL
01 sI Jaded
[lenidaouod siy1 Jo esodind ay |
"}00Q Pa1Id 1SOW S,UoUAT Wolj ules)
ueo slalexiew A110 osfe Inq spuelaUIaN aisse|) Buluueld
‘siouueld uegin Ajuo jou Jeyl anbue Aisianun ueqgin ue wolj
OM "UOINQUILIOD SIU} U| JUBAS|S. pnoqpey | SPUEHEUIRN . suossaT Bunay e 818dSOH | AydeiBoeb 010z | Bunessew
pue [eoido} Alybiy Juem| Youk GSEL A0 isIeap uep-uen ueain o
s s1 Apnis ey uoieoygnd si Jeye 10 AjsieAiun 0S Jeye AID 8yl Jo _
sJeak Ali4 sieuueld uegin Buowe abew| ay] S,youk]
21SSEe[0
e awo099q sey AlD ayl Jo abew| ay |
‘Alunwwio? Jo wawdojanep
9SJN0JsIp B BullUSAUI pPUE ‘SpiioW [eluapIsal
[enjoayote uislsem Buimolioq uegngns
‘soweu aoe|d ublaio) Buisn ‘sereb asauly) Buipuelq

(US)

© 2017 Global Journals Inc



BIPBIN
pue Bunsxiep

Jo anjIsy|
Auewuiay) — p
uajeysyoupali4 Msled
*swIa) Aejauow Ul SUOISUSWIP ‘RusieAun (Auewso) 8zsL o>::wmmmwwcwﬂ_w“% oLep ‘s19667 . S
abew 110 Jo 8sn ay1 awWi} 1S4l 8y} 10} uljeddez BinquueH SUBISUL - S xie ‘ieyusz 90€e|d
seJo|dxa pue saljio ueulier) 1sebie pue ulsg @Mwmn_uw_wq_ MM_D_N%M ueseqes
G| 8y} JO JUBWUOIIAUS spuelieyiaN : :
aAIIIedwWo9 8y} Jo} slusfe)l Uewiey) | ay] ‘Weplanoy
yum Apnis jeouidwe sjeos-able| e Aisianiun
spodal s|o1e siyl snwiselg
SUENEE
[elarew pue a|gibue) sy woly s il N
Se ‘auWl} JOAO puUB Ul SBAlelIeu . )
Bunedwoo pue Buibueyd wol) yonw »Lmﬂmmcocwﬁ « 10188y owmmm_\“ o ¢bunenew oomwm__m_ \%%hw_m_ mm:mﬂmw_ Buneyew
se pasodwod 1daou0d olweuAp 10 AUSISAIN or0| | » cr8’l R ‘ ' * Ageurep Uy €l0c aoe|d
e se pepiebel ! ! Yl Inoge 1eym Aieg) JO [eulnop
g pjnoys 1onpo.d aoe(d ay1 HOW 801,
1ey1 Buinbre Ag sepnjouod ajoile ay|
‘Ao
9AIlBaI0, B Sk uljiag Jo uoljowold ayl
pJeMO] JIys Adljod pue aAISINoSIp ullleg
81 JO X800 By} Ul ‘000Z-1sod S000Z Ul 8SIN02SIp
ulpeg U 8sInoosIp Buiesew Ao "o _ocv% . A0 SANESI0 Suon
[e1o140 0691100 (Auewen) 6060 oy} pue Bunesew | quiojon el | SAIBHY UBAIN 2102 il v_> __>_
ay1 Ul pue sajoljod juswdojansp Kusioni uljeg Ao ‘eoeds J0 sesn 10 [euJnorp 10
uegin pue JlLoUods Jusdal . _ Areijodway : Jsnuol)
Ul passauley Usag aAey aoeds Jo uegin ayl @C_cmjn_
sasn Alejodwial yons
‘Aym pue ‘moy sezAeue saded siy|
walsAs
salpnis pajeal eulyo omo_\m SeINqUY o”_mm .
alninj o} !
UOINGLIUOD [B19NI0 & 8q ueo siyy pue | BdreL “ABojouy mmn_vruo 159°0 Ao mo__\/_cwm__%ﬂw_\,_ X pue ing 1102 Buipueiq
‘SeINqUIIE PBUBISNS PUNOIE-|[e WOJj o8] IN ssomor. >_ o_M oA Busuys | ey Buisnoy Ao
pueliq \ﬁ_o JDIN pue s0usIog d/ 1O [euinor

10 UoITeWIO} 8y) 1sIsse 01 pesodoid
SI [opoWw Wia1sAs e ‘yotessal siy) U

10 Ausianiun

JalH J0 yoeoiddy
[eonoeld v

10T L@O* n [ UOISIO A ][ °nSS] J[IAX Q_'CS—C\/ A-VV LUx_dbw;m ssoursng —VCG HC,:CQMGCGE .*C ?C.HSCM _dh—c_mv

(Us)

© 2017 Global Journals Inc



L10C hd‘u% H [ UOISIOA I onSS] J[TAX QCL‘D—C\/ A D v Ly.:uoxovﬁ ssaursng —VEG Jjuauwrog

Q

BUCIN .tv TNE.HSC— —Gn_C—mv

ysipamg Ag suole bunexew-aoe|d ‘Alsioniun apIsAlIUN0D apIsAluNod uuewawig pue uegin Bunaxiew
[einJ [euolieulalul saiojdxa ajoi1ue Sy} 010210 usipams €/9'1 | ysipemg Bunowold 00JB|N ueadoin3 e10g a%e|d
VSN "BlUIBIA Aosy Bulpuelq
‘Aiuepl aoe(d pue puelq 10 Ausieniun ooe(d 0} yoeoudde | UoreH or Aep alneJa)| BuIpUEIq
ooe(d ey} usemiag diysuoelel eyl cr8L peseq Buiuued 102 _ A0
uo paseq malA e Buidope ‘Aloayl SN ‘Je1seola -AIusp! uy :spueiq Sizieleney JO [euinop _
Buipuelq aoe|d spiemo] yoeoidde 10 Ausieniun aoe(d Sleylin
[9AOU B S90NP0JIUl S[0ILE SIY | 10 SOIWRUAP 8y
Soll10 pazIs
-WwiNIpaW pue -|[ews Jo juswdojanap BUIYD IBJUSD _
oy 10} ojoe) Juepodul Ao yoseasay BUIUD *Aunog thny
© S| JUBLUMOPUS 804N0Sal [BO0 swdojers( o Apris
pue Buneyiew A0 Jo UOIBUIGUUOD puE pue osed v :Bunesiew
onoaye ou) Tey} senbre 1| | Buuuely ueqin A0 snonuiuoo alnjeJay| BunoseL
"80UBUIGAOD pUB ‘AWOU008 © Ueyzueug . BUuD ar8't Aq pejowoid Buiuued €Loe R
‘SSeUaseme UBQIN WO ‘[eAllsa) noo 1Anx Juswdojenap J0 feuinor _
pue uononpo.d 181sqo sii 1o} [enden CeulyD snousBopus
181SQ07,, Se PajeYew SI YoIum ‘AusIsAUN pue
‘Aunon 1Anx ui dn-Buijeos uegin Bulluen dn-Buifeos ueaun
pue Bunexew A0 Jo wisiueydosw
B} SauILUexs 9|oIle SIy |
SaI0 8sauIy)
Juawdojansp uegin mau 0} elessny (eUIyD) Ul uoieulosuel)
palejal ‘auegslg T [eol1y1e Jo
senfen Jo UoJeWIOjSURI) [BOIY1e ABojouyos | Buoy BuoH 8zL'L alis [enusiod | uosme 19 seno clog | Pupueig
[enualod jo aus e se Bunasiew 10 Ausianiun Builieg E SBe SJUBWaSILaApe I Tle)
a1e]so |eal serebnsaaul Jaded siy | pue|susand reybueys a1e1se [eal 1ybij-ul
10 ApN1s [eoLIo1vYl
sdnol
19612 Bunoemy uo
sdnoJb 1eb.e] Bunoeie jo S100 3 418 Y|
swial ul Bunexsew eoed SpuelisyieN pue Bupesie 89.ld | ufijy sUBH-Y1T
JO S)Nsa panisoiad Uo sajoelsgo | @Yl ‘Wepienoy 001 Ul $eoe1ISqaQ JO uneig g | Aunwwod cloz | Buneten
10 S108 JJo 8y} SezA[eue Os[e Ausienun JUSWSSaSSY | sinys3 Jedser Ao 8%8|d
1] "siebeuew 21gnd Ag paaleolad snuisely uy :ABerens
Se $8|0e1Sqo 90UBUIBAOL)
urew ayj sezAjeue a|olle siyl se Bunaye aoe|d
Auewian)
‘BinquieH

(US)

© 2017 Global Journals Inc



Reme ssed Ajjeul} pue ysunoj;
‘MmoIB 1ey] — 1088

MN ‘S8 o0e|d
ui ‘aidoad se — sanus oiuehio se ‘Rusionun
_ _ ek O UoleollUOSIad
sBuiyr Buial| se wayi 1eal 0] ‘seoe|d Hip1eD oUL bUE BUIDUE) ojpdwe)
Ajuosiad o} Aysuedoud no ‘AjeweN WP _ pueld BUBLIDY pUe ainjelsy| 6
‘ainyeIall| ‘ 2rg’ L | Uequn uQ (ndlleH e umoig Buuue(d 102 Uiy ew
! SN ‘puelall _
PaaN UMOIOW S80(] a%e|d
a1 J0 108dse Pay00IaA0 OlBYIY € O} UIOULON 15010 ol usydeig JO [ewinop
UonuUaNE ,SJa1exJEWIoIOBW SMEBIP pPUB J818IN ¢SIopINOYS peo.g
dneH s8lllD 0d
suoneolgnd Bunexew aoeld Jo uon jo Ausianun
-eJajljoid ay1 uo s1o9jjal Aessa siy|
"SIOJISIA puUB Sjuapisal Bunoeie uo
109418 8AlISOd B 9ABY UOIIEDIUNUIWIOD spuelieyiaN
P onts oo soseonse oded | wiepionon ONEOLILILIOD | Ul SUH 3
siy ] ‘Buipuelg 8oe|d JO SSBUBAII0BY0 wepJsnoy bueiq soe(d | ‘sinys3 Jadser Selo V10 bupue.g
' ' : JO SSBUBAI08Ye By | ‘uneig Y13 90€|d
ay1 Buissaippe saipnis Alsianiun
[eouidwa ‘aAlelIUEND 1811 BY) JO BUO snwiselg
si Jaded siy1 ul pejussaid Apnis ay|
seousipne Jualalip Aq paaiealad ale VSN
sylomieu
seoe|d moy Jo Buipueisiepun Jejeq uoiBulysep
JllUBWSS pue
© |0 9AI1998(qOo a1ewiin 8yl yum 9019 BIo0s 6
‘Spuelq JIay} JO pue | ‘suoljeu pue [euoneulalu| 8z L [e! uIneg aj3 sann v102 uipueiq
' ) e se Buipuelq A1ID A0
suoifai ‘sanio jo Alxejdwod ayl 1O |00Yog ) :
. :spuelq Ao ybnoays
Bunnideod jo a|gedeo sI eyl [ppow Alsianiun
selo Bulpuelsiapun
Juswiainseaw Buipuelq soe|d ueoLaWy
e 1uasald 0] swie yoseasal siy|
¢ Bunew
Aaijod Jo uoisuswip
$855920.1d 80UBUIBAOB Ul SUOIIOWS [BUOIIOWS N
,SUSZI1I0 |apn|oul pue puelq ay} Jo SPUElIBYISN . 8y} ssaippe 01 ML Haﬁ Bunasew
Aufenb ayy soueyus | 8YL ‘WepIsioy S8l | ABejens se Buipuelq c_cc%_ 14394 a0eld
0} pasn aq ueo Buipue.q aoe|d Ausieniun :uoledioiued $0 jewinor
Ul JUBWIBA|OAUI USZINO 1ey) Apnis aseo uazio
B YlIM SMOYS ajoI1Le 8y | pue Bunesiew aoe|d
S]UBpPISaI MU
spuelieyiaN 10BIHE O} @czmémwc salpnis
a1 Ul suBredwen Aq patijduwexa Uspams | spuelsyloN ayi ul a2e(d [einl pUoIBo)
[euolBUIBIU|

‘sjuesBiw ueadoing ulaisem
uanjye splemoy sanifediounw

‘spuejiaylaN aui Ul

10T ':v,u.% m [ UOISIO A ][ °nSS] J[IAX ,:CS—C\/ A-vv L,uy:ﬂdw;z ssoursng —VCG HC,‘;C;MGC.@M\ZA .*3 ?C,HSCM _dn—c_wv

(US)

© 2017 Global Journals Inc



L10C hd‘u% n [ UOISIOA I onSS] J[TAX QCLS—C\/ A D v Ly.:woxuvﬁ ssaursng —vzw Jjuauwrog

Q

BUCIN .*C TNE.HSC— —Gn_C—mv

Aupowwo) ‘Buiddoys ainsig) Pa2oUBADY pue Buiddoys
:WISIJaWNSU09 Jo Wioj [eoidAleyole Jo} Jsuen (soue.) . aInsig| ‘WsSLNO | Isolqgey Buipuelg
ay1 uo paseq Bulpueiqg WSLNO] eubojog sued 8cll :Aoeba) [eololsiy 1571=][Vg) SemO §l0e ueain
ueqin Jo WIOJ B $8SSNOSIp sjolue Siy | 10 AlisleAlun e Buimeusy
‘lenusiod
18y} Buizijeas Ul $8j0LISCO SOSNED
aousblienip lenidaolad ybnoyl
Buipuelq usaib 1o}
SUOIOB.)E SAIOUISIP 87 0} [enusjod ! (euysny) s1Uo %mc % xm_mm_% Imﬁ_wh
JI8Y)} SSEQIPUI YOIUM ‘Ssauanbiun onigsuu| T sousia ejeleiN ‘N Buiuseib
10 |ons| Buoss e jo @w_mzca (eulyn) 6012 o suondeomy | BE] ‘siejed uegin G102 Bunexew
aABY 3jied-095) 8Uj} PUE Shied SULEIN - (BUYD) Buoy BuoH g BuibUE d | ey tueyo 3 Aisel0} Ao
‘Buoy| BUOH U| "SIONSIA [eljusjod -Buoy BuoH £ . %__oc 9| Buyg-Bunyo Ueqin
oue 812001 Aq 10 Asianun 110 Ul syred oljgnd
passaldxe Ajeloadse puelq Alo ayl
10 AljIgeinoAe) pue Allel|iwe) Yeam
ay1 s|eeal Jaded siy |
Aley| ‘esid
‘@ouabi|jei| 11BN
goM 8U) uo eubojog Jo uondsased JnUBeLISS 5 < 0olBpa4 pue | luBWIOWIAUS
ay) wouj pajoadxa aney PNom Ao Arey /S9°0 ﬂ__ocﬁm_ 10 pue ung V102 Buipuelq
ou) Afey| “eubojog A0 eubojog SISAleuy juswijuss pueis | o4l Buisnoy AD
10 s10108s AUBW Jeym s)oelal Ajeiped eubojog opsgoy jo [ewnor
pue swujuod Ajjeried Apnis siy | 1P BHISIOAIUN
"xa|dwod
puUB 4ol 8I0W eUO|22Jeg
pausnball-1s1iNO] ‘[eIollo Byl
seyeW eyl euojposeg dlusyine, |o
aoeds pueiq Ue ojul [eAey BUOJBOIEY
8y pauin} aaey pooyinoqybieu ay) ureds [e1U8O Ul BUIpUBIq
Ul pOSEq 10}09S [BIN}ND 8Y) JO SBAI » _ .
-ejussaidal pue suoINHISUI [eIN}No euojeoey ueds 265°L mom_ﬂ%;mmwmwm% m:m_c__mﬁwm_n_uﬂ selpnis v102 Buipueiq
oy} jo uoioe juiol ayy enbuis | OP TBISIBAIUN EuoRoled 4 i ueqin o0e|d

pue Arejdwexa i 10U1SIp [eAey
ay) ‘Ajreoiioads ‘pue euojeoleg
[BJJU8D O 8SED 8Y] 9AilIeduod
Aeqolb eq 01 s1 Alo e JI siluswgje
Alessadsu ale

yolym ‘Ajoiuayine a1eald pue aoe

ueqgJn ul Alonusyine
pue ainynd

(US)

© 2017 Global Journals Inc



slijeuaq [enuslod

jo uonnguisip pue senjjiqissod sy}
saInBIjuod pue puelq Ao 8yl JBAO
suone1saluod Buiobuo o1 Aem sanib
A0 UeOLIBLIY UIfeT 8y} ul Buneyew

sally sousng
ul sa1o1j0d [eanyno

Heain pue m%moc_%gcwmﬁmm N ‘uopuoT eunuabiy 2651 pue BuipuBIq | preuiq elioeD Selpmis GL02 @c_ccm _5
1usws|Buelus Jeindiled e moy Aussonun Ao Selly sousng Ao Bunseiuo) ueain 1o
Buimoys Ag sepnjouoo Jaded ay| -9[es 10} S8l
saiberelis Buipuelq
A1o Bunseluod pue Buideys ul 8inno
JO 9]0J 8y} saulwexa Jaded siy |
Areyl "elinby
g soldwA|0 -
v102 mgmw %mgﬂﬂ%m%gmm%%%@o% H%%LM_ OoUBIoS oJisuer ap ljsuinbsed
[eqoB o} Bunedaid jo sseyd ayy OSSES LBl (I1zeig) gz, | ogu Sjuene-eBau ©1[1090 s 10z Buipue.g
Bulnp e, Olleuer ep oY uods o sisAjeue " OllsrelN v Ao
oJlsue ap oIy Ul uolieluasaidal ‘olleuef m_v o_m Buipuelq (181uNo2) Ejjsuojuy
AYIO JO UONONAISUOD 21109[BIP BU} h.m:ﬁ_@wzc_z V ¢UOIIONIISU0D
J0 sisAjeue ue sjuasald Jaded siy| o i 10 uononasaq
00Qe} SISlO
"SISIIO 21LIOU028 Bulobuo ayl 2ILUOUODd 8y} pue
Jo asneoaq Ajewnd ‘pabueyo aaey K21l -ouLio Aie Buipuelqg uegin Buipuel
UOIEN}IS OILIOU0D®-0100S [Blousb 8y} | |p ,_mw__mgo\/._c% Ac__hw 8cL'L ‘uun| :leye| siesk OIOUEA OU8qY oo §H0¢ .F_wumém
pue uun] yioq :1ale| sieak ybie 1yBie ‘Ao aAealo
AlI0 aUes 8y e SY00| 8joiLe SIy| ay1 Jo ebewi ay |
uolezielal
sdiysteuped asay) Aq ainjoa)yole
paouan|jul 81e pue aAleolad reg ur sdiysiouyed
a|doad [eoo|] moy pue ‘Buipueiq Al EPBUED aleAud-olgnd
0] yoeoidde ue se pauoijoun) aAeYy [BBAUON (BUYD) 9z/°1 ybnouy) 0BUZ IOMEA senn 5102 Buipueig
JusweBeuew Aysienun led AD 11eq@ Buipuelg Ao
abeluay ul sI010as areud M99 : Ao [eunyino
pue olignd ay1 usamiag sdiysieuped pue [eoloIsly
MOy [eanal 01 swie Jaded siy| Buipes) s,euly)
19)/ew aAnadwod
eqo|B ay1 uo sabewi Ao BuiAidiinw )
pue Buneusanfal 01 0sje Inq >_9_c_cm_w__wﬂw.m_.

Soles UOIYSe) Wealjsurew Buisesioul
01 AJUO 10U [BJUSWUNJISUI S| WSIYSIS)

sled
ul Buipueiq uegin

10T ':v,u.% H [ UOISIO A ][ °nSS] J[IAX ,:CS—C\/ A-vv L,,ux_dbw;ﬂ ssoursng —VCG HCQHCLMGCGM\ZA .*C ?C,HSCH _dn—c_wv

(Uus)

© 2017 Global Journals Inc



Q

L10C MSOW H [ UOISIOA I onSS] J[TAX QGLS—C\/ A va Ly.ﬁdoxuvﬁ ssaursng —vzd Jjuauwrog

euejN .*3 TNE.HSC—‘ ﬁdn_C—mv

Aljeal [e100s
B SE JU0JJyoeaq ay} JO UoonIIsuod
8yl ul 8|0l Jisy}

Aureay
10 UoneIUSSaldey

puejslapun 0} pajie} aAey siebeuew lizelg yoJseasal pue
A}10 8} ‘J9SSE [EINJEU E SB Way) ollauer ap lizeig .| [Bl0S pue wsiueqin old uopeonpa Bunexew
6 ‘ 961t ollsue [9P S1USDIA §H0¢
uinleolad Ajlsnonunuod Ag ‘moy pue | Old OP [BJepsS | olisuer 8p OlY lsuer Buiuued 20B|d
adeospue| [BINjBU 8] PUB S8oes(q 8pepIsIeAlun 9P OlY Ul juoipalepy | 8 BIEMI BIEN JO [euinop
ay) yum diysuonees Buosis e au} Jo abew| eyl
pey sey abew s A110 841 JO UOIN|0AS
8y} MOY S8SSNOSIP S[oILe SIyL
‘leuoneonpe pue ‘[eonijod
‘leaiBojouyoal ‘jauuosiad :sabusjeyo sabuajeyo
Jolew Inoy 008} siefeueL VSN ‘Ausionn SOOI O} %%%MM
1By] SpUl} pue ‘81e1S UIayINoS SIBIS 2651 uoIBONPS 8sN solpnis cl02 Buipueiq
e 1noybBnoiy) ddississ] siebeuew QNG Moy ueaqn a0e|d
sieBeuew QWA YIM SMaIAISIUI IACISSISSIN JO uonelo|dxa QMMM\MM

Jjo synsal Buiodas Ag ainjelall| 8yl 01
$8INgLIU0D Apnis sIy]

uy :deb sy Buibpug

(USs)

© 2017 Global Journals Inc



Global Journal of Management and Business Research (G ) Volume XVII Issue I Version I E Year 2017

SYNTHESIS LITERATURE OF CITY MARKETING AND SIMILAR CONCEPTS

IV.  RESULTS

Year of publication

Y 1993
2% Y 2002 5003

Y 2005
2%

Y 2008
4%

Y 2012
2%

According to the statistics that we have realized,
we notice that the beginning of the research of place
marketing and similar concepts began in 1993, under
the Journal Citations Reports in social sciences of 2015.
The first journals published some articles and papers
about city marketing with 2%, this proportion was
growing up till reaching 18% in 2015.

Through the years, we have seen that the peaks
of the publications in the Journal Citation Reports are:
1999 with 5%, 2007 with 7%, 2010, has been increasing
till 11%, and 16% in 2013, and then stagnated in 18% in
2015.
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Urban foresty &

arbangreening  Journal of publication
2% .
Journal of planning
European urban education and
and regional research
studies 2%
2%

Urban geography

7%
Urban Journal of
policy and urbén
research affairs
4% 5%

environment
9%

City

Community

5%

From 1993 till 2015, there was several and
various publications that was done in many journals,
and the most common in publications of the papers
according to place marketing and city branding field, we
can say that the “Urban Studies” with 13%, then
“Journal of Planning Literature” with 18%, and finally
33% with the journal: “Cities”.

This means that impact factor of the journals of
publication has a great and a very important role at the
acceptance of the papers of quality.
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Mice H'H
: . Casestudy by cities , .. ...
(l:JISt?In Bolsi/gna Swedish Melbourne Adelaide LynOCh Hong Kong Turi 3%
3% ” Countryside 3% 3% 3% 5% ;;n
o "
Sydney 3% Benglng
3% &' 8%

Barcelona : Texas
Buenos 7 —_— 3% songdo
Aires 3%

3%
Gloscow Manchester
3% 3%
Munich
Rio de Janeiro 3%
>% Oxford ponreal
Xuyi Country Dali Osaka 3% 3%
3% 3% Paris _ . 3%
o, Stillbay  Hamburg
3%
3% 3%

According to the research that we've done, we
can forward that the case study that was chosen in the
majority of the papers was Beijing with 8%.

In second place, there were many cities that
were chosen in the empiric part of the articles such as:
Hong Kong, Turin, Shanghai, Berlin, and Rio de Janeiro.

This means that the majority of the papers
choose the city of Beijing, its role in the world, as a
strong city that found the right way to make it know with
City marketing and similar concepts in order to be good
economically and touristically.

Netherlands

%
S o Spain
- - " . 3%
Australia . A
Argentina 10% ““
3% £ — .
Scotland | .

3%

Brazil
3%

France

3%
South Africa
3% Japan

3% Canada

3%

Case study by Countries

Holland
3%

USA
3%
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Concerning the countries of the case study of
the articles that we've studied, we can say that the
majority of the articles were talking about different cities
in the same country which concludes that, China is on
the top of the list with 20% then Germany and Australia
with 10%, and then ltaly, UK and South Korea with 7%.

As we have seen, China is one of the most
important countries found at the empiric part of the
papers that we have studied, in the second place we
find Germany, as a strong country in different areas and
especially.

Cultural Urba.n
urban branodlng branding
branding 5% 9%

Place promotion 2%

2% Marketing
places
2%

Keywords

From all the research that was done from 1993
till 2015, the keyword very used is “Place marketing”
with 36%, then we find City branding with 24%, and then
20% dedicated to “City marketing”.

The main useful keyword is Place marketing
referring to the place that has know a strategy of

marketing in order to have a better future, than the city
branding, referring to the importance of the brand in a
city or a territory that makes it easier for the tourists and
visitors to remember it, and the city marketing, that is
referring to the marketing used to the cities.

Singapore, 1
Spain, 2
Brazil, 2 Scotland, 1

Canada, 1

South
Africa, 1

Japan, 1

South Korea, 1

Sweden, 1

Author Universities Per
Countries

© 2017 Global Journals Inc. (US)

Global Journal of Management and Business Research (G ) Volume XVII Issue II Version | H Year 2017



Global Journal of Management and Business Research (G ) Volume XVII Issue II Version | E Year 2017

The authors that wrote the articles from 1993 till
2015 about city marketing and similar concepts are
from: UK with 9%, then USA with 6%, 5% is common
between China and Australia,, then we find Italy with 4%,
and finally, Germany and Netherlands with 3%.

V. CONCLUSION

This study has explored the articles that were
published in JCR journals and revues. In this sense, the
articles published between 1996 ans 2015 were
analyzed, even tough, the study is not definitive. It only
helps to summarize and interpret, analyzing the item
that was choosen in this work.

The main result that we have noticed is that, the
cities that are discussed at the study empirical part has
to do with two continents: in one hand, Asia, in order
words China because most of the articles talk about
Beijing, Shanghai, Hong Kong, China’s cities. In other
hand, the articles talk about a very strong country in
Europe which is Germany: Berlin, Munich, Hamburg.
The city branding is definied as a demand oriented
approach. (Oguztimur, Akturan, 2015).

The city marketing, literature is under
construction and development. Most of the studies are
derived from marketing and management (Kavaratzis,
2004, 2007) and brand management (Kavaratzis &
Ashworth, 2009).

This study has some limitations. The main
limitation of this article is that, the study explored the
literature just from JCR journals from Urban Studies
Area and the research was done with these keywords:
Place Marketing, City Marketing, City Branding, Place
Branding, Branding cities, Marketing places, Place
promotion, Urban branding.

Therefore, excluded the articles that were
published elsewhere, and the books that are talking
about the same fields, conferences proceeding, articles
that are not available electronically.

The city marketing field and its similar concepts
needs a considerable research contributed b
practionners. Through the entire article, the study has
explored different articles mostly in English that was
published in many revues of impact: “JCR” that talked
about city marketing, city branding, place marketing,
territorial marketing.

This study leads to analyze and interpret all the
results that were shown in order to summarize the real
history of this field that was shown and published
academically.

The study has shown that, the earliest article
about these keywords was academically published in
1996.

The study analyzes the articles per years,
revues, the university and the case study “place”.
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Abstract- This paper presents an analysis of the concepts
associated with the study and practice of Management in view
of the changing world order while establishing their inter
relatedness with the theories and practices developed in the
West. Being followed by the leaders and entrepreneurs of the
country right from the Vedic ages, the ancient Indians had
developed their own management systems with the help of
which they successfully carried out their business affairs. It is
our hypothesis that the practices, thus cultured and the
concepts thus evolved, are relevant across the boundaries of
time and space, and shall be immensely helpful for the
organizations of the west as well. The Vedas and Upanishads
have been at the grass root of Indian Literature work on culture
and wisdom of ancient time. This study focuses on enriching
the modern management terminology by the implication of the
Vedic management system.

Keywords: vedas, vedangas, upanishads,excellence,
karma, bhagwadgita, management.

[.  INTRODUCTION

Q ccording to (Steingard, 2005), ‘Spirituality, as a
holistic infusion of experience and wisdom into

the management disciplines, necessitates an
inquiry into new ontological, epistemological, and
teleological dimensions of research and practice. The
term Veda itself is derived from the root ‘vid’. It means
both to know and to obtain or to attain. The Vedas are
the most ancient literature of mankind. Vedic stanzas
are called mantras(Nigal, 2009).Vedic culture is the
indigenous culture of India. It is not merely a code of
religion, but a way of life with something of anyone,
regardless of what level of consciousness or inquiry into
spiritual truths that a person may have. Vedic culture is
trillions of years old (Knapp, 2006).The Vedic
management system as elaborated in the Vedas and
Upanishads is a normative system. The normative
system enunciated by the Vedas and Upanishads is a
decentralized system integrated by Riti and Dharma
(Saigal, 2000).In the first stage of the Vedic system the
Indian culture was focussed outward and had its
foundation in the views on the mind and the physical
human being. During this period, there was a natural
faith in objects which were physical, could be sensed,
could be seen, had a concrete presence and
represented the external pursuits and aims of a material
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world. In mediating between the spirit and the human
mentality the people of this early civilization focussed on
external physical things such as symbols, rites and
figures. Vedic religion recognized great living powers
and godheads behind the manifestations of Nature.
Though the inner truth of the godheads was not known,
individuals offered to them and worshipped them.
During this period, God was viewed as a divine force
which sustains and directs life. Another central feature of
the Vedic religion was the act and ritual of physical
sacrifice, based on the notion of a constant interchange
between the individual and the universal powers of the
cosmos as the main driver of Nature's actions
(Nandram, 2014).

[I.  VEDIC LITERATURE

The age of the Vedas can atbest be 4000
B.C.(Saraswathi, 2016).The primary thought in the
Vedas is a mystical conception of the universe. The
whole effort of the Veda is directed towards one goal —
to achieve union of the individual Self (Atman) with the
world  Self (Brahma)(Bhattacharjee, 2011).'Upa-ni-
shada’ means ‘to sit by the side’.What was taught by
making the disciple sit by the side of the teacher is the
Upanishads. The main theme in the Upanishads is a
philosophical inquiry and dealing with that state of mind
with all shackles destroyed. The direct method of
realizing the path of knowledge (Jnaanamaarga) the
nonduality (Abhedha) of the Supreme Being and the
soul are explained in the Upanishads(Saraswathi, 2016).
The Vedic literature provides the spiritual knowledge and
instructions for assisting all living beings in their material
and spiritual development and understanding. The
Vedic literature, including, among other texts, the
Rig,Sama, Yajur and Atharva Vedas, the up Vedas,
Vedangas, Shadarshanas, Upanishads, the Vedanta-
Sutra, Yoga Sutras, Agmas, the Ramayana, the
Mahabharata, and Bhagwad-Gita (Knapp, 2006).

