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Abstract
Economic Reforms with its primary thrust on globalization, free trade and competition has changed the entire industrial and
marketing maps of India. Globalization has had a diverse impact on the perception of the role of a “consumer” within the
framework of building and sustaining competitive advantage of an organization. As a result of Globalization, free flow of
goods, services and capital flows have increased multifold; thereby promoting consumerism resulting in the need for
redefining the role of markets and marketing strategies. The markets have become highly heterogeneous and complex; the
consumers are well informed and demanding due to the changes in their needs, preferences and lifestyles, with ease in
access of information through technological advancements. It may be observed that the developments in ICTs are both cause
and consequence of market expansions and cultural changes. Quality and differentiation characterize the competitive
markets. In both marketing and marketing research, the role of ICTs has taken a key prominence. In order to understand
the ever changing needs and preferences of the consumers, the organizations need to know how to collect information and
make the effective use of available information for the fulfillment of consumer ever changing demands. In this context ICTs
have become the important feature for organization to sustain the competition.The service sectors also have seemed to be
highly complex, heterogeneous and varies widely with respect to their skills, talent, technology and markets. As service is
intangible in nature, so it is information, knowledge and consumer centric. In this context, ICTs is a double-edged weapon to
improve the competitive advantage in service markets. In order to understand the role of ICT in services, a few service
sectors like the IT & ITES, Banking & Insurance, Educational Institute, Healthcare and Tourism was selected as a
demonstration exercise.
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INTRODUCTION
The information technology is a double edge sword, which
can be used for destructive as well as constructive work. Computers
and the internet are becoming an essential part of our daily life.
Information system is as old as recorded human history. In the
third millennium BC, the earliest use of information system
discovered was in a Sumerian temple. The Sumerians used clay
tablets for recording receipt and issues of grains to individual, out of
the temple grain store. The data storage requirement was little in
those days.
Information system moved fast towards the growth track in the
last few centuries. The industrial revolution gave greater space for
MIS growth; it began with simple manual system such as customer
databases on index cards.
In early 1642, the French
mathematician and philosopher Blaise Pascal invented the first
mechanical adding machine which was used to provide information.
Two hundred years later, Charles Babbage, (the father of computers)
a professor of mathematics at Cambridge university in England,
attempted to build a computing machine during 1880s.
In the late 1890s, Mr. Herman Hollerith, created a punch card
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system to tabulate the data. Main frame computers were used to
store information from 1940, 50s, 60s and up until the 1970s. In
the 1970s, personal computer came in to existence. The first
practical personal computer was developed by ‘Apple computer’.
With the advent of a computer, access and recording of information
and performing calculations at speeds which are almost unbelievable
became easy.
The evolution of MIS and its fast growth in the last few
decades, can be attribited to the following factors:
I. Growth of management theory and techniques.
II. Growth of management accouting and its application in business.
III. Changes in the production and distribution methods and the
consequent changes in the organisation structure.
IV. Development of management science(operations research).
V. Introduction of computer into business data processing and the
develpoment in information technology.
Traditional method of maintaining information
Before 1960s-70s, the information was hidden from the rest of
the world and performed tasks behind the closed doors. The
business players had very little knowledge about the maintaining and
documentation of the information related to their business aspects.
The technology was also very limited and found to expensive, which
was out of reach for many.
During this period the information was maintained manually, a
single individual performed all activities, It used to be difficult to carry
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out the day to day operation for an individual as the business in size
increased and became complex; from sole trading firms to global
corporations, from one or two commodities to several thousand
commodities leading to over stress, fatigue, boredom, delay in the
flow of information. As this method of maintaining information had
many drawbacks, they recognized the need for an effective
management information system. This became the primary concern
to every business organization.
Modern method of maintaining information
Managers use MIS operations for all phases of management,
including Planning, Organizing, Directing and Controlling. MIS
personnel must be technically qualified to work with computer
hardware, software, and computer information system. Earlier these
personnel were working as technicians, as the advancements in
technology led these technicians to develop the skills of system
managers who manage other people’s technical work, solve the
business problems of the user and not just of the data processing
department. Thus with the help of MIS the functioning of an
organization became easier, flexible and systematic.
Management Information system, as a term is generally
understood, is an integrated user machine system for providing
information to support operation, management and decision making
function of an organization.
The system utilizes computer
hardware and software; manual procedures; models for analysis;
planning; control; and decision making and a database. In order to
have effective MIS system in an organization, the need for
supportive Information and communication Technology’s (ICTs) was
felt by the Business house due to increased complexity and rate of
change of today’s business environment.
The Role of ICTs in Building and Sustaining Competition
Among other things, the recent global economic reforms
brought free trade and competition to the fore. Competition has
become the order of the day. It is characterized by “The threat of
entry and fear of exit”. The ethos of competition is the survival of
the fittest.
All organizations are struggling hard to make
themselves constantly fit so as to face, survive and grow in this ever
increasing highly competitive economic environment. The only
powerful instrument in this regard is the “innovation and efficiency”.
In this regard, all the organization either manufacturing or service
sectors, are investing heavily on Research and Development (R&D)
to become more innovative and efficient.
Globalization, in essence entails free trade (or free market)
which implies free flow of goods, services, capital and intellectual
work force among different countries. In effect, this implies there is
a free flow of knowledge, skills, competences etc. Of course, this
flow takes place under the broad principles and guidance of
intellectual property rights. These flows are induced, facilitated,
encouraged and buttressed by the ease in access to the
information/knowledge
through
the
recent
revolutionary
developments in S&T and more particularly in the IT sectors such as
computers, internets and web based technology. Corporates are
expanding and restructuring themselves to tap the vast potential
available globally.
In this regard, the large scale introduction and use of ICTs will
enable the corporates to expand the market base and also help in
building their competitive strength. Because, the computer and the
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internet awareness has spread tremendously among all the
educated and employed people across the globe. The use of ICTs
eases the entry and sustenance of corporate in a globally
competitive environment. It is a technology that shrinks vast
differences, blurs the political and cultural borders and thereby
enables the marketers to reach the customers of different countries.
The ICTs not only enables the service providers to improve the
quality of their service but also at the same time service seekers will
be benefited with the improved quality of services, lower prices,
faster delivery of service etc. They also get a wider choice of
information available through technological advancements to choose
from the divergent service providers and service quality. The above
discussed complexity of service operations is presented in a form of
framework as shown below.