According to Drucker: While management is a
discipline- that is an organized body of knowledge and
as such applicable everywhere-It is also a culture.
Management is a social function and embedded in a
culture- a society- a tradition of values, customs, and
beliefs, and in governmental and political system
(Saigal, 2000).The Vedaradiated that light that
illuminated the world by teaching those universal, eternal
truths and principles that help the mankind to realize the
nature and correlation of god with the soul and the
creation (Bhatia, 2016). Through Upanishads, the
Vedanta seeks to know the ultimate reality (Brahman)
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and the cause behind everything. In this pursuit it seeks
to detach from the “Maya” and the material world and
unite with Brahman (God or supreme consciousness).
Bhagwad Gita is a poem which depicts lessons on
spirituality and ethics through a dialogue between Lord
Krishna and the warrior Arjuna who was in a great crisis
of his life. Ramayana depicts the duties of relationships,
portraying ideal characters like the ideal father, ideal
servant, the ideal brother, the ideal wife and the ideal
king. The founder of Buddhism school was
GautamaSiddhartha who later became Lord Gautama
Buddha. Buddha taught the eightfold path to liberation
from all suffering. According to Patanjali, ‘Yoga is the
control of the modifications of the mind. It is mind that
leads to or to liberation; that most human problems are
mental and that the only remedy to solve them is a
mental discipline(Bhattacharjee, 2011).’

a) Classification of the Vedas

There are four Vedas viz. Rig-Veda, Yajur-Veda,
Sama-Veda, and Atharva-Veda. (Bhattacharjee, 2011).
The whole of the Rig Veda Samhita is in the form of
verses.It is wholly in the form of hymns in praise of
Devatas. The word ‘Yajus’ is derived from the root ‘yaj’
which means worship. The chief purpose of Yajur Veda
is to give the mantras in Rig Veda appearing in the form
of hymns a practical shape in the form of Yajna or
worship. ‘Saama’ means to bring shanty or peace to the
minds or conquering the enemy by love and conciliatory
words. Saama has set the mantras to music with
lengthened notes. Atharva means purohit. This Veda
contains many types of mantras designed to ward off
evil and hardship and to destroy enemies (Saraswathi,
2016).

b) Vedic learning

Vedic wisdom pays a great deal of attention to
the transformation of the inner self. The purpose of this
is not so much external effectiveness as it is to connect
with a higher self. It is about the awakening of a higher
understanding of our human aspiration and in simple
terms about an understanding of who we are, thus an
explicit spiritual pursuit. The beauty of Vedic wisdom is
that it has inspired the building of such institutions as
ashramas and varnas. It acknowledges that everyone is
unique; everyone has their own path to follow. Vedic
wisdom describes four ashramas. The brahmacharya —
student phase, the grihastha — householder phase, the
vanaprastha — preparation for renunciation phase and
sanyasa — renunciation phase. In all of these, a person
pursues the prescribed activities with different emphasis
on the outer and the inner. In essence, the process of
transformation is a natural, spontaneous (Nandram,
2014).Vedic lore is one of the most stupendous
manifestations of the spirit. Its deepest function is best
served, as of other religious and cultural values of
mankind, by sharing it in a spirit of fellowship with
humanity at large(Saigal, 2000). India has the eternal
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wealth of human values which were taught in the cosmic
science of Bhagwad Gita and Upanishads(Bhatia,
2016).

c) Vedangas

The Vedicmethod of studying the Vedas as
described by (Nigal, 2009) includes knowing the name
of the sage and deity, and the metre of hymns, then the
actual study begins. It must be studied in accordance
with the principles of the vedangas(limbs of the Vedas).
1. Siksa- Phonetics
2. Kalpa- rule of religious practice and ritual

3. Vyakarna-  Grimmer  (linguistic,  philosophical
analysis)

4. Nirukta- Etymology and lexicography. History of
words

5. Chanda- Prosody (Science of metres)
6. Jyotisha- Astronomy

d) Bhagwad Gita

The Bhagwad Gita (literally meaning “The Song
of the God or of the Divine One”) is a Sanskrit text of the
epic Mahabharata. Lord Krishna as the narrator of the
BhagwadGita,is referred to as the God or the Divine
One, and the verses themselves are written in a poetic
form that is traditionally chanted(Jeste, 2008).Bhagwad
Gita has got all the management tools to provide the
mental equilibrium and to overcome any crisis situations
through an inspirational message gleaned from it. It
offers us the tools to connect with our deepest
intangible essence, leading us to participate in the battle
of with the right knowledge (Bhatia, 2016).Excellence
means perfection. Excellence lies in the beauty of
flowers. As one approaches perfection in one’s work,
one approachto excellence. Man can attain excellence
or perfection through his/her actions. Lord Krishna says
in the Bhagwad Gita, “Yoga is excellence in action
(Karma)”. Thus the simplest way to attain God is to
bring excellence in all our actions. The dictionary
meaning of excellence is "“Quality of the highest order”
(Sharma, 2007). ‘Bhagwad Gita’ is considered as a
complete guide to enhance the efficiency and the
effectiveness of employees to achieve the desired goals
by disseminating the views like changing the
weaknesses into strengths of the individual, sharing
responsibilities, selecting right person in the team,
aware about the challenges in the job environment, the
need of charismatic leader who inspire, energize and
counsel in dilemma and also initiate to know ground
realities. Bhagwad Gita strikes social agreement in the
Working—-Equilibrium  through  the thoughts and
conducts, goals and success, plans and
accomplishment, products and markets (Mukherjee,
2017).

Bhagwad Gita deals with men at work. Work
may be relatable to any profession or field. Bhagwad
Gita prescribes that meditation, ritual workshop and
prayer serve as a conduit for a man's spiritual growth,



development on one hand and for improving his work
efficiency resulting in social welfare on the other.
Traditionally, Hindus believed that their spirituality lies in
doing their work with utmost devotion, honesty and
sincerity. This is embodied in the holy text of Bhagwad
Gita (Chapter 2, Verse 47)

e) Karmanye Vadhiaraste Ma Phaleshu Kadachana

i. Karma Phaletur BhurmaTeSangostvakarmani
There are four aspects of the definition of work
that Lord Krishna articulates.

1. Doer has the right to work.

2. Doer has no control over the outcomes.

3. Doer has no control over the root cause of the fruits
of action.

4. There is no choice to wallow in inaction.

There is a huge implication of these verses for
managers in today's context. Too much reliance on
result orientation engenders a sense of fear and
discomfort. Managers may have an overarching desire
to have control over the fruit of their action. In doing so,
managers may focus on the ends and lose sight of the
means. Results are concerned with the future and work
is concerned with the present. In their frenetic bid to
achieve the results, managers chase the future and
conveniently  forget the present  (Krishnaveni,
2014).Modern day managers spend significant time to
manage“performance reports” rather than
“performance” itself (Rao, 2013).

Further Explanation of this verse: Thesoul undergoes its
own karma, the law of cause and effect, by which each
person creates his own destiny based on his thought,
words and deeds. The soul undergoes this karma in the
rounds of reincarnation (Knapp, 2006). Lord Krishna
propels Arjuna to perform his duties, while staying
selflessness to success or failure; not thinking of the fruit
of action - once in the field of activity and relinquishing
attachment. He who gives up all desires and moves free
from attachment, egoism and thirst for enjoyment,
attains peace which is the most essential thing in life.
When the work perspective developed in our thought
with antecedent mind sets passes through the pipeline
of the karma principle the consequences would be
different(Rao, 2013).Your Karma determines what you
deserve and what you can assimilate. With regard to
Karma Yoga, the Gita says that it is doing work with
cleverness and as a science; by knowing how to work,
one can obtain the greatest results. Man works with
various motives. Some people want to get fame, and
they work for fame, money, power, etc. You read in the
Bhagwad Gita again and again that you must all work
incessantly. All work is by nature composed of good
and evil. The Gita teaches about detachment from the
result of work(Kumar, 2013).

I11. LITERATURE REVIEW

In Sanskrit, Veda means, ‘To Know'. The
application of the Vedic wisdom is natural strength,
which is the religion or the code of discipline for the
humanity at large, without any exception of cast, creed
and country (Prasad, 2004).In the Vedas a definite
outlook towards life is given. There are prayers for
worldly things. Besides, there are prayers for higher
things. The Gayatri mantra is an example of this
approach to life (Nigal, 2009).Vedic culture is very
dynamic, living, breathing reality(Knapp, 2006).Indian
ethos has a very rich and old tradition which is more
than five thousand years old as against the modern
management principles which are at a much more infant
stage(Bhatia, 2016).Ethics may be defined as the critical
examination of the standards of good and evil, right and
wrong, virtue and vice (Banerjee, 2005).The Bhagwad
Gita is themost systematic statement of spiritual
evolution of endowing value to mankind. The Gita is one
of the clearest and most comprehensive summaries of
the spiritual thoughts ever to have been made (Knapp,
2006).Gita offers counterintuitive ideas on work issues.
The axioms of work have been proposed in Gita is also
relevant in modern management style(Rao, 2013).The
Veda has a twofold interest: It belongs to the history of
the world and to the history of India. In the history of the
world the Veda fills a gap which no literary work inany
other language could fill (Knapp, 2006).The Vedas
contain injunctions for ensuring the well being in this
world and the world to come. It guides the actions of a
person from the moment of the birth to the moment he
breathes his last and thereafter to ensure his salvation
(Saraswathi, 2016).

V. RESEARCH METHODOLOGY

Hypothesis H1: Vedas has its influence in shaping the
management techniques and solution for varions
various managerial and entrepreneurial issues.

Data analysis: For this study, data has been taken from
almost 350 respondents. Almost all the respondents
gave their response on time. Only few were not given
due to their busy schedule. The questionnaires are given
to the respondents and each questionnaire has 7
questions with two responses either yes or no.Data have
been collected from persons belongs to different
category, including, Doctors, Students, Teachers, Police
Officers, Librarians, Industry employees and Bank
Officials. The reason being of the collection of data from
different fields is to enrich the quality of research and the
work done can be best appliedanywhere.There are total
338 responses.
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Table 1: For Data Collected

Categories of Respondents ResY%osnse Reslggnse Total
Category 1 30 20 50
Category 2 26 22 47
Category 3 25 23 48
Category 4 25 21 46
Category 5 27 22 49
Category 6 26 24 50

7 26 22 48
Total 184 154 338

Response Yes

W Category 1
H Category 2
m Category 3
B Category 4
m Category 5
m Category 6
m Category 7

Figure 1

Response No

m Category 1
H Category 2
m Category 3
m Category 4
m Category 5
m Category 6
m Category 7

Figure 2
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Table 2: Application of the Statisical Test

voa ES:S“’(%?) \zﬁggtfé) (OI-E)) (OI-Ej)2 (OI-Ej)%/Ej
30 27.21 2.79 7.78 0.28
20 25.58 -5.58 31.13 1.21
25 26.13 -1.13 1.27 0.04
22 25.04 -3.04 9.24 0.36
25 26.67 -1.67 2.78 0.10
23 27.21 -4.21 17.72 0.65
25 26.13 -1.13 1.27 0.04
21 22.78 -1.78 3.16 0.13
27 21.41 5.59 31.24 1.45
22 21.86 0.14 0.01 0.00
26 20.95 2.05 25.50 1.21
24 22.32 1.22 1.48 0.06
26 22.78 3.22 10.36 0.45
22 21.86 0.14 0.01 0.00
X*= 598

Here the value of ¥? is 5.92 and the tabulated
value is 12.59. So the calculated value is less than the
tabulated value at 5% level of significance so we reject
the null hypothesis and prove that the Vedas has its
influence in shaping the management techniques and
solution  for varions various managerial and
entrepreneurial issues.

Findings: after the application of the statistical test on
data collected, the calcultated value comes out to be
5.98. the tabulated value is 12.59 at 6 degree of
freedom and 5 % level of significance. Thus the
calculated value is less than the tabulated value, and
falls in the critical region, reject the null hupothesis.The
hypothesis stated above has been proved that Vedas
has its influence in shaping the management techniques
and solution for varions various managerial and
entrepreneurial issues.As India had been moved to a
very advanced civilization, the ancient Indians too
grappled with various managerial and entrepreneurial
issues of their time. one can find the influence of the
Vedas in shaping the management techniques. The

verse in Bhagwad Gita KarmanyeVadhikaraste is an
example which is followed in ideals, at least by one and
all in India.

a) Vedas and Modern Management

Organization and management system have
been there since the beginning of human society. As
globalization takes place and the problems of
management whether in  government system or
commercial undertaking have, not to be multinational
but also multicultural, the need to study other cultural
arises. Besides the roots of human motivation lay in
cultural values so a study of management principles that
flow therefrom being a necessary prerequisite
forglobalized management system(Saigal, 2000).
Management is about making these exchanges efficient
and effective. When there are decent exchange,
relationships thrive and society prospers. That is the
direction in which the first hymn of the Veda takes us
(Pattanaik, 2015).Fredrick Winslow Taylor (1856-1925)
and Henri Fayol (1841-1925) are two personalities
who've shaped management as a subject taught in
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most business schools.Taylor focused on task while
Fayol was more concerned about managing people. But
the Vedic view of life is based on the idea that man is an
integral part of the global family - Vasudha-
evakutumbakam. Also, the law of Karma (causation) is
heralded as a law of nature. It suggests that every action
of an individual, leads to set consequences. Therefore, it
also offers a path for peaceful coexistence. This path is
called Karma Yoga(Udupi, 2016). Vedic wisdom fosters
the idea of integrating ethics, awareness, responsible

behavior and good governance in management
education through experiential learming, mentoring,
dialogues, spiritual discipline, cognitive learning,

observation and reflection (Nandram, 2014).

b) Yamas and Niyamas

The Vedic path consists of ten general rules of
moral conduct. There are five for inner purity, called the
yamas — satyas or truthfulness, ahimsa or non-injury to
others and treating all beings with respect, asteya or no
cheating or stealing, brahmcharya or celibacy and,
aparighara or no selfish accumulation of resources for
One’s Own purpose.

The five rules of conduct for external purification
are the niyamas— shaucha or cleanliness and purity of
mind and body, tapas or austerity and preservance,
swadhyay or study of the Vedas, and santosh or
contentenment, as well as ishvara- pranidhana,
acceptance of the Supreme.

There are also ten qualities that are the basis of
dharmic (righteous) life. These are dhriti (firmness or
fortitude, kshma (forgiveness), dama (self — contol),
asteya (refraining from stealing or dishonesty), shauch
(purity), indriyanigraha (control over the senses),
dhih(intellect), vidya(knowledge), satyam (truth) and
akrodhah (absence of anger)(Knapp, 2006).

Dharma: Dharma is in fact is a comprehension of those
eternal principles which govern nature and humanity,
those immutable laws which in one sphere are called
science and in other true philosophy. It concerns
itself,not with things true under certain condition or at
certain times; its precepts are ever true, true in the past,
true in present, true in the future (Bhatia, 2016).The word
Dharmaindicates the importance of developing the
naturalpropensities of each child in line with the
principlesof spirituality, the beginning of which is a basic
understandingof the difference between life and
matter:that matter comes from life, not life from matter
(Laxman, 2011).

Artha: Artha is meant riches, might skill, family, health,
fame and enjoyable objects.Artha is subservient to
Dharma. It is the principle value because it is the aid to
the karma, to the pursuits of life like farming, trade dairy
and industry, etc. With Artha one can achieve enjoyable
objects in life and can perform the prescriptions of
Dharma in a better way (Saigal, 2000).Vedic hymns
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emphasize earning more and more money and
distributing it with much morevigor; for example, Atharva
Veda (3-24-5) says: “O man! Earn money with hundred
handsand distribute it with thousand hands”.It further
lays down governing principles for the purity of earning
money (Talwar, 2009). According to the Gita, a wise
person works in order to discharge his/her
responsibilities to the society, and not for the sake of its
material rewards. Different types of work are described
in terms of caste- appropriate roles; however, these
descriptions need to be viewed within the socio-
historical context of the period. The Gita stresses that no
work done in order to keep a person appropriately
productive should be considered “bad.”(Jeste, 2008).

Kama: It means to fulfil the noble desires. Kama is
enjoying itself; it is the desire for pleasure (Saigal, 2000).
Moksha: The ultimate purpose of human life is to shed
all the attachments to matter and to attain Moksha
(liberation from material existence) and return to the
transcendental realm,this is not only our true nature but
also our true home (Knapp, 2006).Moksha is the highest
value for man. It has always been held,unanimously and
unambiguously, to the highest ideal to which the human
being can aspire (Saigal, 2000).

V. CONCLUSION

The Vedic texts contain a wealth of meaning.
Besides its poetic grandeur they contain detailed
injunctions for a well ordered society and social life,
great philosophical truth and even scientific laws. The
Vedic Management concepts cultured in ancient time
are relevant in the present world and organizations can
have the best business model based on the regulation
of Ethos. The knowledge and wisdom in the ancient
Vedas definitely show the righteous path to the
entrepreneurs of the modern world.
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An Assessment of the Regulatory Powers of the
National Agency for Food and Drugs
Administration Council in the Protection of
Consumers of its Regulated Products in Nigeria

J. O. Odion

Abstract- Food, Drugs and Drinks are essential requirements
of human existence. The volume of business involved in the
supply of these necessaries is very high and profitable. If left
unregulated, manufac- turers and suppliers of these products
may engage in underhand business stratagems in order to
maximize their profits whilst endangering the life of the
consumers. This article examines the powers and functions of
the regulatory agency in ~ Nigeria for the control of
manufacturers and suppliers of food, drugs and drink
products in the country. The aim is to determine the level of
protection afforded to consumers of these regulated products
in the country. Our research methodology is basically
doctrinaire and analytical and in the end it was discovered that
in spite of the deluge of laws and regulations aimed at
protecting consumers in the sector in Nigeria, they are still far
from beingad equately protected. This article makes some
suggestions for improvement in this regard.

[.  INTRODUCTION

a) The National Agency for
Administration Control Act’

This is the enabling law for the regulation of the

Food and Drug

manufacture and sales of food and drugs in the

country. The importance of food and drugs to a
man and animal is obvious. Access to good quality food
and drug is the basis of human survivor. Accordingly, it
is the duty of a responsible government that its citizenry
get quality food and drugs.

Government’s response to these challenges
was the establishment of the Department of food and
drugs as an arm of the Federal Ministry of Health.
However, the enormity of the challenges faced by this
ministry was not met and there was the desire for a
more pragmatic solution to this problem. A learned
author subsumes the problems faced by the then
Department of Food and Drugs to include the following;

a) Slow mobilization of ideas, men and materials for
productive work.
b) Inadequate resource acquisition and management.

Author: Esq LL.M BL, Senior Lecturer, Department of Business Law,
University of Benin, Nigeria. e-mail: job_odion@yahoomail.com

" Cap N1, Laws of the Federation of Nigeria, 2004

c) Slow disciplinary and poor reward system and
management

d) Poor funding of activities necessary for effective
design and management.?

It is against the background of the perceived
failure of the law as it stood then that necessitated the
need for the enactment of the National Agency for Food
and Drug Administration and Control Act. The
fundamental objectives behind the Act is well articulated
in its long title which provides that the Act is ‘to
establish the National Agency for Food and Drug
Administration and Control with the functions among
others to regulate and control the importation
exportation, manufacture, advertisement, distribution,
sale and use of food, drugs, cosmetics, medical
devices, bottled waters and chemicals. ®

b) Historical Antecedents to the Establishment of the
Agency

The Agency is now the sole body regulating and
controlling the manufacture, importation, exportation,
advertisement, distribution, sale and use of drugs,
cosmetics, medical services, chemicals and locally
produced water. It remains a parastatal under the
supervision of the Federal Ministry of Health and came
into force on the 15 of January 1994.

The Agency was established in response to the
resolution of the World Health Assembly declaration of
1988 which laid down the blue print for combating the
menace of fake drugs and products in the market place.
“The Agency replaced the hitherto body known as the
Directorate of Food and Drug Administration and
Control which was then a department under the Federal
Ministry of Health.. This Department had its
shortcomings traceable to the limited scope of its

2 See Muhammad TaofikLadan. “The Limits of Legal and
Enforcement/Regulatory Frameworks in Consumer Protection Against
Counterfeit and Pirated Products; The Nigerian Experience” Being a
paper Presented at The Global Conference on Counterfeit and Pirated
Products; 3'9-6™ February 2008, Dubai, U.A.E ; Page 32

3 The National Agency for Food and Drugs Administration Control shall
hereinafter be referred to as the ‘Agency’

4 For additional information visit www.nigeriafirst.org accessed on
30/08/2011
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enabling law as well the lack of independence in the
discharge of their functions. °

It was in response to these problems that the
Agency was established pursuant to the enabling law in
1994. It was in 1992 that the maiden governing Council
of the Agency was inaugurated with the then
Ambassador Tanimu Salauwa as the chairman and
Professor G. E. Osuide as the pioneer Director-General.
At its inception, the Agency was charged with the
responsibility of charging the bad image of the country
in the international world as the leading base for fake
and adulterated drugs and food products. To this end,
the Agency was divided into six directorates to wit.
Registration and Regulatory affairs, Inspectorate,
Laboratory Services, Narcotics, Planning Research and
Statistics, Finance and Administration. It was through
the co-ordination and Complimentary efforts of these
inspectorates that the Agency proceeded to reverse the
trend of food and drug Administration in the country.

However, in 2001 there was a change at the
helmsman ship of the Agency with the appointment of
Professor Dora Akinyuli as the Director-General. In an
attempt to reinvigorate and re-focus the Agency,
additional inspectorates were created; these include the
Registration and Regulatory Affairs, Laboratory Services,
Narcotics and Controlled Substance, Planning Research
and Statistics, Administration and Finance, Ports
Inspection, Establishment and Enforcement. These new
inspectorates expanded the frontiers of the scope of the
Agency and made the implementation of its set
objectives less strenuous.®

In addition to these new inspectorates,
additional inspectorate offices were established in all the
thirty-six states of the Federation. Three special
inspectorate offices, six zonal offices and three narcotics
offices were introduced. These structural changes and
the expansion of the powers of the Agency set the basis
for its improved services in last ten years. ’

c) Statutory Functions of the Agency

The Agency at its inception was trusted with
enormous responsibilities aimed at ensuring the safety
of the consumer with respect to his consumption of
food, drugs and related products. Specifically by the
tenor of this Act, the Agency is entrusted with the
following functions:

1. To regulate and control the importation,
manufacture, advertisement, distribution, sale and
use of food, drugs, cosmetics, medical devices,
bottled water and chemicals.

2. Conduct appropriate tests and ensure compliance
with  standard specifications designated and

5 See further www.nigeriafirst.org accessed on 30/08/2011

5 www.nigeriafirst.org ibid

7 As shall been seen shortly, the Agency has been in the fore front of
the prevention of fake, adulterated, fake and sub-standard food and
drug products in the country.
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approved by the council for the effective control of
the quality of food, drugs, cosmetics, medical
devices, bottled water and chemicals as their raw
materials as well as their production process in
factories and other establishments.

3. Under take appropriate investigations into the
production premises and raw materials for food,
drugs, cosmetics, medical device, bottled water and
chemicals and establish relevant quality assurances
systems including certificates of the production sites
and of the regulated products.

4. Undertake inspection of imported foods, drugs,
cosmetics, medical devices, bottled water and
chemicals and establish relevant quality assurance
systems including certification of the production
sites and of the regulated products.

5. Compile standard specifications and guidelines for
the production, importation, exportation, sale and
distribution of food, drug, cosmetics, and medical
devices.®

In order to empower the Agency to carry out
these enormous functions creditably, there is
established for the Agency Supervisory Council. This
Council is entrusted with the responsibility of formulating
policies geared towards the implementation of the
functions of the Agency as highlighted above. The
Council is equally mandated to advise the Federal
government on issues pertaining to the formulation of
National policies on the control, quality, and
classification of food, drugs, cosmetics, medical
devices, bottled water and chemicals. The Council is the
governing body of the Agency and it is therefore
charged with the responsibility for the recruitment,
remuneration, training and discipline of staff of the
Agency. °

With respect to the organizational structure of
the Agency, it is headed by a Director-General who is
appointed by the president. Such a person is expected
to have a good knowledge of pharmacy, food and
drugs. "°

There are additional provisions dealing with the
removal and discipline of staff of the Agency and the
funding of the Agency. ""With respect to the finances of
the Agency, elaborate provisions have been made to
ensure that the Agency is adequately funded and that it
has some measure of financial autonomy. Interestingly,
their internally generated incomes are exempted from
tax and are construed as deductible expenses. This
palpably to ensure that the Agency is not handicapped

8 See Section 5(a)-(t) of the Act which was reproduced herein for
emphasis.

9 See Sections 6(a)-()) and 7 of the Act

10 See Sections 8 and 9 of the Act

" See Sections 11 and 12 of the Act



by paucity of funds in the discharge of the enormous
duties placed on it. '

In an attempt to delineate the scope of the
regulatory powers of the Agency, the Act defines the
specific products within the jurisdiction of the Agency.
Accordingly, the Act defines “drug” to include 'any
substance of vegetable, animal or mineral origin or any
preparation or mixture thereof manufactured, sold or
advertised for use in (i) the diagnosis, treatment,
mitigation or prevention of any disorder, abnormal
physical state or the symptom thereof, in man or animal
(ii) restoring, correcting or modifying organic functions in
man or in animal (iii) disinfection or the control of vermin
or pests or (iv) contraception. ™

On the other hand, “medical device” is defined
as any instrument, apparatus or contrivance (including
components, parts and accessories thereof)
manufactured, sold or advertised for internal or external
use in the diagnosis, treatment, mitigation or prevention
of any disease, disorder, abnormal physical state or the
symptom thereof in man or in animal. ™

The Act equally avoided a possible problem
that would be associated with the definition and scope
of these words by giving a broad definition of the term
‘Regulated Products’ to mean food, drugs, cosmetics,
medical devices, detergents, bottled water and
chemicals.™

It would appear therefore, that the expanded
scope of the products to be regulated by the Agency
has often being the source of conflict between it and
sister Agencies.

It must be noted that the regulatory powers of
the Agency are not entirely encapsulated by the Act; so
much has been left for Subsidiary Legislations in the
form of Regulations.”® Accordingly, the Council is
empowered to make Regulations for prescribing the
methodologies for private sector payments into the
funds of the Agency, to prescribe the fees to be paid for
services rendered by the Agency and generally for the
purposes of carrying out or giving effect to the
provisions of this Act.

d) Specific Powers of the Agency

As highlighted earlier the powers of the Agency
are subsumed in the plethora of subsidiary legislation
which addresses specific aspects of its functions.
However, Section 24 of the Act subsumes the powers of

2 See Sections 13-20 of the Act .Additional powers is conferred on the
Agency to borrow money and /or accept gifts from individuals or
institutions provided the acceptance of such gifts would not
compromise it in the discharge of its functions; See Sections 23-24 of
the Act.

'8 See Section 31 which is the interpretation section of the Act.

" ibid

® There is an increasing overlap between NAFDAC, Standard
Organization of Nigeria and the Consumer Protection Council in the
discharge of their respective duties.

16 See Section 30 of the Act

its implementation of these functions by providing inter

alia

Section 24;

1. “An officer of the Agency may in the course of his
duty, at any reasonable time and upon the
presentation of his certificate of designation if so
required,

a) Enter(if need be by force) any premises in which he
reasonably believes any article to which this Act or
Regulation apply is manufactured, prepared,
preserved, packaged, stored or sold

b) Examine any article in the premises which appears
to him to be an article which this Act or the
regulations apply or anything in the premises which
he reasonably believes is used or is capable of
being used for the manufacture, preparation,
preservation, packaging, storage or sale of any
such article

c) Take a sample or specimen of any article to which
this Act or the regulation apply or which this Act or
the regulations apply or which he has power to
examine under paragraph(b) of this sub-section

d) Open and examine, while on the premises, any
container or package which he reasonably believes
may contain anything to which this Act or
regulations apply or which may help in his
investigation

e) Examine any book, document or other record found
on the premises which he reasonably believes may
contain any information relevant to the enforcement
of this Act or the regulations and make copies
thereof or extract there from and

f)  Seize and detain for such time as may be necessary
for the purpose of this Act any article by means of or
in relation to which he reasonably believes any
provision of this Act or regulations has been
contravened”. /

In order to streamline the powers of the Agency
with regards to its powers to regulate the articles or
products; Section 24(5) of the Act gives an expanded
definition of ‘article’ to include the following;

a) “Any food, drug, cosmetics, medical
bottled water or chemical

b) Anything used for the manufacture, preparation,
preservation, packaging or storage of any food,
drug cosmetics, medical device bottled water or
chemical and

c) Any labeling or advertising material relating to or for
use in connection with any food, drug, cosmetics,

devices,

7 See Section 24(2)-(4) of the Act , specifically Sub-Section 3 which
makes additional provisions with regards to the powers of the Agency
to seize any offending product and subject same to laboratory
analysis before returning same to the owner if it is discovered that the
article or product conform with the requirements of the Act and the
enabling regulations.
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medical device, bottled water or chemicals but does
not include live animals.”

Having laid down the powers of the Agency and
the procedure for exercising same, the Act further made
elaborate provisions for the punishment for offences
committed by any individual or body corporate. There

are litanies of punishment ranging from fines,
imprisonment and/or destruction of the offending
product or article.’™ There are equally elaborate

provisions on the Courts with requisite jurisdiction for the
enforcement of the provisions of the Act, the powers of
the officers of the Agency as well as the trial and
conviction of offenders.™

e) Contextualizing the Focus of the Agency

With the wide range of powers given to the
Agency as well as its enormous functions it becomes
necessary to attempt a delimitation of the specific focus
of the Agency in order to appreciate its efforts at
discharging its responsibility. The need for delimitation is
also necessary in view of the expanded mandate of the
Agency which has often brought it in conflict with similar
Agencies.

[t must be asserted that by a community
reading of all the sub-sections of Section 5 of the Act as
highlighted earlier, it is not in doubt that the Agency is
expected to focus on the regulation of Food, Drugs and
water. Accordingly, all references to Medical devices,
Chemicals and Cosmetics should be construed in the
context of Drugs.?® This argument brings to for the
relevance of the Food and Drugs Act in determining the
Scope of powers of the Agency. To the extent that the
Agency is expected to administer the provisions of this
Act supports the view that it should concentrate on Food
and Drugs principally. As observed by a notable
commentator, the only addition to the Powers of the
Agency in the context of the NAFDAC Act is the inclusion
of the regulation of water.?' It is the authors contention
that to the extent that the NAFDAC Act does not create
specific offences relating to Food and Drugs apart from

8 See Section 25 (1) —(4) of the Act which encapsulates these
penalties, of note is Sub-section 1 thereof which makes it an offence
for any person to obstruct any officer of the Agency in the performance
of his duties undersection 24 of the Act. The penalty for this offence
upon conviction is N5,000 or imprisonment to a term of 2 years or
both. The appropriateness of this sanction amongst others would be
examined shortly.

19 See Section 25(5) which confers exclusive jurisdiction in the matters
aforesaid on the Federal High Court. Furthermore, Section 25A -26
make elaborate provisions on the procedure for the commencement
and sustenance of legal proceedings in relation to matters connected
with the Act .As would be seen shortly, problems of technicalities and
procedural bottlenecks may slow down the pace of the activities of the
Agency.

2 The definition given to the term 'Regulated Products’ under the Act
supports this view. In addition the esjudem  generis rule of
construction would permit of such interpretation.

2! See Felicia Monye “Legal Restrictions on the Manufacture, Sale and
Advertisement of Drugs in Nigeria” Modern Practice Journal of Finance
and Investment Law; 2 n0.4(1998):152-164 at page 160
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the general provision of Section 24 therein, it means that
the specific offences created by the Food and Drugs Act
should be a benchmark for delimiting the scope of
powers of the Agency.?

The impression created from the scenario is
that the Agency is purely regulatory and supervisory and
not really an enforcement Agency. A learned author
summarizes the scope of the Agency’s regulatory
powers in the following terms;

The complaint of NAFDAC is fluid and one
wonders whether consumers should be faulted in the
manner NAFDAC has made out. To Okwuraiwe, ‘it is
important to state that NAFDAC’s mandate incorporates
measures that protect consumer’s health in particular
and public health in general. But NAFDAC’s is not
empowered to pursue measures, legal or otherwise to
obtain redress for the consumer whenever he is
dissatisfied or injured by the use of regulated product.
Having underscored the relationship between the
NAFDAC Act and the Food and Drugs Act, it is
necessary to expatiate on the nature and scope of
offences created under the Food and Drugs Act, in
order to fully appreciate the how the Agency has
fashioned its regulatory and supervisory powers in the
prevention of these offences and/or prevention of same.
24

Section 1 of the Food and Drugs Act creates
the offences of the sale, manufacturing, importation as
well as the storage of food, drugs, cosmetics and
related devices that contain poisonous substances or
that are harmful to consumers, that is unfit for human
consumption, that is filthy, disgusting, rotten or
diseased, that is adulterated, that is sold under
insanitary conditions.®

It is within the context of the definition of these
specific powers that the regulatory powers of the
Agency under reference can be appreciated. For
example what amounts to poisonous food? This is
definitely a question bothering on scientific analysis and
proof. Whilst a legal definition of poison and poisonous
food or substances can be attempted, it is however the
duty of NAFDAC to use its regulations to set the
standards for what amounts to poisons or poisonous

2 See Sections 1-3, 5-6, 11-12 of the Act which makes elaborate
provisions for specific offences under the Act. Section 17 thereof
provides for specific penalties for contravention of these provisions.

2 See Kanyip ‘Consumer Protection Law” 310. The learned author was
relying on the views of P.EOkwuraiwe, an Assistant Director,
Regulatory/ Consumer Affairs of NAFDAC, in his paper ‘Regulatory
Role of Government Agencies in Consumer Protection-NAFDAC
perspective ‘ Presented at a Nigerian Institute for Advanced Legal
Studies Roundtable on Consumer Protection Laws in Nigeria held in
Lagos in December 3™ 1996.

2 It must be noted that the usual vices fought consistently by
NAFDAC, for example counterfeiting of drugs and food products,
Adulteration of Food and drugs, Sale of expired food and Drugs
amongst others can be subsumed in these offences under the Food
and Drugs Act.

2 See Section 1(1)-(5) of the Food and Drugs Act



food or substances. It is equally the responsibility of
NAFDAC through their various laboratories to carry out
investigative analysis in determining when a food or
drug contains poison or poisonous substance. As a
starting point the Black Law’s Dictionary defines poison
as a ‘substance having inherent deleterious property
which renders it when taken into the system capable of
destroying life. A substance which on been applied to
the human body internally or externally is capable of
destroying the vital functions of the human body.?®

Accordingly, it is in the context of the aforesaid,
that NAFDAC Regulations prohibit the use of excessive
additives, colourings and preservatives in food and
drugs substances. It is therefore arguable that excessive
additives or colourings in food and drugs could be
construed as poisons or poisonous substances.?’

In the same vein there are legal issues
pertaining to the definition of food ‘unfit for human
consumption’. It could be assumed that any food that
contains poisonous or noxious substances would be
unfit for human consumption. In the same vein, any food
containing deleterious or strange substances whether
poisonous or not would naturally be unfit for human
consumption. It does appear that food or drink items
containing such items as decaying tooth, bark of trees,
decomposing snail amongst others are unfit for human
consumption.®

In the context of the regulatory efforts of the
Agency, it would appear that it would be rarely be able
to pre-empt or intercept such food or drink substances
containing such deleterious or strange substances
unless it (Agency) goes beyond its inspection of the
manufacturing and packaging processes of these food
and drinks. The Agency would have to be more
proactive in its monitoring of the distribution process to
pre-empt the incidences of such complaint of food or
drinks containing such strange substances. The
problem may be more overwhelming when it is one off
incidence as in one bottle in twelve crates of soft drinks
containing the offensive substance.

It can be asserted therefore that once the
Agency certifies the production process of the food and
drinks, and certifies the raw material content of samples
of the food or drink, it would rarely be expected to
examine every bottle, carton or crate of the food or drink
to determine the incidence of the presence of these
offensive substances. Accordingly, the civil rights of the

2 See the Black Laws Dictionary 9™ edition, 2004,

27 See Sections 1 -2 of the Non-Nutritive Sweeteners in Drug Products
(Prohibition) Regulations of 1999 as amended in 2005.

% See the cases of Osemobor v Niger Biscuits Co Ltd & Anor(1973)
N.C.L.R 382,Soremi v Nigerian Bottling Co Ltd (1977) 12 CC.HCJ
2735, Okwejiminor v Nigerian Bottling Co Ltd (2008) 5 N.W.L.R(PT
1079) 172 amongst others discussed in Chapter two of this thesis.
Admittedly, the defendants could have been culpable under the Food
and Drugs Act, if the necessary mental elements of the offence were
established in a criminal prosecution.

consumer as premised in the law of Torts and Contract
would appear to be preferable in the circumstances.
Criminal prosecution would be at the discretion of the
Attorney-General if a prima facie case of violation of the
provisions of the Food and Drugs Act is made out.?

In any case, it has been held in some English
cases that the presence of deleterious substances in
food and drinks is not ipso facto evidence that the food
or drink is unfit for human consumption

In J. Miller Ltd v. Battersa Borough Council *® a
chocolate bun containing a piece of metal was not
necessarily unfit for human consumption. Accordingly,
the court reached a verdict of not guilty in favour of the
Appellant who had been charged under Section 9 of the
Food and Drugs Act of U.K 1938.%'Similarly, in Turmer &
sons Ltdv. Owen,* the English Court of Appeal held that
a loaf of bread containing a string was not unfit for
consumption, since it was established that the said
string got there by accident.®

Incidentally, there is no recorded Nigerian case
of prosecution of a manufacturer or retailer for selling
any food or drink containing deleterious substances,
most cases relating thereto had been resolved by civil
litigation.®*

With respect to the sale of food or drink
containing filthy, disgusting or rotten substances, it is
submitted that the same principles applicable to the sale
of food or drinks containing deleterious substances
should be applied.*®

With respect to the sale of food or drink
products in a filthy or insanitary condition, this would fall
squarely within the jurisdiction of the Agency. It is
expected that in the exercise of its investigative powers it
would liaise with the Health departments of the various
local Governments to inspect factories, eateries,
markets , Abattoir and other places where food and
drinks are processed or manufactured to ensure that
they are produced in safe and sanitary conditions.

The most fundamental of the provisions dealing
with specific offences under the Food and Drugs Act is
that dealing with the sale of adulterated products.®® No
doubt, the centre focus of the activities of the Agency is
the prevention of the adulteration and counterfeiting of
food and drugs. The Agency’s frontal attack in this
regard could only be fully appreciated in the context of
the nature and scope of adulterated products as

2% See Section 25(1) (a) of The Act

%0 (1956) 1 Q.B 43

3! This is a similar provision to section 1 (b) of the Food and Drugs Act
under reference.

%2(1956) 1 Q.B 48

% See also Lindley v George.W,.Hornes Ltd (1950)1All. ER 234

34 See the views of Okaraiwe, supra footnote 33

% The Agency in 2009 sealed up the premises of some major eateries
in Lagos on the grounds of the insanitary conditions they operated in
the preparation of their food and confectionaries.

% See Section 1 (2) of the Act
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provided under the Food and Drugs Act. Accordingly,
the Black Law’s Dictionary defines “adulteration” as “To
debase or to male impure by adding a foreign or inferior
substance” the Dictionary further defines an
“adulterator” as “A corrupter, forger, a counterfeiter” the
Dictionary equally defines “adulterated drug” as a ‘drug
that does not have strength, quality or purity
represented or expected.*” Similarly, the Encyclopaedia
Britannica defines ‘Adulteration’ as the act of debasing a
commercial commodity with the object of imitating or
counterfeiting a pure or genuine commodity or
substituting an inferior article for a superior one in order
to gain an illegitimate profit, %

It is implicit from this definition that the concept
of adulteration is limited to the deliberate mixing of food
or drugs with an inferior substance. The necessary men
read of the offence would invariably include knowledge
and deliberate act on the part of the person mixing the
food or drink. The elements of recklessness and
negligence are equally inclusive in determining the guilty
mind of the accused person. It does appear that
negligence in the act of mixing the food or drink would
not ground culpability as these definitions suggests that
the culprit would be acting with sole aim of presenting
the adulterated product as genuine and thereby reaping
undeserved profit thereby.

The wording of Section 1 of the Act under
reference imports a strict liability standard as it proceeds
with the phrase “No Person shall sell import,
manufacture or store any article of food....”. This
epitomizes the desire of the state to use the instrument
of criminal Legislation to punish such unwholesome
conduct without reference to the guilty mind of the
perpetrator.

) The Agency’s Powers of Inspection and Investigation

The Agency’'s power of registration and
certification of the regulated products is the starting
point for assessing its efficiency in the discharge of its
enormous statutory mandate. However it is clear that its
power of investigation and inspection is the most potent
in its drive to prevent the incidences of the fake,
adulterated and/or sub-standard products.®

It is expected that through its investigative and
inspectorate units the Agency can detect the incidence
of fake and sub-standard regulated products and
prevent their consumption and use by the consumers. In
this way the Agency would be adopting the ‘Compliance
Strategy’ as a tool for regulation as against the usual

7 See Black Law's Dictionary 9" Edition 2009, West Gade Publishing
Co. New York.

% See Encyclopaedia Britannica (London, Encyclopedia Britannica
Ltd, 2009): 188.

%9 See Section 5 (¢) and (d) of The Act
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penal or sanctioning strategy, which is more often an
exercise in post-mortem.*°

It is equally arguable that the failure of the
Agency to fully exercise its powers of investigation and
inspection could be the basis for imposing some form of
liability of the Agency to the public. This would sound
more plausible in view of the controversy surrounding
the culpability of the Agency or similar regulatory
Agencies for affixing a mark or insignia of quality and
certification on the regulated products.*'

How well has the Agency used its investigative
and inspection powers since its establishment? Whilst
an empirical analysis of its performance is not the focus
of this thesis it suffices to state that documented records
of the Agency’s efforts in this regard are abound. This is
more particularly so in the tempestuous five years of the
Agency’s former Director- General, Professor Dora
Akinyuli (of blessed memory).

Accordingly, in the five years of her stewardship
there were documented records of inspection of factory
and manufacturing sites. The invasion of markets and
retail outfits to confiscate and destroy these offending
products. This was in the aftermath of the debilitating
effects of fake and substandard drugs in the country.

In 2002, three patients reacted adversely to
infusions manufactured by a Nigeria firm. The Agency
reacted swiftly and stopped the administration of the
infusion. Subsequently, the Agency collected the
samples of the infusion and its investigation revealed
that the muscle relaxant used in the infusion was sub-
standard. Similarly, in 2004, three Nigerian hospitals
recorded cases of adverse reactions from the use of
contaminated infusion manufactured by four Nigerian
firms. The results of tests conducted on samples of the
infusion showed that some of the samples were
seriously contaminated with micro-organisms. The
investigation also revealed that almost 147 of the 149
brands of water for the in injections screened were
contaminated and not sterilized. **

However, the most bizarre of cases of Drug
related deaths in Nigeria is the horrible death of about
34 children in the country as a result of their
consumption of a teething analgesic christened "My
Pikin”. The incidents which were recorded within one
week in November, 2008 involved children within the
ages of 3-4 months to 3years. The outbreak was
adjudged to be caused by the presence of a solvent,

40 See footnotes 4-7 of this chapter, where these various methods of
regulation and their utilitarian values were discussed.

4 See footnote 68 where the contending views of Inegbedion and
Kanyip with respect to the liability of S.O.N with respect to its N.I.S
certification marks on goods was discussed.

4 See Victor  Ochiggi “Curbing the menace of Fake Drug,
Counterfeiting in Nigeria” Published in the Newspaper, National Vision
Newspapers Online Edition; www.nationalvisiononline.com accessed
on 05/09/2011.



Diethylene Gylicol, a solvent for the manufacture of
paracetamol.

Presently, the Company that manufactured the
said teething syrup are facing criminal prosecution for
sundry offences under Food and Drugs Act and the
Penal Code before High Court in Kano state.”® from
these incidents relating to drugs, there have been
isolated incidents relating to food and water
contamination and counterfeiting in the country and
injury and death resulting there from. Sometime in
March 2004, there was the incidence of the death of
some persons including children as a result of the
consumption of a popular brand of noodle product in
the country. The explanation proffered by the Company
involved was the alleged fakery and adulteration of its
products; they denied that the offending products were
produced by it. However the Agency’s investigation
revealed that about three batches of the indomie
product had been contaminated with carbofurana
chemical used a pesticide for Agricultural purposes.
Accordingly within March 30" —April 4" 2004, about
21,025 cartons of the product was recalled from the
distribution network and destroyed by the Agency.
While the process of recall and destruction of the
contaminated product was going on, the Agency sealed
up the company’s factory at Ota.*

These incidences are only but a few of the
problems that innocent and gullible Nigerians have
faced in the hands of unscrupulous businessmen. It is
humbly submitted that they reflect the imperfection in
the Agency’s inspectorate Division and its failure to
leave up to the expectations of the citizenry. It is our
view that these incidences highlighted above and many
more were avoidable if the Agency’s inspectorate unit
was more proactive and looked beyond the factories
and other places for the manufacture of these regulated
products. They ought to go beyond these frontiers and
monitor the distribution network of these regulated
products. The searchlight beamed on the retailers ought
not to be limited to known markets but through the use
of covert investigative skills to pre-empt the introduction
of these alleged fake and counterfeit products in the
market place. Incidentally, the Agency is empowered to
set up special task forces both at the federal and state
levels for this purpose. The Agency is empowered to
pay unscheduled visits to the border posts and all other
entry points of the offending products. It is empowered

4 See JamesAkpan “The Calamity of my Pikin” accessed on www.
leadershipnigeria.com/news on 22/01/2009. See also; Ogundipe .S.
“Experts allege Epidemic of Acute Renal Failure” accessed on www.
vanguardngr. com/content/view on 22/01/2009, MuarizioBonati *
Once Again, Children are the main victims of Fake Drugs” published in
the Journal of Pharmacy and Pharmacology, accessed on line in
www.medcinewebofscience.com on 22/01/2009

44 For further details ,see  www.newsbiafranigeriaworld.
com/archive/2004/jun/18/017.html,accessedon 06/09/2011; See also;
www.allafrica.com/stories/  200405130578.html.  accessed  on
06/09/2011

to seize and destroy the offending products. However,
this taskforce has not been as functional in its
investigative and inspectorate functions as expected.* It
is submitted that until the Agency is able to up its ante in
the elimination of these offending products, it would still
be unwittingly blamed for any injury or death resulting
from the consumption of these offending products by
the ultimate consumer.*

The guidelines and procedure for the exercise
of the Agency’s powers of inspection and investigation
are well documented and if followed to the letter, the
incidences highlighted above would be grossly limited.
The Agency is expected to closely monitor the
importation channels for most of the regulated products.
This is because it is now generally acclaimed that most
of the substandard regulated products especially drugs
are imported from the Asian countrigs.*’

Furthermore, the Agency is expected to liaise
with the Customs and Excise, the National Agency for
Drug Law Enforcement Agency, and other Agencies to
monitor the sea ports, the wharfs and other entry points
to prevent the infiltration of these offending products into
the market place. However, conflicts of interest and
power tussle between these Agencies led to the
withdrawal of NAFDAC from the Airports in 1994 it was
during the civil rule of Chief Obasanjo in 2000 that the
Agency was empowered to go back to the Airports and
Wharfs.*®

This was after some spirited efforts by the then
Director-General of the Agency to ensure that the
Agency takes it proper position in the implementation of
the Pre-Shipment Inspection of Imports Act.*® This Iull
and void in the Agency’s role in the enforcement of its
mandate through the complimentary legislation-The Pre-
Shipment Inspection Act led to the high level of
infiltration of the offending products into the country
within this period. Additionally, in a survey conducted by
an NGO ‘Globalization and Health’ in 2009 on the
activities of NAFDAC, most of the respondents scored

4 See Sections 6-9 of the Counterfeit and Fake Drugs Unwholesome
processed Foods (Miscellaneous Provisions) Act ,1999

“® See Inegbedion supra footnote 68

47 Available data shows that most of the sub-standard products
especially, drugs are imported from China, India, Indonesia and some
parts of Eastern Europe .See Ladan ,supra footnote

4 Sadly, in 2012, the Minister of Finance ordered the withdrawal of
NAFDAC and similar Agencies from the sea ports and Airports. Most
Commentators view this as a big blow to the efforts of the Agency at
combating the influx of fake and sub-standard drugs into the country.

49 By Sections 1-7 of the Pre-Shipment Inspection of Imports Act Cap
LFN 2004, makes it offence for any person to knowingly import goods
into the country not subject to pre-shipment inspection and without a
clean report of finding. Whilst, the Agency has over the years liaised
with other agencies like Customs, NDLEA,SON amongst others in
implementing this Act, cases of conflict had slowed down the Agency’
efforts in this regard. The Agency’s ban from the airport was as a result
of such conflicts.
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the Agency low in its inspectorate function.®® One of the
reasons hazarded by most of the respondents was the
perceived corruption and compromise of officials of the
Agency in the inspectorate division.

Implicit in  this report is the additional
acknowledgement of the problem of adequate
personnel in the Agency especially in the inspectorate
unit to man the multifarious entry points for these
offending products, the manufacturing sites and ware
houses as well as the distribution network in the country.
This is indeed an area where the Agency is in need of
some measure of improvement.

However, it must be conceded that the Agency
has recorded some huge successes over the years. It
has been able to use of its inspectorate and
investigative division to prevent the flooding of the
market place with these offending products. These
successes are legion and are well documented. For
example, the Agency has over the years mounted
vigorous campaign against the use of excessive salt
and the absence of iodine in most food products across
the country. Through its inspectorate units it has been
able to intercept at the ports, the entry importation of
such food products that failed to meet this standard. It
has equally been able to seal manufacturing premises
as well as seized and destroyed such sub-standard
food products.®’

Additionally, sometime in 1995 the Agency had
to ban the use of a popular seasoning agent Ajinomoto
which was adjudged to be injurious to the health of
consumers. In the same vein, the Agency has through
its inspectorate unit fought a relentless war against the
use of Saccharine as sweetening agent in food and
drink products. Saccharine is adjudged as a cheap
sweetener that is injurious to the liver and is known to
cause cancer of the colon. As at 1995, a World Health
Organization survey assessed the consumption of
saccharine worldwide to be in the neighborhood of 1000
million pounds.® It has equally been discovered that a
particular seasoning product Vedan containing
monosodium glutamate which is manufactured in
Taiwan and is duly registered by NAFDAC, is equally
dangerous to health. It was adjudged to contain a
bleaching agent as well as containing high sugar
content. Happily, NAFDAC has banned the use of this

% See Ahmed Garuba et al* Transparency in Nigeria's Public
Pharmaceutical Sector; Perception from Policy makers” A Research
conducted on behalf of Globalization and Health, Page 1-13
published on 29" October 2009 accessed on www.globalizationand
health.com/content on 30/08/2011

" In May 2008, a 20ft container containing counterfeit pharmaceutical
products was intercepted by the Agency at the Apapa Wharf. See
www.in-pharmatechnologist. com/processing-qc/Nigeriancounterfeit-
drug.html accessed 07/09/2011

%2 See www.nafdac.gov.com accessed on 07/09/2011

© 2017 Global Journals Inc. (US)

seasoning agent and has in the last ten years mounted
vigorous efforts at mopping it from the market.*

One other, area where the Agency has
maintained a frontal attack on the incidence of
unregulated food through its inspectorate unit, is with
regards to the use of Bromate Potassium in the
production of bread. The health implications of the use
of bromate in bread are well documented. Bromate
potassium is known to also cause cancer when
consumed in excess.*

With respect to bottled and table water, the
Agency has been proactive in preventing the flooding of
the market with questionable bottled water products. It
has acted within the precincts of its powers under the
Bottled Water Regulations to ensure that only tested and
certified bottled water products are sold to the public.®

[I. CONCLUSION

No doubt, the scope of the Powers and
functions of the Agency is enormous and challenging,
whilst the foregoing analysis shows the avalanche of
substantive and subsidiary legislation that have defined
the scope of these powers and duties, it has been
discovered that the Agency has worked assiduously in
the last two decades of its existence to fulfill its statutory
role in the regulation and control of the regulated
products under its enabling law’

As shown, in the course of this analysis there
are quite a handful of areas deserving of improvement,
especially in the area of preventive measures to ensure
that minimal volume or quantum of the offending
products get to the market place and ultimately to the
innocent consumer. The issue of adequate funding of
the Agency, the strengthening of its inspectorate and
investigative departments are amongst other issues that
can be improved upon by the regulatory agency.

%3 See World Health Bulletin, Volume 84, February,2006 accessed on
www.who.int/bulletin/volumes/84  /9/06-020906/en/ accessed on
07/09/2011, where the efforts of the Agency in the fight against
counterfeit drugs and food products was well documented.

5 See |. Kurokwa “Potassium Bromate in Bread; What are the
implications?* (1982) Medical Nigeria. WWW.
medicalnigeria.net/bromate_in_bread.htm accessed on 09/09/2011

% See Sections 1-6 of the Bottled Water Registration Regulations of
1996, See also Sections 1-9 of the Bottled Water (Labeling)
Regulations of 1996.
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The Role of E-Governance in Administrative
Efficiency and Combating Corruption: Case of
Sri Lank

Mohamed Ibrahim Mohamed Irfan

Abstract- The role of information and communication
technology (ICT) in serving as a mechanism to improve
effective public service delivery, better transparency and
combating corruption in developed and developing countries.
This study examines the role of e-Governance in administrative
efficiency and combating corruption, specifically Sri Lankan
perspective. The main objective of this study is to analysis the
present status and practical challenges between e-
Governance, administrative efficiency and corruption in Sri
Lanka. This study is a qualitative research and data were
collected mainly from secondary sources. The challenges
arise from lack of interpersonal and fully fledge computer
users, absence of Good Will' of politicians and bureaucrats,
inadequately functioning e-Government infrastructure and
implementation capacity, constantly changing political
environment, failure ICT policies, lack of legal framework etc.
But, the challenges can be changed by enchanting necessary
actions like awareness program and proper training,
strengthening mobile  government, ensuring website
information in major languages (English, Tamil and Sinhala),
policy makers to ensure user friendly and congenial policy
implementation, strengthening stakeholders and citizen
feedback, strengthening the Public Private Partnership (PPP),
citizen's, who seen the country clean and corruption free,
multi-pronged strategy etc. The results suggest that sufficiently
demonstrates that e-Governance can be a very effective tool in
improve administrative efficiency and combating or altogether
abolished corruption.

Keywords: e-governance,

combating corruption, ICT.

administrative  efficiency,

[. [NTRODUCTION

a) E-governance

nformation technology has thoughtful impact in the

global world. “e-Governance comprises the use of

ICTs to support public services, government
administration, democratic processes and relationships
among citizens, civil society, the private sector, and the
state” (Dawes 2008:586). e-Governance develops in a
country is a function of the collective national and local
capital supplying information technology services and of
informal social and human capital creating a demand for
e-Governance (Rose, 2005). Which services are
categorized as Government to Citizen (G20C),
Government to Business (G2B), Government to
Employees (G2E) and Government to  Government

Author: South Eastern University of Sri Lanka.
e-mail: irfanibrahim86@gmail.com

(G2G) Services (Akman et al., 2005). Overall, e-
Governance definition focuses on the use of ICT to
assist in the administration or management of
government. ICTs have been changing every aspect of
human life and nation such as public service, religion,
culture, education, poverty, global security, gross
domestic product (GDP), gross national income (GNI),
level of corruption etc.

b) Administrative efficiency

Administrative efficiency looking systematic
progress and well organized administration (Payne &
Pheysey 1971). The dimensions specialization (division

of labor within the organization) and
standardization/formalization (standardization of roles,
interdepartmental communication) contribute in a

positive way to administrative efficiency, in contrast the
dimension centralization is a negative way to
administrative efficiency. Administrative efficiency can
be interpreted as the efficiency of the gathering,
processing and communicating of information
(Spenkelink 2012).

c) Corruption

Corruption is an enemy in effective service
delivery; it is a global issue and vital challenge to the
promotion of good governance, sustainable
development, democracy, peace and social harmony. A
legal definition of ‘corruption’ is both difficult and
complex (Indraratna  2015). However, Transparency
International has defined corruption as the “abuse of
entrusted power for private gain”
(Transparency International 2016). Proper education,
good function of modern government, good relationship
between government and citizens, take strong
punishment against corrupt person and institutional
capacity are the tools to reduce corruption (Kaur 2015).

The e-Governance strategies are serving as a
mechanism effort on the quality of governance and
combating corruption across the global world. In
addition to that, the aim of this study is to examine the
role of e-Governance in administrative efficiency and
combating corruption in Sri Lanka and to analysis the
present status and practical challenges between e-
Governance, administrative efficiency and corruption in
Sri Lanka.
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The paper is organized as follows: e-
Governance and administrative  efficiency; e-
Governance and administrative efficiency in Sri Lanka;
e-Governance and corruption; e-Governance and
combating corruption in Sri Lanka; e-Participation and
combating corruption in Sri Lanka; practical challenges
of e-Governance and finally way forward and conclusion
are provided.

[I. METHODOLOGY

In order to examine the role of e-governance in
administrative efficiency and combating corruption, this
study uses the empirical evidence to analysis status of
efficiency, combating corruption and practical
challenges observed in Sri Lanka context. This study is a
qualitative research and data were collected mainly from

)

[ Specialization ] _J

Formalization/
Standardization

Administrative
Efficiency

secondary sources. This paper critically analyzed
published research in the forms of books, academic
journals, newspapers, government related report,
internet articles and relevant research articles.

[11. E-GOVERNANCE AND ADMINISTRATIVE
EFFICIENCY

Administrative  efficiency looking systematic
progress and well organized administration (Payne &
Pheysey 1971).The dimensions specialization and
standardization/formalization contribute in a positive way
to administrative efficiency, in contrast the dimension
centralization is a negative way to administrative
efficiency. An overview of the model can be seen in the
figure 1 below.

- [ Centralization ]

Figure 1. Administrative efficiency model

E-Governance contributes towards
effectiveness, efficiency and equity in public services
that further enhances the quality of public service
delivery (Pathak et.al 2008) the policy framework,
enhanced public services, high-quality and cost-
effective government operations, citizen engagement in
democratic  processes, and administrative and
institutional reform are consistent objectives of e-
Governance (Dawes 2008). It has to assist in provision
of services, employee support and recognition
programs, recognition of customers in the delivery of
local services, concept of “one-stop” customer counter,
and use of performance measurement to assist in a
cycle of continuous improvement (Robertson and Ball
2002). For example, e-Governance is regarded as a key
element in administrative reform and in improving
citizen-government interactions in India. The state of
Kerala, e-Governance in a region with high literacy and
educational status, penetration and access to ICTs, civic
engagement, and high level of political participation are
very good compared to other states in India. As well as
Kerala is in the forefront of implementing e-Governance
and m-Governance due to the successful policy
implementation (Akshaya e-literacy project).
Consequently, e-Governance is a unique partnership
involving the government, private entrepreneurs,
community volunteers, and citizens in improving the e-
literacy skills of the community (Prasad 2012). Similarly,
e-Governance provides an effective citizens oriented

© 2017 Global Journals Inc. (US)

service delivery of different public services (project,
online service etc.) for example, Austria, Brazil, Australia,
etc.

Governance structures (Hierarchy,
Specialization, Role-specificity), mechanisms (Market,
Hierarchy, Hybrid), processes (Risk free, professionally
managed) and values (Transparency, Accountability,
Integrity, Rationality, Confidentiality) which conform to
best guarantees administrative efficiency (Basheka,
Tumutegyereize and  Sabiit  2012).  Achieving
administrative efficiency is one of the objectives followed
by e-Govemmance (Vanderose, Degraveand Habra
2015). Good governance and e-Governance also
important procurement of empower the administrative
efficiency; e-Governance is a way to achieve good
governance. e-Government is a part of e-Governance.
Through the implementation of good governance and e-
Government it can identify the core principles to
achieving administrative efficiency (Haldenwang 2004);
the key objective of e-Governance is to create good
governance (Kabir 2007). Therefore, administrative
efficiency, transparence and accountability are key
characteristics of good governance; the successful
implementing e-Governance can be improved good
governance. Consequently, e-Governance is the way to
empower the good governance and it will agree grass-
root citizens to interact with the government at all level.

In 21st century ICT is to promote greater
efficiency and deliver responsive, cost-effective services



to citizens within the framework of good governance
principles (Colby 2003), it is a major mechanism to
improve  government’s  administrative  efficiency,
transparency, and effective service delivery (Jahankhani
et al. 2006) the idea is to make the delivery of services
to the public more effective, efficient, speedy,
accountable, accessible, responsive, and traceable
(Garg 2008). In this view, the main emphasis on e-
Governance is removal of corruption and strengthening
of civil society, people's participation, transparence,
administrative efficiency and accountability. And also, e-
Governance builds the administrative efficiency: avoid
lateness, transparency, easy access, responsiveness,
reduced red tape, increasing quality of service and
citizen centric delivery of services. The successful e-
Governance will save money and it can be helpful to
develop ICT based generation and to increase the
economic growth (Alam 2012). Above mentioned
features can be achieved through  proper
implementation of e-Governance using of modern
information and communication technologies.

a) Practice and  administrative
efficiency

Function of e-Governance can make effective,
transparency, accountability of administration; it can
help effective management, economic  growth,
sustainable development, better health and education,
save time and money (Rahman 2016). The major
objective of e-Governance is to provide a friendly,
affordable, and efficient interface G2C; it is ensuring
effective and high quality public service (Hossain and
Saba n.d.). Government is to encourage professionalism
and ethics in its activities, limited interference from
politicians in decision making, extensive monitoring of
governance activities and systematic and good
coordination of all government function these are key
pillars  for  administrative  efficiency  (Basheka,
Tumutegyereize, and Sabiit 2012). Essentially e-
Government as a part of e-Governance refers to
increase efficiency and effectiveness of service delivery
by the G2C of different portions of society and
administrative activities through ICT (Rahman 2016;
Alam 2012). Therefore, e-Governance provides an
effective service delivery of different public services,
which provides easy to access the services such as
online application filling, bill payments, online education,
telemedicine etc.

In globally, there are certainly many examples of
e-Governance functioning significantly to citizens’
oriented service G2C. In Turkey Integrated Social
Assistance System (ISAS) was start in 2009, it is a
Government to Government (G2G) system, end of
March 2014, 17,000 million assistance cases were
provided via ISAS. Consequently, citizens could save
their time and cost, as well as increased good
governance; in UK, British Government e-petition

of e-governance

service and the us Transportation
Security Administration’s (TSA) blog (ICT for Peace
building 2008); Similarly, e-Governance provides an
effective citizens oriented service delivery of different
public services (project, online service etc.) for example,
Austria, Brazil, Australia etc. These services are the
examples of e-Governance practice on administrative
efficiency, holistic manner service to citizen, and modern
and effective tools in the whole of world.

Similarly, in context of South Asia, in India, e-
Governance has the potential to undertake corruption
effectively and usher in societal harmony (Pathak and
Prasad 2005) it has been successfully implement many
e-Governance in several places such as Lokvani-
enabling citizens to report problems and resolve
complaints online Sitapur (Uttar Pradesh, India); Bhoomi
land record is computerized (Karnataka, India);
Interstate Computerized Check posts in Gujarat; CARD-
Computer-aided  Administration ~ of  Registration
Department (Andhra Pradesh, India) and Chief Vigilance
Commission (CVC) Web site (Sapanjeet Kaur 2015)
and also, Public Distribution System in Akola district, EDI
Systems (Software package) for Export and imports, E-
Choupal, Gujrat State Wide Area Network (GSWAN),
Warana Wired village program, SMART Governance in
Andhra Pradesh (Barthwal 2003). The considers e-
Governance as an important instrument for economic
and social developments in various sectors in Nepal,
such as education, health, agriculture, tourism, and
trade, among others, have been using information
technology. In Nepal Telecom Company (NTC), Global
System for Mobile (GSM) mobile, C-phone, sky data,
internet, very small aperture terminal (V-SAT) and
Asymmetric Digital Subscriber Line (ADSL) facilities has
been enhanced delivering public services to the citizens
(Sharma, Bao and Qian 2012). Similarly, e-Billing,
automations of custom house at Chittagong sea port,
government form online, electronic birth registration
system (this is probably the best local level e-
Governance service), Hajj web site, automation of
international processes, using Closed-Circuit Television
(CCTV) camera etc. these are best example of
Bangladesh e-Governance practice (Hasan 2012).

b) E-governance and administrative efficiency in Sri
Lanka

Majority of the e-Governance services in Sri
Lanka come under this category such as online delivery
of vehicle licensing services, online issue of births,
marriages and death certificates, online checking of
balances in provident fund accounts, online booking of
train tickets etc. (Chandraguptha 2012). Sri Lanka had
successful e-Government practices such as the
Department of Immigration and Emigration has adopted
ICT tool to improve efficiency and effectiveness in the
issue of passports to citizens. It has been computerized,
making Sri Lanka one of 5 countries in the world where a
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passport could be processed in a day (Dissanayake
2011). This e-Government program has contributed to
mitigate the time and cost and it has making the
process of going overseas for employment a lot faster
and easier. Consequently, the role of e-Governance is
best way to ensuring administrative efficiency and good
governance in Sri Lanka. Moreover, Sri Lanka has been

significant efforts to develop e-Governance online e-
services such as 108 for citizens, 51 for businesses, 10
non-residence related e-Services, also mobile and Short
Message Service (SMS) have also been extremely
expanded (Rahman 2016). For instance, several types
of e-Services and SMS are successfully functioning in
Sri Lanka (see table 1) below.

Table 1: Short list of selected e-Services, Mobile Services in Sri Lanka

Organization

Service

Mahaweli Authority of Sri Lanka o

Water level enquiry

Sri Lanka Tea Board

e Reasonable price enquiry
e  FElevational price enquiry

Tea Small Holdings Development | e
Authority .

Subsidy application
Subsidy application status enquiry

Colombo Municipal Council :
enquiry

enquiry

e Colombo Municipality House rental payments and balance enquiry

e  Colombo Municipality Property Tax (rates) payments and balance enquiry

e  Colombo Municipality Trade Tax (taxes imposed for trades) payments and
balance enquiry

e Colombo Municipality Payments for Tax on businesses and balance

¢  Market Rental (Rentals for market places) payments and balance enquiry
e Shops and Boutiques Rental payments and balance enquiry
e Hawkers Rental (rentals for very small shops) payments and balance

Department of Examinations

Certificates issuance and Examination Results

e Request for New or Renewal of Shipping Agent License
Director General's office of Merchant | ®©  Request for New or Renewal of Container Operator License
Shipping e Request for New or Renewal of Freight Forwarders and NVOCC License
e Applications for Vessel wise license & Addition of principals
e Request for Addition of Principals of Shipping Agent License
Department of Government Factory e  Tenders published by Government Factory
e Revenue License (new/ renewal)
Provincial Department of Motor Traffic | Western Province Revenue License expiry/ active status
e  Online purchase of vehicle information
e Ongoing Vehicle Number Enquiry
Sri Lanka Railway e  Purchase of Tender Documents and Railway Train Schedule
Department of Wildlife conservation e  Bungalows Reservation Status Enquiry
Sri Lanka Police e Police clearance certificate status enquiry
Sri Lanka Post e  Postal code enquiry
National Water Supply and Drainage | ¢  Water bill payments
Board
e View ETF Member Balances
Employee Trust Fund Board (ETF) e ETF Member management service for Employers
e  Claim Application Status Enquiry
Rubber Development Department e Rubber Price Enquiry

Mobile (SMS) Services in Sri Lanka

Services of Tea Small Holdings Development Authority

Train Schedule Information

Check the Status of ID Card Application

Check the Status of Police Clearance Application

Tea Price Information — Sri Lankan Tea Board

Water Level Information of Mahaweli Reservoirs

Check your Sri Lanka Identification Number (SLIN)

Daily Fish Prices — Ceylon Fisheries Corporation

Check the status of your Vehicle Revenue License

SMS electricity bill Service. This service was offered by the Ceylon Electricity Board

Source: Created by based on (Smart Gateway to Government of Sri Lanka, https.//www.gov.lk/).
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The trusts, low cost service, easy access,
security, responsiveness, time saving are positive
factors for administrative efficiency and e-Governance. A
number of e-Government programs and project aims is
to enhance the efficiency and effectiveness of
government services (Karunasena, 2012) e-Sri Lanka
project initiative in 2002, which project carries many
important services such as quality public services,
minimized time and costs, active citizen’s participation
in government (Karunasena et al., 2011; Akman et al.,
2005). For instance, 73.9% of the respondents reported
their satisfaction on (Trusts, low cost service, easy
access, security, responsiveness, time saving) existing
e-Service delivery by government agencies in Sri Lanka.
But 26.1% of respondents still do not agree and
dissatisfaction on existing e-service, they had identified
and grading negative factors for e-service delivery,
according to their grading 34.8% transaction delay,
26.1% high bureaucracy, 13% lack of efficiency, 12%
lack of privacy, 8.9% low security, and high cost 5.2%
(Senadheera 2013). In addition to that, delay service,
strong hierarchy, top down approach in organization,
lack of competence, high cost of service are exist
challenges of the exploit of e-Governance and
enhancing efficiency administration in Sri Lanka.

Similarly, Sri Lankan government had many
compulsory computer training, government’s initiative
programs for administrative officers and successfully
practiced free ICT related studies in several levels such
as in school, universities, technical college, Vocational
Training Centre (VTC) etc. These programs will increase
the internet usage among the all level administrative
officers and citizens. And also it can be contributed to
save the time and cost and avoid paper based service
in government office. Examples as follow:

National e-learning Centre in Sri Lanka (NelLC)
has published more than 40 free online courses for ICT
awareness; all these courses are free (http://www.e-
learning.lk/node/96).

Under the Ministry of Education has many ICT
related Program such as: Nenasa Education Television
Telecast for grade 10 and grade 11 students; the
national e-learning portal for the general education (e-
thaksalawa) the vision is empowering the nation through
e-learning. This program consists of resources
developed aligned to grade 1 to 13 curriculums (creative
activities lesions, pass paper, questions, text book etc.)
(http://www.moe.gov.lk/english/).

In 2015, 42.9% computer knowledge receiving
by School/University, on other hand computer literacy
among the public and private administrative officers who
are aware of computer in Sri Lanka. For example,
“around 52 % in 2015 and the positions such as: Senior
officials and Managers (70.8%), Professionals (83.9%),
Technical and Associate professionals (82.9%) and
Clerks and Clerical support workers (88.7%) have higher
computer literacy. Also, even among the individuals

engage in elementary occupations 22 % are computer
literate” ” (Computer Literacy Statistics 2015).

The successful practice of e-Governance is to
ensuring administrative efficiency and good governance
in Sri Lanka. ICT has contributed to save the time and
cost, avoid paper based service through the e-
government program for instance:

Foreign employment bureau has been
computerized, making the process of going overseas for
employment a lot faster and easier.

Computerization of the issuing of birth, death
and marriage certificates for the residents of Colombo
district.

The Government Information Centre (GIC),
where anyone who has a query regarding anything
related to a government department could call the 1919
hotline and find out what should be done (Dissanayake
2011).

In addition to that, these kinds of e-Governance
tools, services, systems, higher computer literacy and
successful e-Governance programs can more helpful to
improve effective public sector performance, increasing
citizens participation in government decision and policy
making, improve accountability of politicians and civil
servants, assure public private partnership and
improving skill and motivation of civil servants in Sri
Lanka. Because, these tools are using for improve
institutional capacity, good governance, minimizing
time, saving cost and improving citizen to government
(C2@G) transactions in Sri Lanka.

However, e-Governance in South Asia is a
mirror image of government (Stage 1. on way
information). Two ways conversation can be improve
human, technical and financial capacity. According to
Anthony Williams points that, now a day’s one way
social media conversations flows to the citizen, it is
always fail to develop the effective service delivery, in Sri
Lanka will only ever be a one way conversation, top
down approach, static website driven soliloquy. It's
always thinking about the “delivery” rather than citizen’s
feedback, participatory decision making, transparency
and accountability of service (ICT for Peace building
2008), but recently Sri Lanka has improved e-
Government stage, according to Moons and UN-ASPA
five-stage e-Government Maturity Model, Sri Lanka is at
the Stage 2 of e-Government Model Framework
(enhanced - two way communication [Request &
Respond]) (Senadheera 2013). Overall, many e-
Governance programs were initiated very well in Sri
Lanka and number of e-Government programs and
project aims is to enhance the efficiency and
effectiveness of government services (Karunasena
2012). But, most of these failed to deliver better services
to the citizens, failed to enhanced administrative
efficiency and still they are in the infant stage due to
failure policies, technological challenges etc.
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IV. E- GOVERNANCE AND CORRUPTION

Practice of e-Governance in serving as a
mechanism to enhancing the administrative efficiency
and combating corruption in a numerous way in all over
the world. The use of ICT linked e-Government
combating corruption easily, also the impact of e-
Government is higher in developing countries than in
developed countries for the seven-year period between
2003 and 2010 (Mistry and Jalal 2012). e-Governance
has a positively combat corruption a related to improved
between government, citizen relationships and
corruption reduction (Shimba 2015; Pathak et al., 2008)
it initiatives are make important contributions to
improving public services and while e-Governance holds
great promise in many developing countries.

Effective implementation of e-Governance will
help to combat the corruption (Pathak et al., 2008)
which can be a lethal weapon against corruption (Kaur
2015; Pathak & Prasad 2005). Good accessibility, direct
communication and delivering information, regular
documentation, recovery of data, quality management
and the sharing of information these characteristics
have the power to transform the way public
administration is conducted and the relations between
government and citizens. The new possibilities offered
by harnessing ICTs to public administration provide a
powerful tool to combat corruption Pathak and Prasad
2005; Colby 2003:16). But, in developing countries
public sector have been several challenges, like, low
institutional capacity, lack of stakeholder’s participation,
high level corruption, lack of formal rule and regulation.
These are the major characteristics of the inefficient
administrative service.

a) E-governance and combating corruption in Sri Lanka

Corrupt governance the ultimate destiny of
South Asian countries; according to Transparency
International's Corruption Perceptions Index (CPl) in
2015, Sri Lanka was ranked 83th out of 167 countries;
Compared to South Asian countries, Afghanistan
(166th), Bangladesh (139th), Nepal (130th), Pakistan
(117th), India (76th), and Bhutan (27th) (Corruption
Perceptions Index 2015). In addition to that, the least
corrupt country is ranked as No1 and the most corrupt
country comes at the end of the list. Sri Lanka is the
third least corruption rank in the whole of South Asia.
Corruption and inefficiency are endemic in Bangladesh
and Sri Lanka, with nexus between politico-bureaucratic-
business elites, busting patron-client relationship and
leading to bribery and unethical activities. The Provincial
Councils of Sri Lanka, there had been more complaints
about corruption. The unsolicited project plans that have
been on the increase in recent times led the politicians
and officials to be criticized for abuse and corruption.
Local government bodies in Sri Lanka, particularly

delivering the ineffective services to the grass-root level
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citizens due to lack of transparency, accountability and
corruption (Ramesh, ljhas, and Dickwella 2013). As
viewed above Sri Lanka is a one of the unbiased corrupt
country. Thus it suggests that quality of bureaucracy is
moderately in Sri Lanka.

e-Government has grown rapidly over the past
15 years, in the 2016 Survey, 29 countries score “very
high”, with e-Government development index (EGDI)
values e-Government is now ubiquitous in many more
countries, 51% of countries had “low EGDI” or “medium
EGDI” values in 2016, as compared to over 73 % of
countries in 2003 (United Nations E-Government Survey
2016). This EGDI values measuring corruption level of
the countries. In table 2, focus on the e-Government
Development Index Rank in 2016 and CPI Rank in 2015.
In addition to that, higher level of EGDI rank indicates
better preparedness and higher values of CPI rank
indicate lower corruption. Therefore, it expects to
observe a positive relationship if EGDI level increases
corruption will decrease. This positive relationship if
corruption decreases as higher level of EGDI rank
increases. This positive relationship is depicted in the
table 2. Consequently, EGDI rank may affect change in
CPI rank.

From the table 2 (See below) it is revealed that
all the South Asian countries have performed better for
combating corruption in 2015 than in 2014 except
Nepal. On other hand South Asian countries performed
very well for EGDI rank in 2016 than in 2014 except
Maldives, Sri Lanka, and Pakistan. But Sri Lanka had the
topped of EGDI rank (79th) among South Asian
countries in 2016, but it had been in 74th place in the
year 2014. As per the table 2, if any countries increase
the EGDI rank, CPI rank also will be improved, for
instance: India, Bangladesh, Bhutan, and Afghanistan.
On other hand Sri Lanka and Pakistan had the improve
CPI rank but EGDI rank was decrease (did not have a
huge decline) in 2016 than in 2014. However, many of
the South Asian countries have achieved significant
progress in implementing e-Governance and combating
corruption. Therefore, we can say that e-Governance is
one of the significant features to combating the
corruption in the global world, especially South Asian
countries.



Table 2: E-Government Development Index (EGDI) Rank in 2014 and 2016 & Corruption Perceptions Index (CPI) in

2014 and 2015 of So

uth Asian Countries

E-
Government
iogth Development | Ed-GOEerniineErgge%/elokp?g?z Corruption Perceptions Index
costan | indexLevel | Index Rank( o )il (CPI) 2014, 2015
(EGDI Level)
2016
2016 2014 2015 2014 Change
(193 (193 Change (167 (175
Countries) | Countries) Countries) | Countries)
Sri Lanka High 79 74 -5 83 85 +2
India Medium 107 118 +8 76 85 +9
Maldives Medium 117 94 -23 - - -
Bangladesh Medium 124 148 +24 139 145 +6
Bhutan Medium 133 143 +10 27 30 +3
Nepal Medium 135 165 +30 130 126 -4
Pakistan Medium 159 158 -1 117 126 +9
Afghanistan Low 171 173 +2 166 172 +6
Source: United Nations E-Government Survey 2014 & 2016

Transparency International Corruption Perceptions Index 2014 & 2015

In addition to this survey, among the South
Asian countries Sri Lanka has been able to notably
improve e-Government processes and climb the
rankings to become the number one. Overall, recently,
Sri Lanka increasingly implementing innovation and
exploit ICTs to deliver best citizen oriented service to the
people. Especially, the modern and open societies the

Table 3: E-Government Development Index (EGDI) Rank

diffusion of the internet and online systems are most
likely to promote government efficiency and combat the
corruption in Sri Lanka.

The EGDI rank of the Top 10 EGDI rank
countries and Least 10 EGDI rank countries along with
CPI rank is shown in the following table 3, 4.

in 2016 & Corruption Perceptions Index (CPI) in 2015 of

Top Level Countries

E- E-
Government | Government | Corruption
Top Level | Development | Development | Perceptions
Countries Index Level Index Rank | Index (CPI)
(EGDI Level) | (EGDI Rank) 2015
2016 2016
UK Very High 1 10
Australia Very High 2 13
Rep. of .
Korea Very High 3 37
Singapore Very High 4 8
Finland Very High 5 2
Sweden Very High 6 3
Netherland Very High 7 5
New ;
Zealand Very High 8 4
Denmark Very High 9 1
France Very High 10 23

Source: United Nations E-Government Survey 2016
Transparency International Corruption Perceptions Index 2015
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Table 4: e-Government Development Index (EGDI) Rank 2016 & Corruption Perceptions Index (CPI) 2015 of Least
Level Countries

E-Government E-Government . .
Lesa Leve] Qe Development Index | Development Index Rank Carpien PErepions
east LevelLountries 1| evel (EGDI Level) (EGDI Rank) '”d% 1(gP')
2016 2016

Mauritania Low 184 112

Burkina Faso Low 185 76

Sierr Leone Low 186 119

Djibouti Low 187 99

Chad Low 188 147

Guinea Low 189 139

Eritrea Low 190 154

Central Afrlcan Low 191 145
Republic

Niger Low 192 99

Somalia Low 193 167

Source: United Nations E-Government Survey 2016

Transparency International Corruption Perceptions Index 2015

a) E-participation and combating corruption in Sri
Lanka

e-Participation facilities reflects its political
openness and extent of corruption, GDP per capita,
urbanization, personal computers and telephone lines,
and the Transparency International (TI) rating on
corruption, these are modern resources of e-
Governance (Rose 2005). e-Participation is major
feature of e- Governance; e-Participation, online
consultation and deliberation is expanding all over the
world. It can help to developed people’s participation
and participatory decision making in administrative level.
It can contribute to the improve service delivery in public
sector and combat the corruption. e-Participation is
done through open data, online consultations, multiple
ICT-related channels and social media, for example,
European countries, and now a day’s many developing
countries making good process as well, especially lower
middle income countries, for example in South Asia,
India, Sri Lanka, Pakistan and Bhutan. In contrast, low
income countries need to be supported in addressing
such challenges, for example, Bangladesh, Afghanistan
and Nepal (United Nations E-Government Survey 2016)
although corruption exists in all countries it is more
widespread in low income countries (Myint 2000).
Overall, improved e-Participation can support the
consciousness of the combat the corruption and
delivering effective service in administrative level.

In context of South Asia, from the table 5 (See
below), it is focused on the e-Participation Index (EPI), e-
Participation Rank (EPR), CPI Rank and level of income.
In addition to that, higher level of EPI and higher EPR
indicate better preparedness and higher values of CPI
rank indicate lower corruption, for example: India had
the good improve in EPR and CPI rank followed by Sri
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Lanka, Bangladesh, Nepal, Afghanistan and Pakistan.
On other hand, lower middle level income countries
making good process in e-Participation as well.
Therefore, | expect to observe a positive relationship if
corruption decreases as higher level of EPI and higher
EPR increases. This positive relationship is depicted in
the table 5. Thus, EPI and EPR may affect change in CPI
rank.



Table 5: E-Participation Rank 2016, Corruption Perceptions Index (CPI) Rank 2015 & Income Level of South Asian

Countries
Saulpen | epanogsion | @R | pocopions ndox | nomelow
(CPI) Rank 2015
India 0.7627 27 76 Low Middle
Sri Lanka 0.6610 50 83 Low Middle
Bangladesh 0.5254 84 139 Low
Nepal 0.5085 89 130 Low
Afghanistan 0.4237 104 166 Low
Pakistan 0.3729 114 117 Low Middle
Bhutan 0.3559 118 27 Low Middle
Maldives 0.2203 146 - Upper Middle
Source: United Nations E-Government Survey 2016
Transparency International Corruption Perceptions Index 2015
Moreover, the benefits of e-Government V. PRACTICAL CHALLENGES

combating corruption have been achieved to some
extent by ICT projects in Sri Lanka. For instance:

1. E-Sri Lanka’ project and ICT Policies

2. More than 205 government online service by 90
organizations

3. 60 services via Mobile apps,
organizations

4. 1919 Information Services: 2300 services, by 320
organizations, 14h x 7, all 3 languages

5. Inter-Mediatory Services: Call 1919 for 60 inter-
mediatory services via Agents

6. Useful Links for Open Data Major Government
Infrastructure Initiatives (https://www.gov.lk/).

But, According to Global Corruption Barometer
survey (2013), percentage of respondents who felt
following institutions was corrupt/extremely in Sri Lanka.
64% Police, 51% political parties, 39%
Parliament/legislature, 33% Public officials and civil
servants, 33% Educational system, 23% Business, 23%
NGQO'’s, 21% Judiciary, 21% Medical and health service,
20% Media, 13% Military, 10% Religious bodies were
corrupt/extremely corrupt (Global Corruption Barometer
2013). However, e-Government Policy in order to
transform the public sector to become more G2C
oriented and IT driven such enhanced living standards
of citizens, convenient and speedy access to
government services and information, high transparency
in public service and decision making and less room for
corruption.

SMS by 45

Challenges on implementing e-Governance

arise from several reasons in Sri Lanka such as:

Lack of interpersonal, fully fledge computer user
and low rate of computer literate people.

Successful e-Governance service, administrative
efficiency and cutting corruption also depend on the
‘Good Wil of politicians and bureaucrats
(Commitment), but in Sri Lanka, lack of politicians
support rather than high degree of politicization of
the bureaucracy. It has been major barrier to the
smooth function of e-Governance and reduces the
corruption.

Lack of using ICT in local language, lack of Unicode
standards (Tamil and Sinhala), local language
parsers, and bilingual lexicon databases are some
of the key themes pertaining to the use of local
languages for ICT in Sri Lanka.

Lack of Public Private Partnership (PPP).

Failure and changing the IT related public policies is
a next reason to make an issue in dysfunction of e-
Governance in Sri Lanka. One time government
introduces a policy and orders to implement, but
before the complete implementation, government
orders again to stop the policy and introduce
another policy.

Sri Lanka is a developing country which has to
initiates  the development process with rare
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resources. In Sri Lanka public offices has got a
limited resources including finance. It does not get
the enough allocation from the government and
does not get it on time. That's why other material
resources cannot be obtained in on time.

e Encouraging, e-Governance has yet to mature in Sri
Lanka.

e Inadequately functioning e-Government
infrastructure and implementation capacity.

e Constantly changing  political  environment:
changing ideologies, changing or skip the policies.

e Lack of legal framework.

VI.  WAY FORWARD

As viewed above study, there are many issues
related relationship between impacts of e-Governance,
administrative efficiency and combating corruption;
these issues are shown as the way of function and
practice of e-Governance to get administrative efficiency
and combating the corruption. In contrast, there are
many limitations to combating corruption and
administrative efficiency through e-Governance. In
addition to that, the recommendations are proposed
below to improving administrative efficiency and reduce
corruption through e-Governance.

e Awareness programs and training should be
organized in every level government departments;
without using internet no one can access the
government web portal for their personal tasks, so
provide internet service and instruct the e-service to
grass-root level citizens; that must be given the
explanation of the issues in service delivery and its
affects.

e The advantage of e-Governance is using internet for
the poor people (remote area) because perception
of peoples is key source of measuring government
level: level of corruption, accountability, efficiency
etc. Therefore, government could be considered
access to electricity, telephone, ICT facilities for the
poor peoples.

e Majority of population in Sri Lanka are living in rural
areas and they use their own language. Therefore,
ensuring include website information in  major
languages in all the pages in the website (Sinhala,
Tamil and English).

e The popularity of ICT, corruption level and good
governance are increasing in developing countries
but still practically function and implementation is
big issue. So, ensuring successful implementation
of e-Governance can be improved administrative
efficiency and cutting corruption.

e Citizen’s, who seen the country clean and corruption
free.

e Strengthening stakeholders and citizen feedback:
people’'s opinion should take more concentration
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about the function e-Governance. As well as if
public opinion on e-Governance which is either
positive or negative and their suggestions get from
the people, it will help to improve the function of e-
Governance.

e The media is another important source of the
measuring level of corruption and quality of
administration. Therefore, media could be played a
great and real role in this issue. The public be aware
by all the government policies and online services.

e Strengthening mobile government (m-government).

e Strengthening the Public Private Partnership (PPP)
and encourage public and private sector
investments.

e Policy makers to ensure that user friendly, congenial
online services are provide to the citizens and
consistent implementation of policy.

VII.  CONCLUSION

Corruption is an enemy in effective service
delivery all over the world. However, e-Governance tools
focuses on the use of ICT to support in the competence
administration of government and reduce the corruption.
Existing global era, the governments have to chosen to
go online in departments around the world. Practice of
e-Governance in Sri Lanka, which is enhancing the
administrative efficiency and combating corruption in a
numerous way. Analysis of the above study suggests
that successful implementation and function of e-
Governance with user friendly and congenial policy
implementation, awareness program and proper
training, policy makers to strengthening stakeholders
and citizen feedback and multi-pronged strategy are
can be play a more significant role in promoting
administrative efficiency and combating corruption in Sri
Lanka. However, e-Governance alone may not be one-
step solution for eradicating corruption, does not
guarantee the combating corruption. In order to
successful e-Governance and diplomatic leadership,
political and technical support, income, environment
also can help promoting administrative efficiency and
combating corruption in Sri Lanka.
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Abstract- Bangladesh is a beautiful country with a lot of scenic tourist attractions in different
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Management Perceptions on Factors
Influencing Behavioral Intention of Customers: A
Qualitative Study on Nazimgarh Resorts
Bangladesh

Md. Amanat Ullah® & Mustafizur Rahman®

Abstract- Bangladesh is a beautiful country with a lot of scenic
tourist attractions in different locations around the country. As
the global demand for tourism is increasing the situation here
in Bangladesh is not different. Different locations of
Bangladesh can be attractive both for the domestic and
international tourists. The contribution of the same industry to
the world economy is considerable. Many countries are now
depending on this sector for earnings foreign currency as
direct way of economic growth. All the destinations of the
country is trying to achieve more gain by developing this
industry. To develop this indusiry as a whole, a vital
consideration normally goes to the improvement Hotels and
Resorts conditions of the country. If the tourists do not feel
safe and comfortable about the place where they visit, then the
chances of losing these tourists appear higher. Hotels and
resorts are frying to attract more tourists by adopting
appropriate marketing techniques and strategies. Failure of
doing so by particular marketer will lead to a less competitive
both in the domestic and international tourism market. This
study is an attempt to investigate how service quality,
marketing communication, promotional activites and
perceived monitory price affecting the behavioral intension of
customers in the context of Nazimgarh Resort Ltd. in
Bangladesh. Since a few studies were conducted on this
sector therefore, an exploratory type of study was conducted
based on in-depth interviewing to the management in order to
tapping behavioral intension of the customers’ services, they
provide.

The study tends to focus all most all the employees
of the resort and reported that the service quality is the heart of
this business. However to maintain the service quality
standard constantly is hard job in practice. The study also
suggested that dissatisfied customers are to be served
promptly by the employees and then turn them into delightful
and change their perception as a repeat customer to revisiting
positively. The study found that the employees also agreed
that marketing communication plays a vital role in getting more
customers and also helps to nurture the existing customers.
However, the study did not find any strong foundation of
marketing communication in the resort's marketing strategy
that practiced at present situation. It was also revealed that the
management has not yet to set any promotional activities for
the resort. It is found from the depth interviews that there was
no solid pricing strategy for domestic and international tourists
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by the management. Besides, all the employees agreed that
all these variables play the role to motivate the behavioral
intension of both domestic and international customers. The
study concluded that in absence of any one of these issues
might be critical as highlighted.
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[. INTRODUCTION

angladesh is blessed with the gift of nature.
3 Located in the deltaic region of the Bay of Bengal,

the country has two facets of its landscape. Most
of the country comprises of flat alluvial plains whereas
Chittagong and Sylhet areas comprise of hilly areas and
its hill tracts covered with green forests and inhibited by
the indigenous communities. Furthermore the most
significant feature of Bangladesh is extensively covered
with different tourist destinations such as different rivers
of Bangladesh, the longest sea beach of Cox’s bazaar,
the largest mangrove forest local named as
Sundarbans, historical ruins, buildings, river channels to
cruise, and many of the historical cities of the ancient
civilization. Globally the tourism industry is experiencing
a dramatic growth. According to the World Tourist
Organization (WTQO), while 448.5 million tourists moved
throughout the world during the year1991 (Quoted by
Davidson, 1994), about 593 million tourist arrivals were
recorded during 1996 registering a 4.6 percent increase
over 1995 (Bhattacharya, 1997) and 32.22 percent
growth in five years. The World Tourism Organization
recorded a total number of 763 million international
tourist traffics in 2004 which is 10.58 percent higher than
previous year and earned US $623.00 billion which
shows an increase of 18.89 percent over 2003 (WTQO,
2005). Tourism continues to surge as a world economic
force, contributing nearly $5.5 trillion to the world’s
economy in 2004 (Wanger, 2005). The increasing trend
of tourist arrivals and earnings is continuing. In 2005, the
world tourist arrivals rose to 808 million. The World
Tourism 2020 vision forecasted that this figure will be
1,006.4 million in 2010 and the same will reach to
1,561.1 million in 2020 (WTO). This continued growth in
tourism business, throughout the world, is encouraging
and nations are becoming more concern to attract more
tourists to their own destinations, and trying to promote
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this sector as a major source for the economic
development of the nation. However, it is a natural
human demand of comfort and pleasure while on
vacation or travel.

Accommodation is one of the most significant
factors to have contributed to the development of
tourism world-wide and the absence of which might put-
off the tourists from traveling to enjoy the attractions
(Dieke and Karamustafa, 2000). In addition the domestic
holidaymakers are increasing in numbers since last few
years. For the tourist’ of both the domestic and
international hotels and resorts experiences, are the vital
parts for the exploration of tourist destination. While on
the other hand, this is quite apparent that without the
support of the hotels and resorts services, the country
will lose its market share to this industry. Evidently this
leads to an economic loss for the country eventually.
Besides if the service quality of hotels and resorts are
nurtured properly, there are potential to growth of this
industry in this country as well. Therefore, providing the
quality services and promotion of the hotel and resort
industries becomes a contributing factor for this travel
and tourism industry. In today’'s growing needs and
demand of the tourists and to contribute in this industry,
Nazimgarh Resort was established in 2007 and has
already started its operations for targeting both the
domestic and international visitors. Nazimgarh is
relatively a new five star standard resort with an
expansion project which will include 35 more luxurious
suits. It intends to provide all the facilities and fun for its
visitors. However, initially the brand image and the level
of awareness of the resort are not up to the mark. As a
result, the arrival customers to visiting the resort have
yet to reach the expectations. While on the other hand,
pricing proper marketing professionalism, the company
might receive a good number of tourist intakes that lead
to flourish the market for increased demand and could
account for contribute to the national economy.
Therefore, the researchers tends to investigate how
service quality, marketing communication, promotional
activities and perceived monitory price that influence
behavioral intension of customers in the context of
Nazimgarh Resort.

I1. STATEMENT OF THE PROBLEM

As resorts play a vital part to attract the tourists
and visitors from the different destinations in
Bangladesh, whereas a good number of similar studies
says that lack of marketing professionalism and
communication trigger the industries inbound tourism
growth adversely and in Bangladesh thus declining
gradually. The resorts in Bangladesh generally depend
on the tourist promotional activities set by companies
own which are traditional and ineffective some cases.
And thus, in general, resorts of Bangladesh are losing
their market share both domestic and international
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market. However, positive perception about the existing
resorts quality in an international standard service might
be developed through an effective communication
system. Juran, (1988) stated that the quality of a product
or service is determined by its fitness for use by external
and internal customers. Bundersen et al., (1996) argued
that a customers’ experience is a tangible and intangible
aspects tourism product, whereas Crompton and
Machay, (1989) saw service quality as being concerned
with the attributes of the service itself, and how those
attributes developed positively about the perceptions of
the service.

A service is more difficult to evaluate than
goods and that, as a consequence, consumers may be
forced to rely on different cues and processes when
evaluation services (Zeithaml, 1981). Promotional
activities play a vital role in presenting these cues and
processes to the tourists, helping them to evaluate
tourism products, and services and making the right
purchase decisions (Hossain, 1999).

Therefore, the study tends to investigate the
influence of service quality, marketing communication,
promotion, and perceived monitory price on behavioral
Intension in the context of Nazimgarh Resort.

[II.  PURPOSE OF THE STUDY

Service quality indeed plays an important role in
the fact of customer satisfaction. While on the other
hand, if the service provides a higher quality and the
attributes of the service are lucrative however these
features and during different seasons attractive offers
are not communicated to the target customers in that
case the service will remain unknown to the customers.
Furthermore, promotional activities also work as one of
the important communication tool for the marketing.
Promotional activities will not only increase the initial
awareness but also will contribute to customer retention.
Last but not the least pricing has always been a
sensitive concept. Therefore the primary focus of the
study is to describe the whole construct of service
quality,  marketing  communication,  promotional
activities, and perceived monitoring prices contributes to
increase the demand for the resort or not.

V. REVIEW OF THE LITERATURE

a) Service Quality

High quality goods and service are favored in
the marketplace and high service quality performance
does produce measurable benefits in profits, cost
savings, and market share (Anderson, Fornell, &
Lehmam, 1994). Research also indicated that service
quality has been increasingly recognized as a critical
factor in the success of any business (Parasuraman,
Zeithaml, & Berry, 1988).

Quality of service is essential for customer
satisfaction (Cronin & Taylor, 1992; McAlexander, 1994),



repeat purchases (Schneider, & Bowen, 1995), and
winning customer loyalty (Zeithaml, 1990), and customer
retention (Zeithml, 1996).

Definition of service quality revolved around the
idea that it is the result of comparison that customers
make between their expectations about a service and
their perception of the way the service has been
performed (Lewis & Booms, 1983; Lehtinen & Lehtinen,
1982; Gonoroos, 1984; Parasuraman, 1985, 1988,
1991,1994). Lehtinen, & Lehtinen (1982) gave a three
dimensional view of the service quality. They see it as
consisting of what they term ‘“interaction”, “physical”
and “corporate” quality. Traditionally, service quality has
been defined as the difference between customer’s
expectation of service to be received and perception of
service  actually  received.  (Gonoroos, 1984,
Parasuraman et al, 1988, 1991).

In 1982, McCleary, and Weaver indicated that
good service is defined on the basis of identification of
measurement behaviors that are important to
customers. Zemke, &Albrecht, (1985) suggested that
service plays an important role in defining resorts
competitive strategies and identified systems and
strategies for managing service.

Thus, service quality, as perceived by
consumers, stems from comparison of what they feel
service providers should offer with their perceptions of
the performance of service provided by service
providers (Parasuraman, Zeithaml, & Berry, 1988).

The researchers also identified that there are
five dimensions to service quality. The following is a list
of the five dimensions and a brief description of each:

1. Tangibles: (physical facilities, equipment,
appearance of personnel).

2. Reliability: (ability to perform the promised service
dependably and accurately).

3. Responsiveness: (willingness to help customers and
provide prompt service).

4. Assurance: (knowledge and courtesy of employees
and their ability to inspire trust and confidence).

5. Empathy: (caring, individualized attention the firm
provides its customers).

The SERVQUAL might be employed to measure
the service quality in an electric and gas utility company
(Babakus, & Boller, 1992). as well as restaurants
(Bojanic & Rosen, 1994: Fu, 1999). In 1990, Knuston,
Wullaert, Patton & Yokoyama drafted LODGSERV to
improve on what a generic instrument might do in
defining and measuring service quality specifically for
lodging properties. Among the five dimensions, reliability
was found to be the most important of the five
dimensions for lodging consumers followed, in ranking,
by assurance, responsiveness, tangibles, and empathy
(Knutson, Stevens, Waullaert, Patton, & Yokoyama,
1990).

and

In 1992, Knuston, Stevens, Patton, & Thompson
studied consumer expectations for service quality in
economy, mid-price, and luxury hotels. Across the three
segments, they found that the five dimensions
maintained their same ranking positions and that the
higher the price category, the higher the consumer
expectations of service quality.

b) Marketing Communication

In this context, communication refers to the
ability to provide timely and trustworthy information.
Today, there is a new view of communications as an
interactive dialogue between the company and its
customers, which takes place during the pre-selling,
selling, consuming, and post-consuming stages
(Anderson & Narus, 1990). Communication in
relationship marketing means keeping touch with valued
customers, providing timely and trustworthy information
on service and service changes, and communication
proactively if a delivery problem occurs. It is the
communicator’s task in the early stages to build
awareness, develop consumer preference by promoting
value, performance and other features, convince
interested buyers, and encourage them to make the
purchase decision (Ndubisi & Chan, 2005).
Communications also tell dissatisfied customers what
the organization is doing to rectify the causes of
dissatisfaction. When there is effective communication
between an organization and its customers, a better
relationship will result and customers will be more loyal.

According to Coviello & Brodie, (2001),
marketing communication is of significant importance in
both B2B and B2C markets. It is essential for all firms to
communicate its message to customers in order to
increase their sale. To be able to communicate
efficiently with the customers, firms need to decide
which marketing communication concepts they will use.

Promotion is, according to Pickton, & Broderick,
(2001), usually replaced by the term marketing
communication that also describes one of the key areas
of marketing. furthermore, “marketing communication is
a conversation between an brand and its audience and
it is the collective term for all the communication
functions used in marketing a product or service”
(p.165)(Ibid). keller, (2001) further define marketing
communication as: “the means by which firms attempt
to inform, persuade, incite, and remind consumers-
directly or indirectly about the brands the sell” (p.819).
Furthermore, as can be interpreted in all definitions,
communication a message is the heart activity in the
marketing communication (Ibid). The marketing
communication activity to create and send a message
to receiver through different channels is referred,
(Christopher, 2000).

According to Duncan (2002) the recent years of
heavy increased media clutter, has made it more difficult
and expensive for companies to reach and influence
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target groups through traditional media, such as
television, radio and press. Furthermore, Behrer, &
Larsson (1998).

c) Promotional Activities

Promotion is  first and foremost a
communication tool, an instrument for transmitting the
official corporate message and image to four types of
markets of the cultural enterprise. Companies have
direct control over corporate communications and
decide how to manage their image and the content of
their message. Of course, other variables within the
marketing mix can also reflect the company’s image and
in the cultural milieu, the critics also send a message to
its different potential markets.

Promotion is also a tool of change, enabling a
firm to modify consumers’ perceptions, attitudes,
knowledge, and awareness. Therefore, promotion can
educate the consumer about a product and to varying
its dimensions. It can also adjust consumer attitudes by
turning indifference into desire or transforming negative
perceptions into positive ones.

Promotion is one of the most important
elements of modern marketing which includes the action
plan that basically intend to inform and persuade the
potential customers or trade intermediaries to make a
specific purchase decision or act in a certain manner.
Modern marketing calls for more than developing a
good product, pricing it attractively, and making it
available to target customers (Kotler, 2006). The authors
mentioned that companies must also communicate
continuously with their present and potential customers
that lead every company inevitably cast into the role of
communicators and promoters. Promotion consists of
those activities that communicate the merits of the
product or service and persuade target customers to
buy it (Kotler, 2005). For a marketer it is important: (i) to
determine what promotion and marketing
communication activities are supposed to be achieved,
(i) how the promotional activities will be conducted, (iii)
medial vehicles be used for the purpose, (iv) how the
effectiveness or success of a campaign be evaluated, &
(v) how much money should be spent in each of the
promotional mix in order to be successful in the
competitive business environment. The process of
resolving these different demands that are placed upon
organizations has made the setting of promotional
objectives very complex and difficult and has been
termed ‘a job of creation order out of chaos’ (Kriegel,
1986). Promotion includes those activities which provide
an incentive, additional to the basic benefits provided by
a product or service, and which temporarily change the
perceived value of pricing in relation to that product or
service (Shimp, & DelLozier, 1986).

In other words, the function of promotion is to
inform, persuade, & educated existing, and potential
customers. Setting realistic promotional objectives is
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vital for any organization to compete successfully in the
face of stiff competition in the fast changing business
environment. (Fill 1999).

The main purpose of using promotion in tourism
marketing is to link the potential tourists and market
destinations harnessing interest in smaller, individual
attractions to promote the area as a whole. Tourists’
opinion about a country frequently visit are based on
what they have heard or read about that country and
they have definite country-specific attracting and
repelling factors affecting their decisions regarding
travel to that country (Kale, & Weir, 1986). Generally,
consumers like to know in advance what they are buying
— what the product features are and what the service will
do for them (Lovelock, 1983). In the same way, the
potential tourists want to know properly in advance
about the attractions, services, facilities, etc. at the
destination and accessibility to there. Various forms of
promotional activities can serve this purpose and leads
the marketers undertaking several promotional
measures by using the different promotional tools in
order to provide the related information to the potential
tourists and influence their decisions to visit the
destination and enjoy the attractions.

V. PERCEIVED MONITORING PRICING

Perceived monetary price is the visitors’
representation of perception or subjective perception of
objective price (Jacoby, & Olson, 1977). Price
significantly influences visiors’ purchase behavior and
consequently an organization’s revenues (Han, 2001).
For the service provider, price is an important decision
variable that influences the profitability of an
organization. For visitors, price represents part of the
sacrifice they have to make to receive the service.
Visitors are likely to use various cues or types of
information when evaluating alternate destinations.
Among the types of information cues visitors evaluate,
the use of price to arrive at a perception of product
quality has been one of the most frequently examined
(Monroe, & Krishnan, 1985).

Product attributes and monitory sacrifice are
likely to be the major variables considered by visitors
when evaluating alternate destinations. Thus, responsive
marketers are likely consistently to seek knowledge
about how visitors use product attribute and price
information in their evaluations of destinations (Chang, &
Wildt, 1994). It has been suggested that the link
between product attributes, price, and intention to visit,
are influenced by the intervening constructs of perceived
price, perceived service quality, and perceived service
value (Zeithaml, 1988).

In the hospitality literature, price has been used
as a strategic variable in positioning hotels (Lewis, 1990;
Shaw, 1992). Shaw (1992) examined economic and
marketing approaches to pricing which had been



adopted, and developed a model that identified
minimum and maximum price thresholds. Study
proposed that visitors’ price perceptions were important
in developing a price range for positioning, and tactical
price decisions made within this range would not
negatively affect brand image.

Jacoby, & Olson, (1977) distinguished between
objective price which was defined as the actual price of
a product, and perceived monetary price which they
defined as the price encoded by a visitor. A broader
definition of perceived price recognizing that it is more
than only monetary price was offered by Zeithaml,
(1988,p.110), “what is given up or sacrificed to obtain a
product”. Visitors do not always know or remember the
actual price of products and services, so they often rely
on encoded prices when making decisions (Dickson, &
Sawyer 1985).

Buyers judge whether a product or service is
fairly priced by asking themselves whether it represents
value for money (Holloway, & Chris, 1995). It is expected
that the tourists will receive more value or at least equal
to their perceived value after visiting the destination or
tourist spot. Any change in price or quality at a particular
point of time will also change consumers’ perception on
the value (Hosssain, 1999).

VI.  BEHAVIORAL INTENTION

For most of the tourism service providers, visitor
retention is a key to the organization’s profitability.
Behavioral intention is often used to assess visitors’
potential for revisiting since it is considered to be a
relatively accurate predictor of future behavior (Fishbein,
1980). To survive and succeed in today’s competitive
environment, delivering quality service is considered
essential (Parasuraman et al. 1985); and (Zeithaml et al.
1990). The relationship between service quality and
profits is neither simple nor clear (Zahorik, & Rust,
1992), but researchers and managers have reported to
indicative relationships using behavioral intention as a
surrogate for profits (Zeithaml, 1996).

Zeithaml, Berry, & Parasuraman, (1996)
suggested that the evidence of impact should be
detectable by relating service quality to retention of
visitors. Visitors’ behavioral intention can be viewed as a
signal of retention or defection. When there are no
revisits from experienced visitors, then reliance will be
on attracting for new visitors which usually appear at
high cost. New visitors will cost more because their
attraction involves advertising and promoting. Several
researchers (Boulding, 1993; Zeithaml, 1993) have
suggested that higher perceptions of service quality
have a positive effect on behavioral intention. Zeithaml,
Berry, & Parasuraman, (1996) conducted a mail survey
of business customers of a computer manufacturer
asking for information on their perceptions of service
quality and their behavioral intentions toward future

purchases. They reported that service quality had a
significant effect on behavioral intention.

Theory of reasoned action has been used to
predict behavioral intention by measuring attitudes and
norms (Ajzen, &Fishbein 1980; Fishbein, 1980; Fishbein,
& Ajzen, 1975). It has been used to predict many
different behaviors in the policy (Bright, 1993). “In
general, prediction on the basis of the reasoned-action
model has been quite successful” (Eagly, 1992,p.695).

Based on Fishbein and Ajzen’'s theory, the
proximal causes of behavior are an intention engage in
a behavior rather than attitude which makes on to act in
a certain way (Eagly, 1992) also noted: “traditional
thinking about attitudes’ relation to behavior had implied
not merely that attitudes should predict behavior but,
more important, that they should cause behavior”
(p.694).

Eagly, & Chaike, (1993). defined attitude as ‘a
psychological tendency that is expressed by evaluating
particular entity with some degree of favor or disfavor”
(p.1). Rhey ( ) also noted: “people who hold positive
attitudes should engage in behaviors that approach,
support, or enhance the attitude object and people who
hold negative attitudes should engage in behaviors that
avoid, oppose, or hinder the object” (p.155). In spite of
claiming that attitudes are insignificant causes and weak
predictors of behavior understanding of attitudes has
advanced very considerably since the 1960s (Eagly,
1992).

The theory’s between attitude and its
consequences can be adapted to explain the
relationship  between perceived service quality,

satisfaction and behavioral intention. Perceived service
quality and visitor satisfaction are general evaluations of
a tourist service. Since attitudes determine future
intentions, perceived service quality and satisfaction are
postulated to directly influence visitors’ future behavioral
intentions about a tourist service and their intent
concerning future visitations to it. A high level of
perceived service quality or overall satisfaction is
postulated to generate visitors’ intentions for positive
word-of-mouth and repeat visitations, while a low level of
perceived service quality or overall satisfaction is
postulated to bring negative word-of-mouth and no
future revisit.

To assess visitors’ likely future behavior,
behavioral intention is often measured since it is
considered to be a relatively accurate predictor of future
behavior (Feshbein, 1980). Behavioral intentions have
been operationalized by two scales measuring
patronage intentions and intentions to recommend the
places to others (Dabholkar, & Thorpe, 1994). The
researchers found that a significant relationship between
overall satisfaction and behavioral intentions, in addition
study found that overall satisfaction mediated by the
effect of situational satisfaction on to behavioral
intentions either be negative or positive.
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Many social psychologists have sought to
understand the potential causal role of attitudes in
relation to behavior. Among them, “Fishbein and Ajzen’s
theory of reasoned action is especially well known”
(Eagly, 1992,p.694). According to the theory of
reasoned action, behavior is determined by people’s
intention to perform or not perform the behavior. The
behavioral intention is determined by attitude toward
performing the behavior and subjective norm. Attitude
toward the behavior refers to a person’s positive or
negative evaluation toward performing the behavior,
while subjective norm refers to the person’s perception
of the social pressure for him or her to perform or not to

perform the behavior (Trafimow, & Borrie, 1999). In
study field of recreation, researchers have modified the
theory to be a better predictor of behavior. Studies
contend that behavioral intention is better predicted
from a combination of attitudes, subjective norms, and
previous behavior than from attitudes and subjective
norms only (Bagozzi, 1981; Bentler, & Speckart. 1981).
Despite evidence from empirical studies, Beck, & jzen,
(1991). argued that it serves “no useful purpose to
include past behavior” in a causal model of behavior
change, because it has no explanatory value(Anjzen,
1987,p.41) since previous behavior does not predict
intentions to perform behavior in the future.

Service Quality

Marketing
Communication

Promotion

Perceived Monetary
Price

Behavioral I ntention of
Customers

Fig.1.: Conceptual Framework

VII. METHODOLOGY

a) Research Design and Approach

A few studies were conducted in tourism
industry especially sector in Bangladesh published data
remain unavailable. This study is an exploratory study
data were collected based on in-depth interviewing to
the management in order to understand the behavioral
intension of the target customers. According to Holme,
& Solvang, (1991). a qualitative approach draws
conclusions from non-quantifiable data, such as,
attitudes, values, or perceptions. It gives the possibility
to gather information and investigate several variables
from a few numbers of entities, thus providing the
possibility to gain a deeper understanding of the studied
area. First,, the study focused on describing the
independent variables related to Behavioral Intension of
the customers from the management point of view.
Therefore a qualitative model of research has been

© 2017 Global Journals Inc. (US)

proposed to conduct the research. The study has
described the variables such service quality, marketing
communication, promotional activities and perceived
monitory price and how these independent variables
might have influence on behavioral intension of the
customers to visit the resort from the management view
point in Nazimghar resort in Bangladesh.

b) Sampling Method

The number of management employees in
Nazimgarh Resort was not really large. While on the
other hand, the in-depth interviews have been applied in
order to figure out the accurate data and to understand
all the notions of the respondents. In addition, as the
number of management employees is not really very
large in number it was possible for the researcher to
conduct in-depth interview with all of the employees of
the organization therefore the study conducted a census
to collect data.



c) Data Analysis

In-depth interviews are direct and personal
interviews where a single person is asked the questions
to get data regarding the study. Therefore the in-depth
interview is employed to obtain the qualitative data
(Malhotra, 2004). According to Cooper & Schindler,
(1998). Described by Dr. Nadim Jahangir, (2003), the in-
depth interview method was utilized as a component of
the qualitative research strategy because of the ability of
the interview techniques to obtain the richest data within
the prescribed limits of the research. The specific
interest of the study was to determine the influence of
service quality, marketing communication, promotional
activities, and perceived monitory price, on behavioral
intension of customers in the context of Nazimgarh
Resort. In the context of Nazimgarh Resort, the
employees understood the independent variables
differently. Therefore rather than just asking questions
the researcher intended to bring out the data relevant to
independent variables influencing the dependent
variable precisely. Thus, the researcher conducted in-
depth interview, so that the ideas and concepts about
service quality, marketing communication, promotional
activities and perceived monitory price was achieved
and the influence that the independent variables are
having on behavioral intension was clearly understood.
According to Smith, Thorpe, & Lowe (2002) the in-depth
interview is an appropriate method when the researcher
wants to obtain individuals’ views, as well as assist
individuals to explore their own beliefs. The interview
sessions are supposed to utilize approximately 15-45
minutes according to the level of employees and the
level of job involvement in operating the resort. Thus the
interview might help to understand the insights and
possible attributes affecting behavioral intension of the
customers of the resort.

VIII. FINDINGS FROM THE IN-DEPTH

[NTERVIEWS

The questions of the in-depth interview are
sequentially formatted according to the importance. The
achieved data through the in-depth interviews are
described below:

Service Quality: According to Reservation Officer at the
head office of the resort “service quality is the top most
important part of any service business. Shortfall of the
service standard, the guests will not think twice to
switch. Guests seek customize service from our resort.
Recently, two of our guests reached Sylhet at about
12:30 at night. In meeting such a customer request,
teams made for reception of the guests and welcome
them at late night. In case of failure to response of such
service, they would have been disappointed and
opportunity lost to retain such customers. On that
situation, we found arranging them the services; they
were highly satisfied with our service. The Resident

Director of the resort had stated “you cannot really say
no to any of your customers while they require any
service. Even if they want a cup of tea at 3 O’clock in the
morning you will have to be there to serve it".
Furthermore, the General Manager of the Resort at
Sylhet said “from the time the guests enter the resort,
every service must be ready to be rendered. Delayed
service in this industry is a big no! Sometimes we even
reorganize the service package that we have. Especially
when some conflicts take place, we want to solve it as
soon as possible. On the top of that, after solving the
problem our first priority is to delight the customer so
that he or she comes back to the resort again and
again. Since, it is important to make the guests to be
satisfied with cordial services and to mindset them up to
revisit. This is only possible when we take care of the
customers properly and make them happy with the
services that we are providing”. Thus, the study
determined that the employees of the resort truly believe
that the service is the heart to motivate the customers in
terms of thinking positively or negatively about the
resort. In addition, they also understood that the quality
of the service is the key to influence the Behavioral
Intension of the customers. Therefore, they should
always try to keep the service up-to-date and even if any
complication appears, after solving that they should try
to delight the customers with something extraordinary.
"A hotel of solitude in the busy Bangladesh. Lobby
room, and the beautiful views of mountain top do
impress me deeply. But the best things is the sound of
the roof during the heavy rain" Zhou Wang, Nazimgarh
Wilderness Resort, 12th February, 2016.

Marketing Communication.: “In today’s business world
Marketing communication is the vital part that can be
used to communicate with the customers of different
segments. Even if you have a world class service and if
that is not communicated to your clients, you cannot be
successful in selling the service” said the chairman of
the organization. In that case we have two dimensions.
First, the clients who have already visited the resort once
and the other one is clients who have not yet
experienced”. The marketing executive of the resort
reported “we generally depend on the marketing
database for marketing communication.  The
communication process followed at this moment is the
written communication and providing presentations to
the clients. However these should not be the only
channels. We need to make persuasive television
advertisements and some other tools such as the
billboard in the heart of different important cities in the
country”. Another marketing executive said it is not only
the national customers we are dealing with. Therefore,
we need to have a very good informative and persuasive
web page. From which the international guests may find
required information about the resort and the local
attractive tourist spot. The chairman in this regard had
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the same view. He said “we are employing concentrated
marketing technique which enables to reach a more
focused group of customers. However our plans and
operations are always updating and we are always
trying to adopt with the changes in the market. To
convince the customers and to let the customer know
about our customized services we will also employ
personal communication involving the marketing
executives” one of the marketing executive had reported
that, “it is important to set up what we need to
communicate with them first. “What we do is just
execute the management’s decision. It may be the fact
that the management has its own way of communication
process”.

From the above discussion, it is clear that the
marketing communication was not up to the standard.
This was probably because of the waiting for the final
completion of the expansion project that is to be
completed by February. However, as the Chairman of
the organization said, “this is important for the marketing
department of the resort to let the target audience know
what they have to serve”. More on that, regarding the
reservation process, the communication systems should
be developed. Furthermore, the web page of the resort
can be built in such a way that it can help to customers
regarding the customers’ reservation process. In
addition, the day to day communication in terms of the
customers willing to visit there, existing clients also plays
a vital role. A good communication strategy will
influence in good word of mouth communication and
that will eventually lead in an increased demand in the
resort.

Promotion: the General Manager or the resort said, “We
do not have much promotional activities at this moment.
This is probably the reason why we are having less
number of visitors. However we are still operating
profitably”. The chairman of the organization stated “we
are planning for huge promotional activities such as
advertising, & other promotional activities, however we
provide good deal to the corporate clients. We offer
different packages, which includes room tariff, lunch and
dinner menu, and visiting the number of scenic places.
As a result we are getting good corporate response.
However we do not have any seasonal promotions
except for EID offers; which will be developed soon, so
that we will be able to attract the seasonal visitors as
well”.

This is quite surprising that there was no
advertising yet been launched by the organization. So
that the awareness level about the resort is not being
increased. All the marketing executives had reported “if
the company does not have any promotional activities
then it becomes hard for us to execute our duties”.
Moreover promotional activities play a higher role than
personal communication. However the company has not
came up with any plan yet. This was a disappointing
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matter, and the authority should come up with sufficient
promotional activities to influence their customers’
behavioral intension.

Perceived Monetary Price: Nazimgarh resorts has three
different resorts, Nazimgarh 'Garden Resort', Nazimgarh
Wilderness and Nazimgarh ‘Tent camp’. All these three
resorts have different pricing. For example a deluxe
room starts from 11,500 taka per night. Prices of the
other two resorts are consequently more or less at the
same level. In the case or this matter, the chairman said,
“This is the idea of the price that the customers perceive
according to the country where we are providing the
service from. As we are at the Third world country the
international tourists feel that the price level should be a
bit low. Our high luxurious suits normally cost about 95
dollar. So the international guests from diplomatic
missions working in Bangladesh are accepting the price
quite happily. On the other hand, as because we are
dealing with a resort that is a five star standard, the local
corporate clients feel happy about the price”. The
reservation officer at the head office said, “We do not
have any problem with the international clients. We even
sometimes do not need to provide any discount for the
international guests. However the local guests most of
the time, mostly the first time visitors complain the price
level is a bit higher”. A local guide said “after the service
we provide by taking them to beautiful locations they do
not forget to give us a good tip”.

From the above discussion the study found that
the local customers are actually a bit agitated about the
price level. As because many hotels in Sylhet, presents
room tariff less than what Nazimgarh Resort is
presenting, however the international customers are
quite happy with the service that they are getting in
terms of what they are paying. So that, if possible the
authority should make some sort of adjustments for
both the local and the international clients.

Behavioral Intension: In case of this construct,
“Behavioral intension is influenced when the customer
feels good or bad about the service provided by the
resort. If the service is good then the customers
probably think positively while revisiting’, said a
marketing executive. The General Manager of the resort
had reported that “this is how our clients evaluate our
service and according to that make their visiting
intentions”. All the marketing executives said “all the
facts such as the Service Quality, Marketing
Communication, Promotion & Perceived Monetary Price
all these variables plays a vital role in customers
Behavior. As we are working hard with the personal
marketing, communication etc, however if we send the
clients to the resort but the service quality do not reach
the expectation then our hard work is all in vain”. The
chairman of the organization said “all these variables
should be taken care of in order to make the customers
loyal to the resort. Like | said before, if the service quality



is good but it is not communicated with the customers
what we are offering the revenue will not be increased.

From the above discussion the study
determined that in order to have the existing customers
revisiting and to achieve new customers the service
quality is very important. In addition to that all the other
three variables also play a good role in consistent
revenue generating. A single variable will not help to
generate what is needed to be successful in this
business. Therefore, the organization must plan all these
variables critically and effectively in order to influence
their behavioral intension and finally to get the
customers revisiting and attracting new customers in the
resort.

IX. LIMITATIONS OF THE STUDY

As because the number of the management
team of Nazimgarh Resort not more than thirty, a survey
among the employees might not suitable to be
conducted. Furthermore the study, the limited number of
respondents prevented conclusive answers to the
research  hypotheses  being  drawn.  Although
relationships among constructs were identified, the
study did not verify that they were causal relationships.

As because not much studies have been
conducted on this area in Bangladesh it is hard to
gather secondary information to conduct a relational
studies on this regard. However all this concepts,
service quality, marketing communication, promotional
activities, and perceived monitory price in determining
the behavioral intentions of visitors are very much
important to be examined to determine how the effect
on the customers.

The study should be or proposed to be
conducted during the different tourist seasons in
Bangladesh. Therefore the researcher could understand
the actual condition for the yearlong business. However
time limitation so the study might have to focus just
during a particular season because of the time
constrain. In addition the management has already at
the end of the expansion of the resort which will include
thirty-five more rooms in the resort. The study in this
case is lacking the new expansion of the resort to be
observed and new employees of the resorts to be
interviewed.

X. RECOMMENDATION

The present study should be able to examine
only the service quality, marketing communication,
promotional activities, and perceived monitoring price in
determining the behavioral intentions of visitors these do
not constitute all possible influences on visitors’ decision
making for future visitation. The proposed model limited
the possible variables which could affect visitors’ future
behavioral intentions. It is recommended that other
variables such as motivation and destination image

could be considered in future studies. For example,
novelty is a basic motivation, which drives visitors’
search for new and different experiences (lee, &
Crompton, 1992).

In this similar context a consumer survey can be
conducted to understand the customer reaction. As
because they are the final goal for the service and the
company the customers satisfaction becomes a crucial
fact in customer retention and for the sustainable
business of the resort.

XI.  CONCLUSION

Hotel and leisure is a growing industry
worldwide. The concept of tourism development is not a
new in Bangladesh. However, in order to run this resort
business as well as to make profit potential and to add
value, resorts and hotels need to play a vital role in
supporting from all stakeholders. It is proven that many
countries have emphasized various strategic
movements to maintain their national economic growth.
And thus Bangladesh is not exception in this regards.
this sector to be developed On the top of that many
multinational companies in Bangladesh organize
different meeting and seminars to different scenic
locations of the country. Upsettingly the number of
companies going to the nearby countries for these
reasons and the numbers are increasing. Here in this
situation it is time for the local resorts and hotels to
introduce higher standard and quality support for the
visitors. Service Quality, Marketing communication,
Promotional Activities, & Perceived Monitory Price
constructs in determining behavioral intention of the
customers are some of the variables that are described.
However more and more studies should be conducted
not only from the management perspective but also for
the customers reaction towards the resorts, so that the
services could run profitably and achieve customer
satisfaction thus, market share rapidly.
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APPENDIX

Questionnaire  on  Determining  Behavioral
Intention Derived From Service Quality, Marketing
Communication, Promotional Activities And Perceived
Monitory Price.

Service Quality

1. According to your view what does the term “Service
Quality” mean to you?

(This is to figure out the description between their belief

in Service Quality and the way they perceive Service

Quality. This also should lead to definition of Service

Quality in this organizational context.)

2. When customers have a problem, your organization
shows a sincere interest in solving it. How prompt
do you provide the service?

(This is to identify the level of the quality of the service
provided and how promptly the organization can
provide the service to the clients in terms of customers’
satisfaction in the context of this resort)

3. What is your operating hour and do the customers
feel secured dealing with your company?

(This is to find out whether the service is provided
according to the timing as the customers’ needs.
Furthermore whether the guests at the resort are getting
the services when they wanted it)

Marketing Communication

4. What do you mean by “Marketing Communication”
and does it play the vital role to draw customers’
attention?

(This is to know what they think about Marketing

Communication. And this to identify the necessity of

marketing communication in the context of a resort)

5. According to your views what are the tools of
“‘Marketing ~ Communication” used in a
communication strategy?

(What are the mediums used in the process in

communication strategy, in fact, to find out what are the

channels?)

6. According to your view what should be included in
“Marketing Communication” objectives?

(This is to identify the target audience, determining the

communication objective, designing the message, and

selecting the communication channels)
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Promotional Activities

7. What do you think about Promotional Activities? Can
it play any role to tourism industry?

(This is to describe the promotional activities and

understanding the importance of Promotional activities

to attract the tourist in the context of the resort

industries)

8. What sort of promotional activities of your
organization undertakes to attract foreign and local
tourists?

(This section is to figure out the existing promotional
activities by the organization to attract guests in the
resort)

9. Is there any seasonal promotional
launched by your organization?

(This will help to have a clear understanding about the

promotional activities to attract guest during different

seasons in the context of this resort)

Perceived Monitory Price

10. What does the term “Perceived Monitory Pricing”
mean to you?

(This will help to determine the perception of Perceived

Monitory price in the organization)

11. Do you think “Perceived Monitory Pricing” can affect
the customers positively?

(This is to see the possible reaction of the customers

regarding the pricing of the resort from the management

point of view)

12. “Perceived Monitory Price” can play the key role in
attracting international customers in our country,
what do you think?

(This is to portray the positive values of Perceived

activities

Monitory Price in the context of the resorts in

Bangladesh)

Behavioral Intension

13. What do you understand the term Behavioral
Intension?

(This is to figure what they understand by the term
Perceived Monetary Price)

14. Do you think Service Quality, Marketing
Communication,  Promotional  Activies  and
Perceived Monitory Price, influence behavioral
intension of customers?

(This is to find out the understanding of the independent

variables over all influence of the dependent variable)
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Adoption of ICTs for Service Delivery Improvement
by Local Governments in Uganda: Communication
Tools

Mr. Wilfred Kokas Aupal * & Mr. Charles Oleja®

Absiracl- Provision of public goods and services to the
communities remains the mandate of governments, which in
most developed and emerging economies has been
decentralized to local governments. Guided by the assumption
that Information Communication Technologies (ICTs) creates
faster communication which enables local governments to
serve the communities better; this paper examines how local
governments in Uganda have adopted the use of Information
Communication Technologies (ICTs) especially emails and
telephones as communication tools in their day to day
operations. Three districts in Eastern Uganda were selected
for this study. Cross-sectional design was used employing
mixed methods for data collection. Quantitative data was
collected form 225 respondents, while qualitative data was
obtained from 5 key informants. The results revealed that very
few respondents used emails for communication, slightly a
bigger number used telephones and the majority used face to
face discussions — informal meetings, formal meetings and
memos to communicate. In the concluding remarks, the paper
point out the challenges faced by local governments in an
attempt to adopt ICTs and also suggests some remedies to
enhance the ICTs adoption.

Keywords:  adoption,  information — communication
technologies (ICTs), local governments, eastern uganda.

[. [NTRODUCTION

he provision of public goods to the communities
has remained an issue of concern to scholars and

policy makers worldwide (Diaz-Cayeros, Magaloni,
& Ruiz-Euler, 2014:2). The state is the main actor when it
comes to the delivery of public goods (Kamei,
Putterman, & Tyran, 2015:40) and both developed and
developing nations have adopted the use of Information
Communication Technologies (ICTs) as a communi-
cation mechanism through which communities are best
served as this creates more efficiency and effectiveness
in coordinating the day to day operations (Cordella, &
Tempini, 2015:280). Barrett, Davidson, Prabhu and
Vargo (2015:136) agree that the ICT tools have led to
improved productivity and efficiency in service delivery
and also points out that many of the service innovations
have cropped up due to the widespread use of ICTs.
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Gatautis (2015:18) mentions the use of ITCs in local
governments as improvement of public policy and
transformation of relationships with citizens, business
and other public institutions, and also to facilitate the
process of decision making. Similarly, the use of ICTs is
believed to make the markets function more efficiently
and contribute to economic growth which would not
have been achieved if the traditional methods were used
(Stork, Calandro & Gillwald, 2013:34). However, in their
paper Connected for Development? Theory and
evidence about the impact of Internet technologies on
poverty alleviation, Galperin and Fernanda (2017:10)
argue that full productivity impact for ICTs may delay to
materialize particularly in developing countries due to
threshold effects that may delay productivity returns on
these technology investments.

ICTs can be defined as computers, hardware,
electronic equipments and applications that help people
to access, retrieve, process and exchange information
and at times are referred to as e-business or e-
government (Wang, Hsu, Reeves, & Coster, 2014:102;
Cirera, Lage, & Sabetti, 2016:6). ICTs also enable social
networking functions and communications among
individuals or groups of people. The Economic
commission for Africa has emphasized that the ability to
access and use information is no longer a luxury but a
necessity for development in a rapidly changing world
and to achieve this ICTs need to be involved (Adomi &
Kpangban, 2010:1). According to Kayisire and Wei
(2016:1) the growth and use of ICT adoption and usage
in Africa in the last two decades has been
unprecedented and mobile phones are increasingly
becoming more affordable and being used as a
platform for internet accessibility. Stork, Calandro &
Gillwald (2013:14) agree that mobile telephones are
increasingly becoming entry point for internet usage and
adoption in African continent.

Despite the increasing ray of hope for adoption
of ICTs in developing economies, there is scanty
literature on how local governments in Uganda have
shown trends to embrace ICTs. This paper selected
telephone and emails as the most used ICTs
(Venkatesh, Croteau & Rabah, 2014:111) for commun-
ication and tries to establish their adoption by local
governments in Uganda in conjunction with the
traditional methods of communication which include
face to face discussion, meetings and memo.
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In the next sections of the paper, we provide
general literature relating to the adoption and usage of
ICTs at global and regional levels and lastly pick
scholarly information on how Uganda as a country has
endeavored to adopt ICTs as communication tools.

a) Global literature for adoption trends of ICTs

Information communication Technologies (ICTs)
play a vital role in the revolution aimed at transformation
of the global economies leading to socio-economic
development (Russell& Steele, 2013:1; Maumbe &
Okello, 2013:114). In the American context, 83.6% of the
local governments had websites in the year 2000, which
grew to 87.7% by 2002 and even those without websites
had plans to acquire (Norris & Moon, 2005:68). By the
year 2012, global average of mobile subscriptions was
at 88.5% with Korea and Netherlands being on the lead,
Singapore and Kazakhstan were close behind followed
by United Kingdom and United States of America, with
Africa having only 26.7% of the subscription (Aquaro,
2012).

In the study conducted in 2012 to assess the
world leaders in adoption of ICTs, of the 20 countries
which emerged winners, none was from African
continent  (Szopinski,  Szopiaski,  Staniewski = &
Staniewski, 2017:201). The results of the comparative
study undertaken by Jianguang and Jianming (2015:39)
indicated that there remains significant variation in the
extent of informatization development with China and
other countries and trailed by Africa.

While studying internet usage by local
government employees in Southern California, Ting and
Grant (2005:10) established that 97% of employees had
internet in their offices and 99% reported using their
emalils for office work and other personal work. These
results showed very high adoption of ICTs by developed
economies. Aware of the fact that the use of ICTs in
client-administration would reduce corruption levels by
limiting direct contact and permitting reconstruction of
all communication records (Szopifski, et al., 2017:199),
it is therefore imperative that the reasons for low
adoption of ICTs by developed nations with all the
resources to invest for these technologies needs to be
investigated (Jancsics, 2013:320)

b) Adoption of ICTs: Regional context

In a bid for developing countries to achieve
millennium development goals, the notion of ICTs was
introduced around 1980s; it progressed through radio,
television, internet and mobile technologies centered on
political, social, natural, physical, human and financial
aspects (Russell & Steele, 2013:1). Mosweu, Bwalya, &
Mutshewa (2017:97) revealed that technophobia,
negative attitudes to system use, perceived system
complexity and incompatibility with existing information
systems as key factors contributing to low adoption and
usage of the system in African context.
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Understanding it from the Zambian perspective;
Bwalya (2017:2) listed factors such as lack of required
infrastructure, low ICT literacy rates, cultural beliefs and
low economic development to be hindering adoption of
ICTs. Bankole and Bankole (2017:501) while drawing
conclusions to their study pointed out that; ICT
innovations require  socio-cultural conditions  for
adoption, initiation and implementation.

Despite all these challenges, it is interesting to
note that the adoption of ICTs in Africa especially the
mobile communication technology is growing at a faster
rate and by the year 2012, about 650 million
subscriptions were registered and this represented a
figure more than that of USA or UK, this finding show
that Africa is the fastest growing region in terms of
mobile communications connectivity and adoption
(Kayisire & Wei, 2016:1).

Akoh and Ahiabenu (2012:349) revealed how
monitoring of specific and important aspects of
elections was conducted using social media tools and
ICT applications in 10 African countries which include;
Ghana, Coéte dlvoire, Guinea, Mauritania, Malawi,
Mozambique, Namibia, Botswana, Togo and Niger. To
date, traditional election coverage, online election
reporting on the Africa continent has been experiencing
growth in recent years.

Adomi and Kpangban (2010:5) observed that
the usage and adoption of ICTs in secondary schools of
Nigeria has a positive impact on teaching, learning and
research and further notes that efforts to integrate ICT
into the secondary school systems have not yielded
fruits due to poor project implementation policies and
limited information infrastructure. Ogbomo (2009:2) had
already noted that illiteracy was a big barrier to adoption
of ICT in Nigeria.

In their paper; Uses of Information and
Communication Technology (ICT) in agriculture and
rural development in sub-Saharan Africa; Maumbe and
Okello (2013:114) indicates how the government of
South Africa in 2001 after getting frustrated by poor
service delivery, adopted the use of e-government as a
means of mending the interaction gap with the citizens.
Similarly, in the year 2007, Kenya adopted the use of e-
government as part of civil service reform through which
the citizens could access services effectively and
efficiently.

In Egypt, there is e-readiness where all the
citizens access the benefits and opportunities created
by ICTs and appropriate communication infrastructure
has been developed to enable this public access. Some
of the ICT services in Egypt include e-learning, e-health,
e-government, e- business, e-culture and e-export
(Gebba & Zakaria, 2015:13). E-government adoption in
Egypt is currently at the level of enhanced and
interactive presence (level Il and Ill as defined by the UN
web presence model 2001) and it is now recognized in
facilitating and expediting social, economic and political



development (United Nations, 2012; Ayman & Abdel-
Azim, 2016:11 and Zakaria, 2015:16).

It is worthy to note that the adoption of ICTs in
African countries varies from country to country which is
also based on societal structures, and a case in point is
the use of robots to control traffic in the city of Kinshasa
by the police department, yet this has not been adopted
by cities of Democratic Republic of Congo’s neighbors
such as Nairobi or Kampala (Bhattacharya, 2015:82).

c) Adoption of ICTs in Uganda: Selected practical
examples

The study focused on local governments
because it is the institution Government of Uganda has
chosen to implement most of the government
programmes in the bid to bring services nearer to the
citizens. In that respects the findings on how the local
governments adopt ICTs, could largely represent the
extent of adoption of ICT in Uganda for improvement of
service delivery. Our respondents were district public
servants responsible for service delivery, and district
and sub county political leaders with the mandate to
monitor government programmes and offer oversight to
the technical staff. These groups were appropriate for
the study. The study focused on adoption of ICTs by the
local governments where the district and sub county
technical staff and political leaders were the
respondents, which is one side of the coin in service
delivery assessment. The perspective of the masses on
ICTs adoption particularly for demanding services and
mobilizing for development should be investigated.

Like any other developing country in Africa,
Uganda is not spared from ICTs adoption problems and
challenges such as low level of ICT literacy, low
infrastructure, cultural and socio- economic problems.
Nevertheless, ICTs are currently used and adopted in
Uganda in the fields such as electoral process,
prevention of violence, agricultural sector in the rural
areas, commerce and trade, education, heath, e-
government among others (Callen, Gibson, Jung &
Long, 2016:4, Mirembe, Obaa, & Ebanyat, 2016:15;
Morrison, 2016:2; Baryamureeba, 2007:468; Lubega,
Kajura, & Birevu, 2014:106; Basheka, Lubega, &
Baguma, 2016:83; Charles, & Yoshida, 2016:2 and
Nabafu, & Maiga, 2012:287).

There is light under the tunnel for ICT usage and
adoption in Uganda because the National Information
Technology Authority (NITA)-Uganda was established
by the Act of Parliament with the mandate with the main
objective of putting in place ICT policies, strategies and
initiatives (NITA-Uganda, 2010:1).NITA-Uganda has also
created District Information Business Centers (DBICs)
and District Web Portals (DWPs) in about all districts in
Uganda. These national ICT polices also reflect the
Uganda government desire to adopt ICT systems for
national development and also addressing the earlier
assertions that Africa is “a technological desert” due to

low technology use and adoption (Charles, & Yoshida,
2016:2; Rorissa & Demissie, 2010:161).

Uganda with over 80% of her population being
dependant on agriculture, experts have used ICT to
create a platform through which scientists and students
at the universities can share information with the
smallholder farmers in the rural communities, and this
enhances development (Mirembe, Obaa, & Ebanyat,
2016:15). The study findings further indicated that the
most preferred ICTs were mobile telephones, computers
and internet at 40.5%, 21.3% and 20.1% respectively.
Similarly, ICT usage was high in peri-urban compared
with the rural population though with very insignificant
difference. Martin and Abbott (2011:19) found that the
rural farmers in Kamuli district, which were funded by
Volunteer Efforts for Development Concerns (VEDCO)
relied highly on the usage of mobile phones for
agricultural extension services.

According to Charles and Yoshida (2016:2) the
usage of ICT in Uganda’s health system dates back to
the year 1998 or during the introduction of the mobile
telephones and was adopted by the Ministry of Health in
2012 to be used by health practitioners. Kivunike,
Ekenberg, Danielson and Tusubira (2009:6) observed
that in the rural communities of Uganda, ICTs have been
taken as quality of life indicator because it can be used
to obtain information on good health practices, contact
a doctor, be able to know where the drugs are and at
what cost. Abandu and Kivunike (2017:122) add that the
use of mobile phones (e-health) facilitates the sharing of
health information and collection of patient data among
others; they further suggest mobile phones be used in
Uganda to mobilize mothers for immunization and other
health services.

In education sector, ICT is being used in both
primary and secondary level by the learners. This has
been taken to the university levels such as the Uganda
Technology and Management University, which
developed monitoring and evaluation blended-learning
model which uses ICTs and hence addressing the
challenges in providing higher education in African
countries (Basheka, Lubega, & Baguma, 2016:83). This
mode of learning can be done using internet, mobile
phones, television sets, radio, video conferencing and
others (Lubega, Kajura, & Birevu, 2014:106)

Nabafu and Maiga (2012:298) revealed that use
of ICTs (local e-government) by local governments
enables administrators to extend services to the
communities by providing online means for people to
get together and communicate. Furthermore, after
realizing the benefits that ICT play in community
development, the Ministry of Local Government
established Local Government Information System
(LOGIS) and Local Government Financial Information
Analysis System (LGFAS). ICTs are also used at the
communities to avert violence, crime and insecurity
(Morrison,  2016:2). Grossman, Humphreys, and
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Sacramone-Lutz (2016:1) found that ICTs play a critical
role in the politics of Uganda to offer services such as
sensitization of the communities, political campaigns
and the analysis of the final votes. Callen, Gibson, Jung,
and Long (2016:4) add that the use of ICTs in Uganda
has minimized electoral irregularities.

[I. METHODOLOGY

The study used a cross-sectional research
design, which enabled the researchers to measure the
population outcomes in a simultaneous manner
(American Dietetic Association, 2011). Additionally, both
guantitative and qualitative data was collected from a
sample of respondents, which was agreeable with
cross-sectional design (Graber, 2004). Jinja, Tororo and
Soroti districts, covering district and sub county level
were included in the study where data was collected
using questionnaires and key informant interviews.

The sample size for the two data collection
methods was arrived at separately where quantitative
data target population was 360 members leading to the
sample size of 313 as guided by Krejcie and Morgan
(1970). The total number of respondents was 225 giving
a response rate of 71.9% which is scholarly acceptable
to be free of bias (Welch & Barlau, 2013, Baruch, 2013).
The remaining 28.1% include the respondents who did
not return questionnaires within the data collection
period even after several reminders giving reasons such
as the questionnaire got lost and he/she is very sick and
cannot fill the questionnaire. Qualitative data collection
method had a purposively selected sample of 8 with a
response rate of 62.5% which was arrived when the
responses reached a saturation point (Fusch & Ness,
2015).

Quantitative data was analysed using Statistical
Package for the Social Sciences (SPSS) Version 22
which  generated frequencies and percentages
indicating which ICTs are most used by local govern-
ments. Qualitative data was collected by the use of
interview guide through recording, was transcribed,
processed by Microsoft word computer application and
lastly analysed by the use of content analysis.

[1I.  RESULTS AND DISCUSSION

The study sampled district public servants:
technical and political team which groups are familiar
with service delivery in the districts. The technical team
performs most of the service delivery, while the political
team provides policy creation and performance
monitoring as mandated by the local government law
and the constitution of Uganda. Eight four percent of the
respondents (table 1) had attained tertiary education
and were therefore competent to understand the
questions. The questions used to find out use of ICTs
were simple and clear and easy for the respondents to
understand and give appropriate response. Quantitative
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raw data was check for completeness and accuracy
before the coded data was entered into SPSS software
that was used for the statistical analysis; while qualitative
data from the recorded interviews were transcribed
using Microsoft word. The quantitative data was
analyzed by multiple response analysis to generate
cross-tabulation tables for descriptive statistics.

The question is, “Are ICTs technologies being
used to enhance service delivery in local government?”
To attempt to answer this question 313 respondents
were asked (225 responded) to indicate the main ways
of communication in their departments from a
suggested list.

Table 1 confirms the answer is, “yes”. Table 1
show that 56.9% of the respondents indicated using
telephones in their departments and 24% indicated use
of email for communication. This study findings tie up
with what (Mirembe, Obaa, & Ebanyat, 2016:15)
reported that the most preferred ICTs for communication
were mobile telephones, computers and internet at
40.5%, 21.3% and 20.1% respectively. However the
findings show that; face-to-face interactions (87%) and
formal meetings (80%) lead as the main ways of
communications in the local governments. With the
study findings indicating 24% use of email as a
communication tool in Uganda local governments,
could have emanated from the position pointed by the
results of the earlier studies that;, Africa has a low
website connectivity and subscription which is at an
average of only 26.7% and varies from country to
country (Aquaro, 2012; Bhattacharya, 2015:82)

The results indicate that while traditional ways of
communication, face-to-face interactions and formal
meetings lead in use in office communication, the ICTs
are also taking up their position and complementing
coordination in the local governments. This is evidenced
the qualitative finding, when responding to the question
related to the current methodology of communication in
the district compared to the past, one of the district
high-ranking technical official said:

“Communication..well, we are adhering to the
current communication era in terms of using
internet, phones, of course the internet is also in the
phone, but we use internet both in the system and
in the phone, social media like WhatsApp. We have a
group of mail where we send messages to people at
any time..to people that come for the meetings and
give update. We have gone a step forward to ask
departments who are implementing activities
wherever they are to give an update of what they are
doing. If I am monitoring a road for an example, as a
senior officer, | will identify gaps on a road, take
photos and put this on social media..you will be able
to know that she or he did this today”.

The study results agree with that of Barrett,
Davidson, Prabhu and Vargo (2015:136) who found that



ICTs have led to improved productivity and efficiency in
service delivery. When asked whether the new current
communication technologies have helped the district to
achieve performance, one of the respondents retorted
that;

“... really it is very helpful for achieving performance
because there... people are accounting for their
where-about, if | tell you that | am going to the field
and | am not actually in the field ... will not be able
to send you pictures of where | am ...that is
accountability good enough to know that | am in the
field”.

The results also indicate that the ICTs usage
and adoption is more to do with the younger population
aged from 18-39 and 40-50 years had represented
52.4% and 32.0% respectively were telephone users
with the rest of the age group representing only 23.4%.
Similarly, email communication was highly inclined to
the young age; 18-39 and 40-50 years had represented
44.4% and 36.9%. These findings are in agreement with
findings by (Schreuers, Quan-Haase, & Martin, 2017:4)
who observed that, because ICTs are integral part of
younger adults’ life-style, they understand digital
technology better that the previous generation.

Study findings in the literature reviewed (Bwalya,
2017:2; Bankole and Bankole, 2017:501) pointed out
factors such as lack of required infrastructure, low ICT
literacy rates, cultural beliefs and low economic
development to be hindering adoption of ICTs. The
study findings agree with the previous literature, when
asked about the challenges the district is facing in using
ICTs, one of the respondent expressed some frustration
by saying;

“....then now the new system which has been
introduced, | hear for monitoring... it's called
what?...Integrated Financial Management System
(IFMS)...this  systems are  frustrating  local
governments. | know it is good so that the
government monitors its money. But the way the
system works... payments which can be done in a
day can be pushed to a week; they say the system is
not working..... and when it comes to paying salary
the personnel officer has to travel to Kampala
because the system has failed here and even when
he goes it Kampala the system again does not
work”.

The study findings also revealed that the
respondents who acquired at least diploma level of
education are the most users of telephone and emails
indicating 86.5% and 96.7% respectively. This findings
agrees with Deen-Swarray (2016:31), Deen-Swarray
argued that educational attainments is only one
indicator that could be used to assess the ICT access
and usage, and further advised that; to comprehensively
address digital exclusion challenge, multiple aspects of
literacy should be examined. One of the respondents

when asked how service delivery can be improved in the
district alluded to this finding by saying;

“...we want central government to help us with new
technical people, some of these people have been
in the service for long, there are new technologies
coming, let them for refresher courses so that they
move together with the world, because now most
things have changed, that is what we are looking
at....these new technologies can easily be sustained
and implemented here”.

IV. CONCLUSION

ICTs have been adopted in the formal
communication in the local governments to coordinate
activities and have improved performance in service
delivery. The ICTs are not meant to replace traditional
communication ways, face-to-face interaction, hard
copy memos, publications etc. but to complement them
and better communication. The ultimate beneficiary of
this ICTs adoption and advancement are the
communities that get better services and the public
servants as well because they will feel fulfilled for their
work once their performance rating goes high.

The implications of results are that, while the
benefits of adoption of ICTs is without doubt the
challenges on infrastructure and low rates of
connectivity by the masses still limit use of ICTs for
service delivery. However, as more people acquire
telephone and internet services, and more interface
ICTs applications are introduced like creation of
platforms where people can text in information and get
information, the benefits of ICTs will continue to improve
service delivery.

ICTs are a strong political power because it
gives tools to the masses to demand transparency and
accountability from the local governments. By use of
telephone, email, internet in social media the masses
can provide information to authorities as a feedback,
and mobilize themselves for mass actions to seek for
services. The findings of this study agree with findings
from earlier studies. ICTs function in local governments
for sharing information (Abandu and Kivunike,
2017:122); this is evidenced by a statement from one of
the respondents who said they use it for relaying project
monitoring data. Like in monitoring road construction
works a spot needing attention is photographed and its
picture is circulated through internet to the relevant
authorities for remedial actions. The adoption of ICTs
remains low for various reasons which situations was
observed in Zambia as well (Bwalya, 2017:2), which may
be explained by ICT iliteracy and low economic
development. Airtime and internet rates are still high and
unaffordable by an average person and this highly
hinders connectivity and usage on the ICTs.

The study concentrated on district technical
staff and political leaders but did not include the
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recipients of the services, who are the masses. It would
be interesting to find out adoption of ICTs by the
masses for use in demanding for services, and assess
the quality of service that is being provided by the local
governments. The perspective of the masses is missed
out in the study, although an attempted was made to
include the political leaders who are the representatives
of the masses.
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APPENDIX 1

Table 1: Main ways of communication in local government

the case

Egypt.

Variable N=225 Fi?]?:r:c):tfii?]e J:Li‘;g?g:s mFgé’:iT;agls Memos Emails publications  Total
Male % of Total 60.40 39.10 56.40 29.80 17.80 15.60 68.40
Female % of Total 27.10 17.80 23.60 9.80 6.20 8.40 31.60
Total % of Total 87.60 56.90 80.00 39.60 24.00 24.00 100.00
Technical % of Total 67.10 44.40 63.10 35.10 21.80 20.00 76.40
Political % of Total 20.40 12.40 16.90 4.40 2.20 4.00 23.60
Total % of Total 87.60 56.90 80.00 39.60 24.00 24.00 100.00
18-28 % of Total 3.10 1.30 1.30 0.00 0.40 0.40 3.60
years
29- 39 % of Total 43.80 28.60 37.10 15.60 10.30 12.90 49.60
Years
40-50 % of Total 27.20 18.30 28.60 17.00 8.90 8.00 31.70
years
51-60 % of Total 12.50 8.00 12.50 6.70 4.00 2.20 14.30
years
over 60 years % of Total 0.90 0.90 0.90 0.40 0.40 0.40 0.90
Total % of Total 87.50 57.10 80.40 39.70 2410 2410 100.00
Primary % of Total 0.90 0.90 0.00 0.00 0.00 0.90 0.90
O'level % of Total 8.90 3.60 6.70 1.30 0.40 1.30 10.20
Allevel % of Total 4.40 3.10 4.00 1.30 0.40 0.90 4.90
Diploma % of Total 23.60 14.20 21.30 8.90 3.60 8.00 26.70
Degree % of Total 29.80 21.30 29.30 15.60 9.80 7.10 35.10
Masters % of Total 8.90 5.30 8.40 6.20 4.90 4.40 9.30
Post Graduate
Diploma % of Total 11.10 8.40 10.20 6.20 4.90 1.30 12.90
Total % of Total 87.60 56.90 80.00 39.60 24.00 24.00 100.00
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The Impact on TV Advertisement on Children’s
Behaviour in Grade Five Students at Ratmalana,
Sri Lanka

FMMT Marikar ®, KGTNB Jayathilaka ®, GASN Abeydeera® & WMIDB Wickramasinghe ©

Abstract- The main objective of the study is to seek the
influence on television advertising on children in Sri Lanka. The
study used primary data with 50 children the age of ten (grade
5) representing Kandawala Maha Vidyalaya, Ratmalana, Sri
Lanka. Ten question questionnaire was used by the study
group. Fast food and drink advertisements were the most
influenced in children behaviour. The adverts based on toys,
presents and stickers with the item are mostly attracted by the
children on TV advertisement. Possible policy implications
suggested for the family, schools, advertising agencies, media
and for the government, have been initiated as the final
contribution of the study.

[ [NTRODUCTION

his research focuses on the empirical evidences of
Tthe previous researches related to impacts of TV

advertising on children. A substantial body of
research indicates that the prevalence of obesity in
childhood is increasing. The classic externality theory of
obesity postulates that the obese are more influenced
by external stimuli than are the lean (Schacter, 1971).
Direct exposure to certain types of food, such as
processed and snack food high in fat and sugars,
generally energy dense, may contribute to the
development of child obesity. A critical indirect influence
on children’'s food choices and intake may be
advertising of foods on television. Many correlational
studies have demonstrated an association between the
duration of TV viewing and levels of overweight and
obesity in both children and adolescents (Anderson et.
al. 1998).

Kauret. al. in 2003 conducted a prospective
study in which it was found at the three-year follow up
that those who watched two or more hours of TV per
day were twice as likely to become overweight during
the course of the study. Two other longitudinal studies
have produced similar findings (Franciset.al. 2003;
Proctor et. al., 2003). This supports the notion that,
excessive TV viewing does contribute to weight gain.
Furthermore, in a 6-months intervention study in which
children’s TV viewing was substantially limited, Robinson
(1999) found that rises in Body Mass Index and fat
deposition were significantly less than in a control group
without intervention.
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The effect of TV viewing on weight gain seems
to be, at least in part, due to a lack of physical activity
rather than the act of viewing itself (Huet.al. 2003).
However, TV may not just promote sedentary behaviour.
There is evidence that it also stimulates food intake. TV
viewing is associated with overconsumption in girls,
specifically of snack foods (Francis et. al., 2003).
Children who eat their meals in front of the TV tend to
consume more dietary fat (Coonet.al. 2001). Woodward
et al. in 1997 found that the number of hours of TV
viewing by teenagers was significantly correlated with
the number of unhealthy food items consumed per day.
There is another way in which TV viewing may induce
food consumption.

Furnham et. al, in 1997 noted that, during
programmers scheduled for children over two
consecutive weekends, 37% of the adverts on TV
channels in the USA and 49% on the UK TV channels
were for food. The majority of advertised products were
snacks, followed by breakfast cereals and then fast food
outlets. Also Lewis and Hill (1998) found that half of the
advertisements on Biritish television were for food items.
Previous studies have shown that exposing children to
different types of food adverts may influence their
subsequent food choices but there is little evidence to
show a direct causal relationship. Therefore, a study
was devised in order to assess if children attended to
and recognized food advertisements on television more
often than advertisements not for foods. In the light of
Schechter’'s externality theory, we were interested in
ascertaining if overweight or obese children are more
responsive to food adverts. So we sought to determine if
there was any difference between normal weight and
overweight/obese children in the ability to recognize
food adverts, as well as assessing the impact of recent
exposure to TV food adverts on total intake of food and
choice among foods. It was hypothesized that (i) obese
and overweight children would recognize more food-
related adverts than their normal weight counterparts, (ii)
an increased ability to recognize food-related ads would
be associated with the amount of food consumed after
food advert exposure, and (i) the child’s weight status
(weight in the healthy range, overweight or obese) would
also influence the types and the total amount of food
consumed during the test sessions.
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Parental pressure on children to buy advertised
products and refuse to fulfil the wishes of their parents
(The dream is more demand) and that conflict between
parents and children leads to conflict. If parents refuse
to buy goods in question, it would be sinful to their
children, if you accede to the demands of parents and
children, certainly the price they pay for a toy or food
package, the price will be higher, because that's what
common sense would forbid it. Another negative
consequence of television advertising, consumption of
food products such as candy and fruit juice is fresh.
About 80 percent of the volume of television ads
promoting these products makes up the children. All of
this publicity, the belief that young children about
nutrition and the impact of food. Children cannot
understand that eating foods with high sugar levels,
because weight gain and tooth decay is correlated.
Since most advertising, scenes from the life of the rich
and affluent children can be displayed, without this,
undesirable tendencies and trauma in the lives of other
children who can afford it will not it may even make it to
the crime and unethical behaviour you have to seize it,
to push.

Research on television advertising is focused
on children in Sri Lanka. The study used primary data
with 100 children in-between the age of 9-14
representing Sangamiththa Girls School, Sri Lanka and
Oldsent Boys School in Galle, Sri Lanka. Four stage
sampling method was used by the study. In the first
stage stratified cluster sampling was used to select two
schools from five main girls’ schools and five main
boys’'s chools in Galle randomly by using lotteries
method. In the second stage stratified random sample
was selected representing the students in the classes
from year 4 to year 9 cluster representing 25% of each
class in both schools. At the final step, systematic
random sampling was used to select students with the
gap of 4 students. Two questionnaires were provided for
students and their parents to collect data. Descriptive
statistics and multiple regression model were used for
the analysing. The dependent variables were used as
expenditure on additional food items while using
different socio economic demographic characteristics of
children and their parents as explanatory variables. The
focus of advertising is another important consideration
in the field of market in Sri Lanka. Sometimes
advertising focuses on specific groups such as children
and women. According to Nishshanka (2004), television
advertising for more consumption commodities focuses
on children and they force their parents to buy that
commodity for them. If television advertising based on
the experiences which is strictly influence to the minds
of children by using the most appropriate and best
strategies, this directly influences on the food pattern of
the children (Livinngstone, & Helsper, 2004). According
to Borekowski & Robinson (2001), even a short food
advertisement has very high influence on food demand

© 2017 Global Journals Inc. (US)

among pre-school children. Blisard (2008) found that
children in between 2-11 years old watch 25629
television advertisements per year and 75.5% of those
are watched with two children’s programmes in USA in
his research on “Advertising and What We Eat”. Many
advertising companies focus parents to promote their
food product for children previously but currently
children are directly focused by the advertisements and
it converted children into consumers (Wiese, 2004). In
Australia 30% of advertisements are food related and it
creates high intensive for children for fast food
consumption (Katke, 2006). According to Livingston and
Helsper (2004), 38% of total advertisements in USA are
related to the fast food items and it has a direct
influence on food patterns of children. Kunkel (2001)
found that American food producers spent seven billion
dollars for food advertising in 1997. Even in Sri Lanka
children based advertising has become a very popular
event among business community. In this study our
main objective was to find out the impact of TV
advertisements on children’s behaviour. Furthermore to
find out the influence of food and beverage
advertisements on children to identify the particular
advert that interests the children most in television

[I. MATERIALS AND METHODS

a) Conceptual framework

In this study we have examined students’
impact on TV advertisement on children’s behaviour.
This topic was judged to be extremely important to have
a conceptual understanding of what is the influence on
advertisement. The study design in this study is
presented in the Fig. 1. Approval for the study was
obtained from the Staff Development Center. Target
population of this study represents from one mix school
in Sri Lanka. Fifty students who participated in this study
and gave their consent were included in the study. The
purpose of the study was explained to the students at
the beginning of the survey. The students who
consented to participate in the study were individually
tagged and given them a tag.



Food Advertisements

Age
h 4
Influence Children’s . o
Time of watching TV » Behaviour < Holding Competition
4
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Figure 1: Conceptual framework

b) Data Collection

Primary data were collected from Kandawala
Maha Vidyalaya, Ratmalana, Sri Lanka. The
questionnaire method was used for the data collection
and 10 questions were prepared separately for the
children and the parents. Population sample was fifty.
Demographic information of child including age and
gender were analysed.

c) Administration of Questionnaire among the Students

The questionnaire was administered among
each of the respective students at the Kandawala
School within a period of a week. They have given the
option to answer with the parents as well. Care was
taken to avoid exchanging the students’ information or
ideas.

d) Data Analysis

To analyze the questions, we compared
informal reasoning displayed by individuals representing
high and low level of understanding of advertisement on
behaviour. The validity of the translation was
independently assessed by two observers competent in
English language. We analyzed our data as a balanced
figure in a percentage of application. For statistical
analysis, we transformed all our data using the basic
statistical analysis package.

I1. RESULTS

a) Impact on food advertiserment
The prevalence of obesity and the increasing
obesity in children with academic, political and social

problems were identified. TV
significant relationship between consumption,
advertised brands, advertised a variety of junk foods
and drinks. Most children are aware of the intention, but

the ads are skills that they do not use, unless explicitly

stated that the answer should be. Politicians, consumers
and with organizations involved with the services may be

more powerful children. Starting with a strong strategy

for food security information among the children and
their families to improve at the beginning and then focus
on the consumption ability of children to rise. Negative
impact of television advertising, the consumption of food
products such as sweets and fruit juice is fresh. About
80 percent of the volume of TV advertisement that
promotes these products and even makes children. All
this advertising, the belief that children about nutrition
and the effects of food.

The final data analysis of the students of
Kandawala Maha Vidyalaya (Grade 5) reveals the
influence on TV advertisement in varies food products.

According to the table 1, it shows sweets strongly
affected the children behaviour. Furthermore soft drink

advertisement influenced a lot or affected. Second
factor which was dairy was least affected more nutritious
less advertisements.

Table 1: Influence of advertisement (Percentage)

Strongly Affected Neutral Not Affected | Never Affected
Affected
Fast food 1.6 40.8 35.5 9.3 13.0
Soft drink 3.6 45.8 241 9.6 16.9
Sweet 39.6 291 14.0 14.0 16.3
Dairy 1.2 23.1 41.5 12.2 22.0

The most popular advertisement among these
labelled as cream soda

students

is a soft drink

advertisement (Fig. 2). Noodles - Kothttumee and
Sausages were high demand due to advertisement
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among fast food items among children. The child
focused advertisements are advertised during the target
times and during the programmes for children. Time
duration of watching television, specific time

KFC

Drink - Milo

Pizza

Dairy - Richlife
Drinks - Cocacola
Sausages -
Chocholate - Edna
Drinks - Cream soda

Noodles - Kottumee

preferences for watching television and specific
television programmes have considerable influence on
the preference of the children.

15 20 25 30

Figure 2: The most preferred food advertisements among children are given in percentage.

b) Impact of TV advertisernent on children behaviour
The results of these children of actions to
increase the demand for buying and indirectly increase
the child's parent’s conflict. The advertisement do not
have parental purchasing power, or refuse to buy cause
unhappiness and discomfort in children. Advertising full
to display customized products with a world of beautiful
people, while their children are compared with the ideal
world and conflicts in the world, in the real world
because they are unhappy. Male children spend more
violence, while girls are more educated and are often

expressed to apply buyer. Apart from that conflict
between parents and children in the family occurs in the
bargain. After the parents' point of view, the impacts of
advertising on children’s nutritional needs are very high
with some specific techniques used in the display.
Examples of many ads use popular characters to add
the product to promote, toys and small items with the
product and has a degree in children and provide
sponsorships are such methods offer for children's
activities.

Table 2: Influence of advertisement (in percentage)

Influence of Giving toys, presents Holding Competition Using popular person
advertisement and stickers with the and giving for the advertisement
item sponsorships
strongly Affect 9 5 10
Affect 42 20 28
Neutral 25 64 30
Not Affect 12 2 19
Strongly not affect 13 6 13

As shown in Table 2, 20% of parents believe
that the competition to carry out and provide
sponsorship for children's exposure to events on the
food needs of the children. 42% of parents believe that
toys, gifts and stickers with the food manages to be a
great demand for food products in children. 28%
thought that parents with popular characters to food ads
have a strong impact on the demand for food products
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in children. Given the support of parents in relation to
the policy of food advertising directional decisions
related to the children, 95% of parents for adequate
control Child Focus supports advertising, while 83% of
parents for a total ban on food advertisements during
children's television broadcasting want targeted
programs. 30% of parents want for a complete ban on
food advertisements.



IV. CONCLUSION

Children are very interested in advertising. Laws
of the various countries to limit the number of ads that
earlier, the nature, content and timing of the broadcast
advertising and advertising broadcasts aired in children
few minutes before, is prohibited. Some researchers
believe that it is better to limit the advertising of
excessive products to inform parents of children and tell
them about products and promotions researchers to
discuss limiting the understanding of the power of
excessive growth of advertising.

Most of the time children are addicted to
watching television for their viewing average is over
62%, which means that they watch television more than
five hours a day, they are heavy viewers. After while
watching the television commercials, most children
demanding IU drinks Coca-Cola, Fanta and Pepsi other
junk food in your hand like a burger, pizza, and eat
some chocolate and donuts, etc. These drinks and junk
food developed unhealthy habits of children in Sri
Lanka. Some children try 10-12 years for the same
action they saw as the ads, which are dangerous to
imitate their lives. Data from this study show that the
accumulation of fat in the body of the people, especially
in children, if these products regularly consume they
drink the interpreter ads is healthier because they drink
that given milk after they are trying to buy drinking milk
power, but they do not know the actual image.
Increased fat in the body is not a good sign, because fat
leads to obesity and heart disease. The children are
overweight for their age and height, as they regularly use
those cold drinks and eating fried meat outside the
house with their parents or older. Regarding the
confectionery ads, ads must be presented with their
pros and cons. To some extent children have limited
understanding, so advertisers cannot convince direct
children to buy the product that appears in the
advertisement.

Children should be protected from advertising
and to check update. The replacement of digital
television in the near future, we can easily find, while the
television screen watching by pressing a button, to enter
the world of the Internet in the world of digital television,
which will replace the TV for children to be no limit and
children have free access to all forms of advertising. The
new technology also allows advertisers detailed
information watching habits of children in the media to
obtain, and then make them more targeted

Advertisers should not abuse the relative lack of
experience of children. Children are so simple, is far,
celebrities, directly or indirectly, confections, he / she
has shown that the product can be used to attract
celebrities should persuade children to buy their
products. If your children are watching on television,
especially that they are heavily influenced by advertising
sweets and then see what parents tried to use it to

explain what the pros and cons of such products duties
of parents.

If advertising for children conveyed the wrong
message or learning to children must be, there must be
a moral right message out children. Seller children
should target very carefully, because it is very innocent
and other easily copied. They should carry out the
campaign closely. Children love for creativity and
innovation, so that the advertising message innovative
and creative should be. It is difficult to segment the
market in the case of children, because they are more or
less similar in their behaviour through sex, the study
area and the other demographic groups.
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Quality Management in Health Care System in
Bangladesh

Md. Rafiquzzaman®, Fahim Ahmed Tougir?, Bikram Dey® & Pritom Kumar Mondal ©

Absiracl- Healthcare and quality are inseparable items and
therefore giving services in a sector like healthcare without
quality is not expected at all. In Bangladesh, healthcare is
provided principally through hospitals run by government or
through private clinics with a small proportion delivered by
NGOs. But the main problem is that, the total system of health
care services both in public and private sectors are not up-to-
date genuinely and again the quantity of the doctors are less
than expectation. To overcome this huge problem, redesigning
of existing health care system or setting up an influential
service plan is a must issue for Bangladesh. Firstly, the
concentration in this project will be to discuss the basic
problems and analyze them effectively. After that, the follow up
will be to find out the most prominent issues both in manpower
and management sector according to voice of patient and
voice of employee. Lastly, with the basis of limited resources in
Bangladesh, Two methods will be set up both in manpower
and management which are very much feasible to implement
in our health care sector. The ultimate target and research of
ours are to create an effective communication or service
system between doctors and patients with assuring high level
of quality.

Keywords: survey, System analysis, redesign,
management, 5S.

talent

[. [NTRODUCTION

healthcare system referred that it is the
Aorganization of people, institutions, and resources

that deliver healthcare services to meet the health
needs of target population. A good healthcare system
will be able to provide a good healthcare policy for the
people as well as for the country. Health care is rich in
evidence-based innovations, yet even when such
innovations are implemented successfully in one
location, they often disseminate slowly—if at all.
Diffusion of innovations is a major challenge in all
industries including health care. But it is true that the
healthcare system in Bangladesh is poor enough than
the healthcare system in the developed country. The
delivery of safe and high-quality health care has become
a crisis in this country in terms of per—sonal loss due to
preventable errors, as well as economic loss. Therefore
in this research, the aim is to find out the problems
exists in the healthcare system in Bangladesh and then
by analysis these problems a better strategic solution or
recommendation has been provided. The ultimate goal

Author a: Khulna University of Engineering & Technology, Khulna 9203,
Bangladesh, Department of Industrial Engineering and Management,
Faculty of Mechanical Engineering. e-mail: rafigbitr@yahoo.com

is to best approach to reduce waste, as well as reducing
wait times and unnecessary travel, while building quality,
speed, and flexibility in the healthcare organization. A
natural impulse to address these challenges is to
introduce technology to mitigate risks due to human
error and communication. For survey purpose, various
regional areas are selected for examining the existing
healthcare services and also collected some additional
data from other regions in this regard. As a number of
healthcare organizations have been surveyed, the
collected data are so much complicated and it is difficult
to find out the exact defective portion of the existing
healthcare system. For this purpose, some set of
questioners are used which are based on patient
satisfaction and the employee satisfaction. From this
survey some problems related with the healthcare
system are extracted and possible solution techniques
are proposed in this regard.

1. LITERATURE REVIEW

Healthcare ~management is a growing
profession with increasing opportunities in both direct
care and non-direct care settings. As defined by
Bookbinder and Thompson (2010, pp. 33-34), direct
care settings are “those organizations that provide care
directly to a patient resident or client who seeks services
from the organization”. Non-direct care settings are not
directly involved in providing care to persons needing
health services but rather support the care of individuals
through products and services made available to direct
care settings [1-2].

In 2005, the National Academy of Engineering
(NAE) and the Institute of Medicine (IOM) 2 highlighted
the need for a systems approach to the health care
system and the application of systems engineering tools
to improve health care [3]. In 20083, the Institute of
Medicine’s (IOM) report “Crossing the Quality Chasm”
recommended the use of systems and industrial
engineering techniques to systematically examine and
redesign clinical processes. A subsequent National
Academy of Engineering report made the same
recommendations. Lean is a QI methodology based on
systems and industrial engineering techniques. Lean
techniques have been empirically documented as highly
effective for systems redesign within manufacturing
environments. Moreover, ample evidence suggests that
appropriately developed and optimized Lean techniques
are effective within health care settings [1].Since 2004,
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faculty from
Technology,
Indianapolis

the Purdue University College of
Indiana  University-Purdue  University
(IUPUIl)’'s School of Engineering and
Technology, Purdue University-Calumet College of
Technology, the Regenstrief Center for Healthcare
Engineering (RCHE), and the Indiana University Center
for Health Services and Outcomes Research at the
Regenstrief Institute, Inc. have partnered with several
Indiana hospitals and hospital systems to create Lean
and Six Sigma® health care programs[1]. In 1994
Quallity in Australian Health Care Study (QAHCS) was
commissioned by the Commonwealth Department of
Human Services and Health to determine the proportion
of admissions associated with an AE in Australian
hospitals [4]. Modern management in the company is
not only the quality management system based on the
ISO series 9000:2000 standards, but pursuit to the
continuous improvement, so this is the philosophy of the
Total Quality Management [5]. In the frames of
implementation of the Total Quality Management on the
operating level more and more popular becomes the
idea of so called 5S. The 5S method begins each
program of improvement. It is the tool for helping the
analysis of processes running on the workplace. The 5S
is the methodology of creation and maintaining well
organized, clean, high effective and high quality
workplace. Its result is the effective organization of the
workplace, reduction of work’s environment, elimination
of losses connected with failures and breaks,
improvement of the quality and safety of work [6-8].
Lean Manufacturing is the hymn of survival and success
of any organization through minimizing the wastage of
resources and moving towards implementation of lean
manufacturing has become one of the key strategies to
achieve cost cutting. The goal of lean manufacturing is
to minimize all types of waste or non-value added
activity through incorporating less human effort, less
inventory, less time to develop product and less space
to become highly responsive to customer demand,
while at the same time producing good quality products
in the most efficient and economical manner. 5S is Lean
manufacturing tool for cleaning, sorting, organizing and
providing necessary ground work for work place
improvement. 5S is already selected using Analytic
Hierarchy Process (AHP), a Multi Criteria Decision
Making (MCDM) tool by considering different criteria for
case company. AHP is a problem solving framework
based on the innate human ability to make sound
judgment about small problem. It is a quantitative
technique use to facilitate decision that involves multiple
competing criteria [9].

[1I. METHODOLOGY

a) Investigation of voice of patients and personnel
This research work was based on two public
and two private hospitals. Total 80 patients and 20

© 2017 Global Journals Inc. (US)

personnel have been contributed dividing 20 patients
and 5 personnel for each hospital. A survey
questionnaire has been created based on the issue of
patient satisfaction and employee satisfaction. The
questionnaire for the patient also divided into three
categories focused on treatment, doctor /nurse and
employee. The questionnaire for the personnel is all
about management related. From this investigation, a lot
of problems have been generated but it is too difficult to
solve all of them in Bangladesh at this moment rather
than finding the major problems to solve.

b) Detecting root cause through the problem screening
table
As the problems are too many to describe, a
screening process has been done for finding the most
significant problems and evaluating their importance
based on patient problems and employee problems.

c) Arrangement of major problems on the basis of
industrial engineering tool

For any types of industry i.e. healthcare,
manufacturing etc., 5M  philosophy (manpower,
management, machine, material, and measurement) is
well known trend for improving productivity and service.
After detecting most significant problems, the significant
problems have been classified into manpower and
management through the relationship diagram.

d) Building up technique for reducing manpower
problems

In the process approaching, a tool has been
selected for controlling manpower related problems and
then Talent selection and Management has become a
key to solution in this regard. This method does not
encourage recruiting new personnel but it emphasizes
on the training system on existing manpower.

e) A case study for management problems based on
5S philosophy

In this case study, the most adaptable quality
tool 5S has been implemented in respect of health care
industries of Bangladesh. 5S is used to calculate the
overall efficiency for different hospitals. The problem
parameter has been set up based on the survey report
for both patient satisfaction and employee satisfaction.
The main reason of this case study is to anticipate the
management situation and setting a target goal to
improve efficiency of the management based on the
result. Here a message has been indicated that
continuous improvement can be ensured by maintaining
5Son these hospitals ifthese organizations are agreed to
maintain effectively.



IV.  SURVEY ANALYSIS AND DATA
[NTERPRETATION

a) Problem screening matrix

Based on survey analysis, problem screening
matrixes have been constructed by following criteria: A
relative score of “better than” (+),”same as”(0), or
‘worse than”(-) is placed in each cell of the matrix to
represent how each problem rates in comparison to the

reference problem relative the particular criterion. It is
generally advisable to rate every problem on one
criterion before moving to the next criteria. However with
a large number of problems, it is faster to use the
opposite-to rate each problem completely before
moving on to next problem. Problem screening matrix
for Patient problems and employee problems are shown
in Table 1. and 2 respectively.

Table 1: Problem screening matrix for Patient problems

Problems
Selection A B . C . D E F G
Criteria . Doctor Diagnosis Percentage Financial Overall
Appointment | availability& & Emergency of o . ;
i condition | Satisfaction
skill Checkup Cure
Ease to + + + + 0 0 +
communicate
Ease of N n N n i 0 n
comfort
Easy to render + + + + + - +
Ease of safety - + + + - 0 +
Ease of + + + + - + -
maintain
Sum ‘+’s 4 5 5 5 1 1 4
Sum’0’s 0 0 0 0 1 3 0
Sum’-’s 1 0 0 0 3 1 1
Net score 3 5 5 5 -2 0 3
Rank 2 1 1 1 4 3 2
Continue? Combine YES YES YES No Combine Combine
Table 2: Problem screening matrix for Employee problems
Problems
C E
Selection A B Team D Quali F G
Criteria Initial Operation working Upto Qatg vality | reonomic | Knowledge of
training | planning & communication of support Technology
Leadership service
Ease o + + + + 0 0 +
communicate
Fase of + + + + - 0 +
comfort
Easy to render + + + + + - +
Ease of safety - + + + - 0 +
Ease of + + + + - + -
maintain
Sum ‘+’s 4 5 5 5 1 1 4
Sum’0’s 0 0 0 0 1 3 0
Sum *-’'s 1 0 0 0 3 1 1
Net score 3 5 5 5 -2 0 3
Rank 2 1 1 1 4 3 2
Continue? Combine YES YES YES No Combine Combine
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QUALITY MANAGEMENT IN HEALTH CARE SYSTEM IN BANGLADESH

b) Constructing Typical Relationship diagram points are emerged due to system malfunctioning and
Based on the problem screening matrix six should be improved by further tools so that overall

major problems have been identified as high ranked problems can be resolved or minimized. Relationship

which indicate these problems should be highly focused — diagram for manpower and management are shown in

to improve for better output in the health care system. figure 1 and 2 respectively.

Moreover, based on the extensive research two critical

© 2017 Global Journals Inc. (US)

Fig 1: Relationship diagram for manpower

Fig. 2: Relationship diagram for management



c) Several recent techniques redesigning manpower
allocation:

i. PDSA, which was in current use by the workforce,
would continue to be used because the workforce

Act

Study

had extensive experience and familiarity with this
approach.

Plan

Do

s

Fig. 3: PDSA continuous cycle

Lean was chosen as the principal tool set for
process redesign as it appeared to best address
the major issues observed in the current processes.
Its focus on waste afforded on the healthcare
industries as the most opportunity to reduce
expenses—a step that was clearly necessary in
order to survive in face of growing numbers of
uninsured and decreasing revenues. Its focus on
value from the customer perspective fit the
customer service need. It also fit the organization in
that it appeared to require a great deal of presence
on the ‘floor" with observation, substantial
intuitiveness, rapid-cycle improvement, and broad-
based employee involvement and empowerment.

The challenges faced in the process of
implementing and sustain lean is a tedious job as the
concept relates to time, cost, interest, and involvement,
the concepts that together support the new change for
development in an firm [10].

iii. Talent selection and Management was selected as a
valuable asset in matching employees with roles.
This is particularly significant in health care, an
industry that is experiencing shortages and high
turnover rates in some health care professions. This
method does not encourage recruiting new
personnel but it emphasizes the training system on
existing manpower. It helps to improve the quality of
the existing manpower of healthcare system.

d) Proposed technique in the recent perspective of
Bangladesh

In Bangladesh, all the techniques described

earlier can be implemented. But by doing extensive

research, the proposed applicable technique for

Bangladesh is Talent selection and Management. It is
deeply emphasized because of no addition of
manpower in the system rather than increase their
performance by following guidelines.

Any healthcare organization looking to jump-

start a talent initiative should keep a few things front of
mind:
Building with an eye toward integration- E-learning may
be a natural starting point for healthcare organizations
implementing new talent initiatives, but onboarding,
performance management and succession initiatives all
benefit from strong tie-ins to a Learning Management
System (LMS). For example, performance assessments
can automatically generate development plans where
deficiencies are identified. It should not be overlooked
targeted &formal development programs for employee
supervisors. Extra training will prepare them to mentor
and coach employees and maximize the value of your
investment.

Automation of job descriptions with a foundation of
competencies- Establishing the competencies — the
knowledge, skills and behaviors that are used to
develop people in your healthcare organization — is a
critical step for success of any talent management
initiative. In the healthcare setting, it's a requirement
because compliance demands it. Maintaining one set of
job descriptions and competencies is one way to
integrate multiple locations common in large healthcare
systems into a single culture and to build job profiles
that will guide career development, training and
performance improvement across your organization.

Building internal  talent pools- Every healthcare
organization needs to fill positions in critical roles such
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as nursing, IT and senior management. Yet, suitable
candidates are hard to find. Most healthcare employers
understand that the only solution is to “grow their own”
talent. Implementing appropriate talent management
and learning tools and processes makes identification of
high-potential employees and development of critical
skills far easier to accomplish.

Collaboration to build a comprehensive succession
strategy— Majority of healthcare organizations have a

Automate Job
Descriptions with a

foundation of

*Learning competencies
Management
System e Competitive
e Maximizing Stratagy
Output *Job Profile and
Career

development

Build with an eye
toward Integration

critical need to develop their next generation of
leadership. The current senior leaders must understand
the critical need to address this gap. HR can — and must
— play a crucial role in facilitating this conversation, and
technology can provide a key assist to identify the gaps
and assign development plans for designated
successors [11]

Collaborate to build a
comprehensive
succession strataegy

e Growing own
talent

eTalent *HR Role
Management and eTechnical
Learning Tools Knowledge

Build internal talent
tools

Fig. 4: A systematic approaches on Talent Management

e) Performance measurement through 5S quality tool

S1 Seiri (Sort)

Seiri is the first S in 55 system, which is
basically deal with the available facilities and process of
Healthcare organization management. For calculation of
Seiri rating, 5 criterion regions have been chosen for
seiri arrangement, and decided that the sub system
should be achieved rating (Based on voice of patients)
out of 5. The shorting initiative data is shown in Table 3.
Following are the Seiri rating criterion.

1) Emergency Readiness: Giving 1 mark if emergency
treatment facility is fully available or giving 0 marks if
emergency treatment facility is not fully available.

2) Diagnostic Readiness: Giving 1 mark if diagnostic
resources are fully available or giving 0 marks if
diagnostic resources are not fully available.

3) Dispensary Inventory: Each of the observation is
shown the ratings for dispensary inventory based on
patient satisfaction survey report where X is the

amount of participation (Total 20 patients) for each
healthcare organization and Y is the amount of
dissatisfied patients. The fraction of consistency for
dispensary inventory is [1-{Y/X}].

4) Waste Disposal: Each of the observation is shown
the ratings for waste disposal based on patient
satisfaction survey report where N is the amount of
participation (Total 20 patients) for each healthcare
organization and M is the amount of dissatisfied
patients. The fraction of consistency for waste
disposal is [1-{M/N}].

5) Relative Information: Each of the observation is
shown the ratings for relative Information based on
patient satisfaction survey report where A is the
amount of participation (Total 20 patients) for each
healthcare organization and B is the amount of
dissatisfied patients. The fraction of consistency for
relative information is [1-{B/A}]

Table 3: Sorting Initiative

Emergency Diagnostic Dispensary Waste Relative
Hospital Readiness Readiness Inventory Disposal Information RT OJ.[aI
Oor1 Oor 1 O-0YX}] | D-{MN} | [-{B/Ay | Hating
Observation 1 1 1 0.65 0.40 0.70 3.75
Observation 2 1 1 0.55 0.30 0.55 3.4
Observation 3 1 1 0.70 0.55 0.75 4.00
Observation 4 1 1 0.75 0.55 0.65 3.95
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S2 Seiton (straighten / set in order)

Seiton is second S of 5S system which deals
with the proper arrangement of equipment and
availability of service for each sections in the particular
organization. The main objectives of Seiton are forming
a regular workplace, avoiding time loss while servicing
or delivering the treatment or medic. Set in order
Initiative data is shown in Table 4. Following are the
Seiton rating criterion:

1) Doctor’s Availability: Giving 1 mark if the facility is
fully available or giving Omarks if the facility is not
fully available.

2) Personnel Availability: Giving 1 mark if the facility is
fully available or giving 0 marks if the facility is not
fully available.

3) Efficient Accommodation: Each of the observation is

shown the ratings for efficient accommodation
based on patient satisfaction survey report where C
is the amount of participation (Total 20 patients) for

each healthcare organization and D is the amount of
dissatisfied patients. The fraction of consistency for
efficient accommodation is [1-{D/C}]

Treatment Evaluation Process: Each of the
observation is shown the ratings for treatment
evaluation process based on patient satisfaction
survey report where Q is the amount of participation
(Total 20 patients) for each healthcare organization
and P is the amount of dissatisfied patients. The
fraction of consistency for treatment evaluation
processes [1-{P/Q}]

Supporting Facilities (food, electricity, transportation
documentation etc.): Each of the observation is
shown the ratings supporting facilities based on
patient satisfaction survey report where V is the
amount of participation (Total 20 patients) for each
healthcare organization and U is the amount of
dissatisfied patients. The fraction of consistency for
supporting facilities is [1-{U/V}]

Table 4: Set in order Initiative

Treatment | Supporting Facilities
Doctor’s Personnel Efficient Evaluation (food, electricity,
Hospital Availability | Availability | Accommodation | Process transportation RT c;’gal
documentation etc.) ating
Oor1 Oor1 [1-{D/C}] [1-{P/Q}] [1-{UN}]

Observation 1 1 1 0.10 0.55 0.15 2.8

Observation 2 1 1 0.10 0.50 0.10 2.7

Observation 3 1 1 0.70 0.65 0.75 4.1

Observation 4 1 1 0.65 0.70 0.65 4.0

S3 Seiso (Shine / Clean)

In order to realize effective tasks, it is essential
to create a clean and regular working and living
environment. This is because dust, dirt and wastes are
the source of untidiness, indiscipline, inefficiency, faulty
service in workplace. Shine Initiative is shown in Table 5.
It is the process of renovation which contains the
following criteria:

1) Servicing Environment: Each of the observation is
shown the ratings for servicing environment based
on patient satisfaction survey report where J is the
amount of participation (Total 20 patients) for each
healthcare organization and It is the amount of
dissatisfied patients. The fraction of consistency for
servicing environment is[1-{I/J}].

Equipment Cleanliness & Sterilization: Each of the
observation is shown the ratings for this facility
based on patient satisfaction survey report where E
is the amount of patrticipation (Total 20 patients) for
each healthcare organization and F is the amount of
dissatisfied patients. The fraction of consistency for
this facility is [1-{F/E}].

Hygienic  Environment:  Hygienic  environment
include the ergonomics and healthful or clinically

soundness of the total servicing environment like up
to date technologies, innovative pathology research
(Radiotherapy, Engiocardiogram, X-ray etc. ),
adaptive ICU and so on make the healthcare
organization continuously fresh and ready and
making no errors during operation. Let K will be total
aspect (Total 20 patients) for favorable condition
derived from patient’s opinion and K be the no. of
dissatisfied patients. Fraction of environment: [1-
{LK}.

Safety Rating: Each of the observation is shown the
ratings for this facility based on patient satisfaction
survey report where H is the amount of participation
(Total 20 patients) for each healthcare organization
and G is the amount of dissatisfied patients. The
fraction of consistency for this facility is [1-{G/H}].

Overall Cleaning Consistency: Each of the
observation is shown the ratings for this facility
based on patient satisfaction survey report where S
is the amount of participation (Total 20 patients) for
each healthcare organization and R is the amount of
dissatisfied patients. The fraction of consistency for
this facility is[1-{R/S}].
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Table 5: Shine Initiative

Servicing C'fe‘;ﬂlﬁ’r:gzgt& Hygienic | Safety | Overall Cleaning
Hospital Environment Sterile Environment Rating Consistency JE;}[%
[1-{IAJ}] [1-{F/E}] [1-{UK} | 1-{G/HH [1-{R/S}]
Observation 1 0.30 0.60 0.40 0.50 0.3 2.1
Observation 2 0.40 0.40 0.35 0.35 0.4 1.9
Observation 3 0.70 0.70 0.60 0.65 0.65 3.3
Observation 4 0.65 0.80 0.70 0.75 0.70 3.6

S4 Seiketsu (Standardize)

Seiketsu is generally means for make a peak
standard which should be achieved by the normal
healthcare management process practice. Standard
should be communicative and easy to understand.

Seiketsu rating will be found by calculating the average
of previous three S, because standard of any system will
rise and fall by mean rate depending factors.
Standardize/Systematize Initiative data is shown in Table
6.

SeiketsuStandarizerating = (Sierirating+Seiatonrating+Seisorating)/3

Table 6: Standardize/Systematize Initiative

Hospital SOS”1'”9 Set 'ggrder sgge Total Rating = (S1+S2+83) /3
Observation 1 3.75 2.8 2.1 2.88
Observation 2 3.4 2.7 1.9 2.67
Observation 3 4.00 4.1 3.3 3.8
Observation 4 3.95 4.0 3.6 3.85

S5 Shitsuke (Sustain)

Shitsuke (Sustain) is the last S of the 5S system
which is deal with the regularity of maintaining the
standard of the organization for the particular process,
which is only done by regular practices and by following
the proper instruction of system operating. By doing
regular following of accurate of instruction it can be
maintained the working condition at its peak level, which
may help for better service and stay away from
breakdown.

1) Removing small faults through the aid of cleaning.
2) Providing the execution of visual control.

3) Providing the performance of protective activities.

4) Granting the responsibility of the treatment of
service to the patient

5) Formation of a disciplined environment.

Shitsuke rating will be depending on the
previous four S because without that the regularity will
not maintain. Therefore Shitsuke rate will be the average
of previous four S ratings. Sustain initiative data is
shown in Table 7.

Table 7: Sustain Initiative data

Hospital (S1+S2+S3+S4)/4
Observation 1 2.88
Observation 2 2.67
Observation 3 3.8
Observation 4 3.85

After the calculation of this rating of 5S, the
efficiency has been calculated for every observation and
this evaluation simplifies the service & quality
differences between public and private healthcare
organizations. Also a graphical representation has been
made which will represent the real condition of the
system and can find the improvement required region.
The calculated efficiency is shown in Table 8 and figure
5.
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Table 8: The efficiency calculation table

Hospital (S14+S2+S3+54)*100/ 25 Efficiency
Observation 1 (8.754+2.8+2.1+2.88+2.88)*100/25 57.64%
Observation 2 (8.4+2.7+1.94+2.67+2.67) *100/25 53.36%
Observation 3 (4.04+4.1+3.3+3.84+3.8) *100/25 76%
Observation 4 (3.95+4.04+3.6+3.85+3.85) *100/25 77%
/ o
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Fig. 5: Graphical representation of comparative performance efficiency

V.  FINAL ANALYSIS AND DISCUSSION

This research work deals with problem analysis
and modification of design for maximizing output of
healthcare system in Bangladesh. A perfect survey
report is a must to go through the process of our study.
The whole process is all about patient satisfaction &
employee satisfaction and the total questionnaire has
been created based on improving manpower and
management. Patients are randomly chosen for the
survey and their opinions haven’t been modified. Again,
the continuously repeated claims of patient’s opinions
are prioritized for classifying, comparing and selecting
the significant problems for further assessment. In

addition to it, more issues for analysis can be changed
for different countries. For solving a problem or
redesigning an existence system, the authority has to be
concerned about economic feasibility and resource
scarcity in a developing country like Bangladesh. In that
case, A complete illustration of Talent selection and
Management& 5S Philosophy have been sketched here
for implementing it properly in manpower and
management system respectively. In the observation,
the estimated efficiency for private hospitals is 76% &
77% and for public hospitals the efficiency results are
57.64% and 53.46%.The differences were already
predicted as per survey analysis & performance ratings.
From the survey, it seems that a hospital should
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maintain a minimum 80% efficiency or a rating 4 out of 5
for a sound and good healthcare system. For research
perspective, total 80 patients & 20 personnel may not
sufficient to measure the overall rating accurately.
Implementing 5S in healthcare industries in Bangladesh
is really tough job as the personnel cannot maintain
perfect rules & regulation and they always intend to do
work easily. To establish 5S in a company, it is crying
need to create awareness in the personnel about 5S
and train them to habituate with 5S implementation.
Lastly, proper implementation of talent management
and 5S philosophy can make a new era or revolution in
the healthcare management system for competitive
improvement.

VI. CONCLUSIONS

A survey work sometimes represents data
redundancy and improper answers as all the patients
and personnel were not communicative and failed to
understand the particular question’s importance.
However, this research work has been accomplished by
screening patient’s opinions and their notions.
Moreover, competitive benchmarking and strategic view
of modern hospital were critically examined to build up
the proposed system in the research work. The process
is completely compatible and applicable for the existing
healthcare management system in Bangladesh. After
the 5S rating, the estimated efficiency for private
hospitals is 76% & 77% and for public hospitals the
efficiency results are 57.64% and 53.46% is found. This
research work is a primary solution for improving quality
and reliability of healthcare service. As healthcare
service sector is very wide so it is need to be improve
the entire department which are related with the
healthcare sector. The improvement of the healthcare
service sector is a continuous process. The future
attempt is to concern more strategically with this
associated sector and try to find out more strategic
solution for these problems.
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anhydrous or hydrated, and the concentration must be in clearly defined units. Common species names should be followed by
underlines at the first mention. For following use the generic name should be constricted to a single letter, if it is clear.

Structure
All manuscripts submitted to Global Journals Inc. (US), ought to include:

Title: The title page must carry an instructive title that reflects the content, a running title (less than 45 characters together with spaces),
names of the authors and co-authors, and the place(s) wherever the work was carried out. The full postal address in addition with the e-
mail address of related author must be given. Up to eleven keywords or very brief phrases have to be given to help data retrieval, mining
and indexing.

Abstract, used in Original Papers and Reviews:
Optimizing Abstract for Search Engines

Many researchers searching for information online will use search engines such as Google, Yahoo or similar. By optimizing your paper for
search engines, you will amplify the chance of someone finding it. This in turn will make it more likely to be viewed and/or cited in a
further work. Global Journals Inc. (US) have compiled these guidelines to facilitate you to maximize the web-friendliness of the most
public part of your paper.

Key Words

A major linchpin in research work for the writing research paper is the keyword search, which one will employ to find both library and
Internet resources.

One must be persistent and creative in using keywords. An effective keyword search requires a strategy and planning a list of possible
keywords and phrases to try.

Search engines for most searches, use Boolean searching, which is somewhat different from Internet searches. The Boolean search uses
"operators," words (and, or, not, and near) that enable you to expand or narrow your affords. Tips for research paper while preparing

research paper are very helpful guideline of research paper.

Choice of key words is first tool of tips to write research paper. Research paper writing is an art.A few tips for deciding as strategically as
possible about keyword search:
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e One should start brainstorming lists of possible keywords before even begin searching. Think about the most
important concepts related to research work. Ask, "What words would a source have to include to be truly
valuable in research paper?" Then consider synonyms for the important words.

e It may take the discovery of only one relevant paper to let steer in the right keyword direction because in most
databases, the keywords under which a research paper is abstracted are listed with the paper.

e  One should avoid outdated words.

Keywords are the key that opens a door to research work sources. Keyword searching is an art in which researcher's skills are
bound to improve with experience and time.

Numerical Methods: Numerical methods used should be clear and, where appropriate, supported by references.

Acknowledgements: Please make these as concise as possible.

References

References follow the Harvard scheme of referencing. References in the text should cite the authors' names followed by the time of their
publication, unless there are three or more authors when simply the first author's name is quoted followed by et al. unpublished work
has to only be cited where necessary, and only in the text. Copies of references in press in other journals have to be supplied with
submitted typescripts. It is necessary that all citations and references be carefully checked before submission, as mistakes or omissions
will cause delays.

References to information on the World Wide Web can be given, but only if the information is available without charge to readers on an
official site. Wikipedia and Similar websites are not allowed where anyone can change the information. Authors will be asked to make
available electronic copies of the cited information for inclusion on the Global Journals Inc. (US) homepage at the judgment of the
Editorial Board.

The Editorial Board and Global Journals Inc. (US) recommend that, citation of online-published papers and other material should be done
via a DOI (digital object identifier). If an author cites anything, which does not have a DOI, they run the risk of the cited material not
being noticeable.

The Editorial Board and Global Journals Inc. (US) recommend the use of a tool such as Reference Manager for reference management
and formatting.

Tables, Figures and Figure Legends

Tables: Tables should be few in number, cautiously designed, uncrowned, and include only essential data. Each must have an Arabic
number, e.g. Table 4, a self-explanatory caption and be on a separate sheet. Vertical lines should not be used.

Figures: Figures are supposed to be submitted as separate files. Always take in a citation in the text for each figure using Arabic numbers,
e.g. Fig. 4. Artwork must be submitted online in electronic form by e-mailing them.

Preparation of Electronic Figures for Publication

Even though low quality images are sufficient for review purposes, print publication requires high quality images to prevent the final
product being blurred or fuzzy. Submit (or e-mail) EPS (line art) or TIFF (halftone/photographs) files only. MS PowerPoint and Word
Graphics are unsuitable for printed pictures. Do not use pixel-oriented software. Scans (TIFF only) should have a resolution of at least 350
dpi (halftone) or 700 to 1100 dpi (line drawings) in relation to the imitation size. Please give the data for figures in black and white or
submit a Color Work Agreement Form. EPS files must be saved with fonts embedded (and with a TIFF preview, if possible).

For scanned images, the scanning resolution (at final image size) ought to be as follows to ensure good reproduction: line art: >650 dpi;
halftones (including gel photographs) : >350 dpi; figures containing both halftone and line images: >650 dpi.

Color Charges: It is the rule of the Global Journals Inc. (US) for authors to pay the full cost for the reproduction of their color artwork.
Hence, please note that, if there is color artwork in your manuscript when it is accepted for publication, we would require you to
complete and return a color work agreement form before your paper can be published.
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Figure Legends: Self-explanatory legends of all figures should be incorporated separately under the heading 'Legends to Figures'. In the
full-text online edition of the journal, figure legends may possibly be truncated in abbreviated links to the full screen version. Therefore,
the first 100 characters of any legend should notify the reader, about the key aspects of the figure.

6. AFTER ACCEPTANCE

Upon approval of a paper for publication, the manuscript will be forwarded to the dean, who is responsible for the publication of the
Global Journals Inc. (US).

6.1 Proof Corrections

The corresponding author will receive an e-mail alert containing a link to a website or will be attached. A working e-mail address must
therefore be provided for the related author.

Acrobat Reader will be required in order to read this file. This software can be downloaded
(Free of charge) from the following website:

www.adobe.com/products/acrobat/readstep2.html. This will facilitate the file to be opened, read on screen, and printed out in order for
any corrections to be added. Further instructions will be sent with the proof.

Proofs must be returned to the dean at dean@globaljournals.org within three days of receipt.

As changes to proofs are costly, we inquire that you only correct typesetting errors. All illustrations are retained by the publisher. Please
note that the authors are responsible for all statements made in their work, including changes made by the copy editor.

6.2 Early View of Global Journals Inc. (US) (Publication Prior to Print)

The Global Journals Inc. (US) are enclosed by our publishing's Early View service. Early View articles are complete full-text articles sent in
advance of their publication. Early View articles are absolute and final. They have been completely reviewed, revised and edited for
publication, and the authors' final corrections have been incorporated. Because they are in final form, no changes can be made after
sending them. The nature of Early View articles means that they do not yet have volume, issue or page numbers, so Early View articles
cannot be cited in the conventional way.

6.3 Author Services

Online production tracking is available for your article through Author Services. Author Services enables authors to track their article -
once it has been accepted - through the production process to publication online and in print. Authors can check the status of their
articles online and choose to receive automated e-mails at key stages of production. The authors will receive an e-mail with a unique link
that enables them to register and have their article automatically added to the system. Please ensure that a complete e-mail address is
provided when submitting the manuscript.

6.4 Author Material Archive Policy

Please note that if not specifically requested, publisher will dispose off hardcopy & electronic information submitted, after the two
months of publication. If you require the return of any information submitted, please inform the Editorial Board or dean as soon as
possible.

6.5 Offprint and Extra Copies

A PDF offprint of the online-published article will be provided free of charge to the related author, and may be distributed according to
the Publisher's terms and conditions. Additional paper offprint may be ordered by emailing us at: editor@globaljournals.org .

You must strictly follow above Author Guidelines before submitting your paper or else we will not at all be responsible for any
corrections in future in any of the way.
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Before start writing a good quality Computer Science Research Paper, let us first understand what is Computer Science Research Paper?
So, Computer Science Research Paper is the paper which is written by professionals or scientists who are associated to Computer Science
and Information Technology, or doing research study in these areas. If you are novel to this field then you can consult about this field
from your supervisor or guide.

TECHNIQUES FOR WRITING A GOOD QUALITY RESEARCH PAPER:

1. Choosing the topic: In most cases, the topic is searched by the interest of author but it can be also suggested by the guides. You can
have several topics and then you can judge that in which topic or subject you are finding yourself most comfortable. This can be done by
asking several questions to yourself, like Will | be able to carry our search in this area? Will | find all necessary recourses to accomplish
the search? Will | be able to find all information in this field area? If the answer of these types of questions will be "Yes" then you can
choose that topic. In most of the cases, you may have to conduct the surveys and have to visit several places because this field is related
to Computer Science and Information Technology. Also, you may have to do a lot of work to find all rise and falls regarding the various
data of that subject. Sometimes, detailed information plays a vital role, instead of short information.

2. Evaluators are human: First thing to remember that evaluators are also human being. They are not only meant for rejecting a paper.
They are here to evaluate your paper. So, present your Best.

3. Think Like Evaluators: If you are in a confusion or getting demotivated that your paper will be accepted by evaluators or not, then
think and try to evaluate your paper like an Evaluator. Try to understand that what an evaluator wants in your research paper and
automatically you will have your answer.

4. Make blueprints of paper: The outline is the plan or framework that will help you to arrange your thoughts. It will make your paper
logical. But remember that all points of your outline must be related to the topic you have chosen.

5. Ask your Guides: If you are having any difficulty in your research, then do not hesitate to share your difficulty to your guide (if you
have any). They will surely help you out and resolve your doubts. If you can't clarify what exactly you require for your work then ask the
supervisor to help you with the alternative. He might also provide you the list of essential readings.

6. Use of computer is recommended: As you are doing research in the field of Computer Science, then this point is quite obvious.
7. Use right software: Always use good quality software packages. If you are not capable to judge good software then you can lose

quality of your paper unknowingly. There are various software programs available to help you, which you can get through Internet.

8. Use the Internet for help: An excellent start for your paper can be by using the Google. It is an excellent search engine, where you can
have your doubts resolved. You may also read some answers for the frequent question how to write my research paper or find model
research paper. From the internet library you can download books. If you have all required books make important reading selecting and
analyzing the specified information. Then put together research paper sketch out.

9. Use and get big pictures: Always use encyclopedias, Wikipedia to get pictures so that you can go into the depth.

10. Bookmarks are useful: When you read any book or magazine, you generally use bookmarks, right! It is a good habit, which helps to
not to lose your continuity. You should always use bookmarks while searching on Internet also, which will make your search easier.

11. Revise what you wrote: When you write anything, always read it, summarize it and then finalize it.
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12. Make all efforts: Make all efforts to mention what you are going to write in your paper. That means always have a good start. Try to
mention everything in introduction, that what is the need of a particular research paper. Polish your work by good skill of writing and
always give an evaluator, what he wants.

13. Have backups: When you are going to do any important thing like making research paper, you should always have backup copies of it
either in your computer or in paper. This will help you to not to lose any of your important.

14. Produce good diagrams of your own: Always try to include good charts or diagrams in your paper to improve quality. Using several
and unnecessary diagrams will degrade the quality of your paper by creating "hotchpotch." So always, try to make and include those
diagrams, which are made by your own to improve readability and understandability of your paper.

15. Use of direct quotes: When you do research relevant to literature, history or current affairs then use of quotes become essential but
if study is relevant to science then use of quotes is not preferable.

16. Use proper verb tense: Use proper verb tenses in your paper. Use past tense, to present those events that happened. Use present
tense to indicate events that are going on. Use future tense to indicate future happening events. Use of improper and wrong tenses will
confuse the evaluator. Avoid the sentences that are incomplete.

17. Never use online paper: If you are getting any paper on Internet, then never use it as your research paper because it might be
possible that evaluator has already seen it or maybe it is outdated version.

18. Pick a good study spot: To do your research studies always try to pick a spot, which is quiet. Every spot is not for studies. Spot that
suits you choose it and proceed further.

19. Know what you know: Always try to know, what you know by making objectives. Else, you will be confused and cannot achieve your
target.

20. Use good quality grammar: Always use a good quality grammar and use words that will throw positive impact on evaluator. Use of
good quality grammar does not mean to use tough words, that for each word the evaluator has to go through dictionary. Do not start
sentence with a conjunction. Do not fragment sentences. Eliminate one-word sentences. Ignore passive voice. Do not ever use a big
word when a diminutive one would suffice. Verbs have to be in agreement with their subjects. Prepositions are not expressions to finish
sentences with. It is incorrect to ever divide an infinitive. Avoid clichés like the disease. Also, always shun irritating alliteration. Use
language that is simple and straight forward. put together a neat summary.

21. Arrangement of information: Each section of the main body should start with an opening sentence and there should be a
changeover at the end of the section. Give only valid and powerful arguments to your topic. You may also maintain your arguments with

records.

22. Never start in last minute: Always start at right time and give enough time to research work. Leaving everything to the last minute
will degrade your paper and spoil your work.

23. Multitasking in research is not good: Doing several things at the same time proves bad habit in case of research activity. Research is
an area, where everything has a particular time slot. Divide your research work in parts and do particular part in particular time slot.

24. Never copy others' work: Never copy others' work and give it your name because if evaluator has seen it anywhere you will be in
trouble.

25. Take proper rest and food: No matter how many hours you spend for your research activity, if you are not taking care of your health
then all your efforts will be in vain. For a quality research, study is must, and this can be done by taking proper rest and food.

26. Go for seminars: Attend seminars if the topic is relevant to your research area. Utilize all your resources.
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27. Refresh your mind after intervals: Try to give rest to your mind by listening to soft music or by sleeping in intervals. This will also
improve your memory.

28. Make colleagues: Always try to make colleagues. No matter how sharper or intelligent you are, if you make colleagues you can have
several ideas, which will be helpful for your research.

29. Think technically: Always think technically. If anything happens, then search its reasons, its benefits, and demerits.

30. Think and then print: When you will go to print your paper, notice that tables are not be split, headings are not detached from their
descriptions, and page sequence is maintained.

31. Adding unnecessary information: Do not add unnecessary information, like, | have used MS Excel to draw graph. Do not add
irrelevant and inappropriate material. These all will create superfluous. Foreign terminology and phrases are not apropos. One should
NEVER take a broad view. Analogy in script is like feathers on a snake. Not at all use a large word when a very small one would be
sufficient. Use words properly, regardless of how others use them. Remove quotations. Puns are for kids, not grunt readers.
Amplification is a billion times of inferior quality than sarcasm.

32. Never oversimplify everything: To add material in your research paper, never go for oversimplification. This will definitely irritate the
evaluator. Be more or less specific. Also too, by no means, ever use rhythmic redundancies. Contractions aren't essential and shouldn't
be there used. Comparisons are as terrible as clichés. Give up ampersands and abbreviations, and so on. Remove commas, that are, not
necessary. Parenthetical words however should be together with this in commas. Understatement is all the time the complete best way
to put onward earth-shaking thoughts. Give a detailed literary review.

33. Report concluded results: Use concluded results. From raw data, filter the results and then conclude your studies based on
measurements and observations taken. Significant figures and appropriate number of decimal places should be used. Parenthetical
remarks are prohibitive. Proofread carefully at final stage. In the end give outline to your arguments. Spot out perspectives of further
study of this subject. Justify your conclusion by at the bottom of them with sufficient justifications and examples.

34. After conclusion: Once you have concluded your research, the next most important step is to present your findings. Presentation is
extremely important as it is the definite medium though which your research is going to be in print to the rest of the crowd. Care should
be taken to categorize your thoughts well and present them in a logical and neat manner. A good quality research paper format is
essential because it serves to highlight your research paper and bring to light all necessary aspects in your research.

INFORMAL GUIDELINES OF RESEARCH PAPER WRITING

Key points to remember:

®  Submit all work in its final form.
e Write your paper in the form, which is presented in the guidelines using the template.
e  Please note the criterion for grading the final paper by peer-reviewers.

Final Points:

A purpose of organizing a research paper is to let people to interpret your effort selectively. The journal requires the following sections,
submitted in the order listed, each section to start on a new page.

The introduction will be compiled from reference matter and will reflect the design processes or outline of basis that direct you to make
study. As you will carry out the process of study, the method and process section will be constructed as like that. The result segment will
show related statistics in nearly sequential order and will direct the reviewers next to the similar intellectual paths throughout the data
that you took to carry out your study. The discussion section will provide understanding of the data and projections as to the implication
of the results. The use of good quality references all through the paper will give the effort trustworthiness by representing an alertness
of prior workings.
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Writing a research paper is not an easy job no matter how trouble-free the actual research or concept. Practice, excellent preparation,
and controlled record keeping are the only means to make straightforward the progression.

General style:

Specific editorial column necessities for compliance of a manuscript will always take over from directions in these general guidelines.

To make a paper clear

- Adhere to recommended page limits
Mistakes to evade

® |Insertion a title at the foot of a page with the subsequent text on the next page
e  Separating a table/chart or figure - impound each figure/table to a single page
e  Submitting a manuscript with pages out of sequence

In every sections of your document
- Use standard writing style including articles ("a", "the," etc.)

- Keep on paying attention on the research topic of the paper

- Use paragraphs to split each significant point (excluding for the abstract)

- Align the primary line of each section

- Present your points in sound order

- Use present tense to report well accepted

- Use past tense to describe specific results

- Shun familiar wording, don't address the reviewer directly, and don't use slang, slang language, or superlatives

- Shun use of extra pictures - include only those figures essential to presenting results

Title Page:

Choose a revealing title. It should be short. It should not have non-standard acronyms or abbreviations. It should not exceed two printed
lines. It should include the name(s) and address (es) of all authors.
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Abstract:

The summary should be two hundred words or less. It should briefly and clearly explain the key findings reported in the manuscript--
must have precise statistics. It should not have abnormal acronyms or abbreviations. It should be logical in itself. Shun citing references
at this point.

An abstract is a brief distinct paragraph summary of finished work or work in development. In a minute or less a reviewer can be taught
the foundation behind the study, common approach to the problem, relevant results, and significant conclusions or new questions.

Write your summary when your paper is completed because how can you write the summary of anything which is not yet written?
Wealth of terminology is very essential in abstract. Yet, use comprehensive sentences and do not let go readability for briefness. You can
maintain it succinct by phrasing sentences so that they provide more than lone rationale. The author can at this moment go straight to
shortening the outcome. Sum up the study, with the subsequent elements in any summary. Try to maintain the initial two items to no
more than one ruling each.

®  Reason of the study - theory, overall issue, purpose

®  Fundamental goal

®  To the point depiction of the research

®  Consequences, including definite statistics - if the consequences are quantitative in nature, account quantitative data; results
of any numerical analysis should be reported

e  Significant conclusions or questions that track from the research(es)

Approach:
®  Single section, and succinct
® Asaoutline of job done, it is always written in past tense
® A conceptual should situate on its own, and not submit to any other part of the paper such as a form or table
®  Center on shortening results - bound background information to a verdict or two, if completely necessary
e  What you account in an conceptual must be regular with what you reported in the manuscript

e  Exact spelling, clearness of sentences and phrases, and appropriate reporting of quantities (proper units, important statistics)
are just as significant in an abstract as they are anywhere else

Introduction:

The Introduction should "introduce" the manuscript. The reviewer should be presented with sufficient background information to be
capable to comprehend and calculate the purpose of your study without having to submit to other works. The basis for the study should
be offered. Give most important references but shun difficult to make a comprehensive appraisal of the topic. In the introduction,
describe the problem visibly. If the problem is not acknowledged in a logical, reasonable way, the reviewer will have no attention in your
result. Speak in common terms about techniques used to explain the problem, if needed, but do not present any particulars about the
protocols here. Following approach can create a valuable beginning:

Explain the value (significance) of the study

e  Shield the model - why did you employ this particular system or method? What is its compensation? You strength remark on its
appropriateness from a abstract point of vision as well as point out sensible reasons for using it.

®  Present a justification. Status your particular theory (es) or aim(s), and describe the logic that led you to choose them.

® Very for a short time explain the tentative propose and how it skilled the declared objectives.

Approach:
®  Use past tense except for when referring to recognized facts. After all, the manuscript will be submitted after the entire job is
done.

®  Sort out your thoughts; manufacture one key point with every section. If you make the four points listed above, you will need a
least of four paragraphs.
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®  Present surroundings information only as desirable in order hold up a situation. The reviewer does not desire to read the
whole thing you know about a topic.

e  Shape the theory/purpose specifically - do not take a broad view.

®  Asalways, give awareness to spelling, simplicity and correctness of sentences and phrases.

Procedures (Methods and Materials):

This part is supposed to be the easiest to carve if you have good skills. A sound written Procedures segment allows a capable scientist to
replacement your results. Present precise information about your supplies. The suppliers and clarity of reagents can be helpful bits of
information. Present methods in sequential order but linked methodologies can be grouped as a segment. Be concise when relating the
protocols. Attempt for the least amount of information that would permit another capable scientist to spare your outcome but be
cautious that vital information is integrated. The use of subheadings is suggested and ought to be synchronized with the results section.
When a technique is used that has been well described in another object, mention the specific item describing a way but draw the basic
principle while stating the situation. The purpose is to text all particular resources and broad procedures, so that another person may
use some or all of the methods in one more study or referee the scientific value of your work. It is not to be a step by step report of the
whole thing you did, nor is a methods section a set of orders.

Materials:

®  Explain materials individually only if the study is so complex that it saves liberty this way.
e  Embrace particular materials, and any tools or provisions that are not frequently found in laboratories.
® Do not take in frequently found.

e If use of a definite type of tools.

e  Materials may be reported in a part section or else they may be recognized along with your measures.
Methods:

e  Report the method (not particulars of each process that engaged the same methodology)

®  Describe the method entirely

To be succinct, present methods under headings dedicated to specific dealings or groups of measures

¢ Simplify - details how procedures were completed not how they were exclusively performed on a particular day.
If well known procedures were used, account the procedure by name, possibly with reference, and that's all.

Approach:

® |t is embarrassed or not possible to use vigorous voice when documenting methods with no using first person, which would
focus the reviewer's interest on the researcher rather than the job. As a result when script up the methods most authors use
third person passive voice.

®  Use standard style in this and in every other part of the paper - avoid familiar lists, and use full sentences.

What to keep away from

®  Resources and methods are not a set of information.
®  Skip all descriptive information and surroundings - save it for the argument.
®  |leave out information that is immaterial to a third party.

Results:

The principle of a results segment is to present and demonstrate your conclusion. Create this part a entirely objective details of the
outcome, and save all understanding for the discussion.

The page length of this segment is set by the sum and types of data to be reported. Carry on to be to the point, by means of statistics and
tables, if suitable, to present consequences most efficiently.You must obviously differentiate material that would usually be incorporated

in a study editorial from any unprocessed data or additional appendix matter that would not be available. In fact, such matter should not
be submitted at all except requested by the instructor.
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Content

Sum up your conclusion in text and demonstrate them, if suitable, with figures and tables.
In manuscript, explain each of your consequences, point the reader to remarks that are most appropriate.
Present a background, such as by describing the question that was addressed by creation an exacting study.
Explain results of control experiments and comprise remarks that are not accessible in a prescribed figure or table, if
appropriate.

e  Examine your data, then prepare the analyzed (transformed) data in the form of a figure (graph), table, or in manuscript form.
What to stay away from

® Do not discuss or infer your outcome, report surroundings information, or try to explain anything.
L] Not at all, take in raw data or intermediate calculations in a research manuscript.

® Do not present the similar data more than once.
®  Manuscript should complement any figures or tables, not duplicate the identical information.

®  Never confuse figures with tables - there is a difference.
Approach

e Asforever, use past tense when you submit to your results, and put the whole thing in a reasonable order.
e  Put figures and tables, appropriately numbered, in order at the end of the report

e |f you desire, you may place your figures and tables properly within the text of your results part.
Figures and tables

e |f you put figures and tables at the end of the details, make certain that they are visibly distinguished from any attach appendix
materials, such as raw facts

®  Despite of position, each figure must be numbered one after the other and complete with subtitle
®  |n spite of position, each table must be titled, numbered one after the other and complete with heading

e Allfigure and table must be adequately complete that it could situate on its own, divide from text
Discussion:

The Discussion is expected the trickiest segment to write and describe. A lot of papers submitted for journal are discarded based on
problems with the Discussion. There is no head of state for how long a argument should be. Position your understanding of the outcome
visibly to lead the reviewer through your conclusions, and then finish the paper with a summing up of the implication of the study. The
purpose here is to offer an understanding of your results and hold up for all of your conclusions, using facts from your research and
generally  accepted information, if  suitable.  The implication of  result  should be  visibly  described.
Infer your data in the conversation in suitable depth. This means that when you clarify an observable fact you must explain mechanisms
that may account for the observation. If your results vary from your prospect, make clear why that may have happened. If your results
agree, then explain the theory that the proof supported. It is never suitable to just state that the data approved with prospect, and let it
drop at that.

®  Make a decision if each premise is supported, discarded, or if you cannot make a conclusion with assurance. Do not just dismiss
a study or part of a study as "uncertain."

®  Research papers are not acknowledged if the work is imperfect. Draw what conclusions you can based upon the results that
you have, and take care of the study as a finished work

®  You may propose future guidelines, such as how the experiment might be personalized to accomplish a new idea.

®  Give details all of your remarks as much as possible, focus on mechanisms.

®  Make a decision if the tentative design sufficiently addressed the theory, and whether or not it was correctly restricted.
®  Tryto present substitute explanations if sensible alternatives be present.

®  One research will not counter an overall question, so maintain the large picture in mind, where do you go next? The best
studies unlock new avenues of study. What questions remain?

e  Recommendations for detailed papers will offer supplementary suggestions.
Approach:

®  When you refer to information, differentiate data generated by your own studies from available information
®  Submit to work done by specific persons (including you) in past tense.
= Submit to generally acknowledged facts and main beliefs in present tense.
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THE ADMINISTRATION RULES

Please carefully note down following rules and regulation before submitting your Research Paper to Global Journals Inc. (US):

Segment Draft and Final Research Paper: You have to strictly follow the template of research paper. If it is not done your paper may get

rejected.

. The major constraint is that you must independently make all content, tables, graphs, and facts that are offered in the paper.
You must write each part of the paper wholly on your own. The Peer-reviewers need to identify your own perceptive of the
concepts in your own terms. NEVER extract straight from any foundation, and never rephrase someone else's analysis.

e Do not give permission to anyone else to "PROOFREAD" your manuscript.

®  Methods to avoid Plagiarism is applied by us on every paper, if found guilty, you will be blacklisted by all of our collaborated
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