(Source: Gabriel R. Bitran, 1993)

Fig. Framework for Analyzing Service Operations

The management needs to know how to collect information,
collate it, store it, analyze it, interpret it and understand the meaning
and implications of facts and data pertaining to the organization.
The ICTs acts as a connector between each and every components
in the service operations as shown in the above framework. The
information or the progressive application of ICTs to the input,
storage, processing, distribution and presentation of information is
the obvious tool to build not only their competitive advantage but also
their abilities to satisfy the customers. The ICTs have also become
very powerful management tools to face the intensively competitive
environment in the services market.
The ICTs have also an equally important role in the
formulation of the strategies because they will provide all the
necessary information and knowledge about the markets. The
ICTs provide a link among the service seeker, and the service
provider, in ways that they would be able to adjust mutually. In this
way, the operational/effectiveness of the organization will get
improved both qualitatively and quantitatively.
Consequent upon the outcomes of the economic reforms, the
extent of markets are getting enlarged enormously for various
reasons in recent years while at the same time they are also
becoming highly heterogeneous and complex. The needs, values,
tastes, lifestyles and preferences of the customers are rapidly
changing at such a fast rate that the marketers are not able to
capture them adequately to reformulate their strategy in tune with the
global trends. The conventional knowledge is not able to cope with
these high-velocity changes and unprecedented expansions. More
importantly, customers or service-users are becoming more informed
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and more demanding.
out for our study.

In this context the service sector is singled

The Impact of ICTs in Service Sector.
The service sector in general influences a country’s economic
competitiveness because services are mainly complementary to the
factors of production to produce the goods in the most efficient ways
and at competitive cost and prices. They enable and facilitate the
factors of production to produce the products at the least cost levels
although they do not participate directly in the production process.
Service sectors play a supportive, enabling and facilitative role and
complementary to the factors of production, but there is also a
reciprocal relationship between the two. Another distinguishing
feature is that the service sectors contribute to the economy
providing the purchasing power to buy products or create constant
effective demand for the goods. In this sense, both the goods and
services are complementary and mutually supportive to each other.
There are a large number of services and service providers in the
economy (Valarie A Zeithmal & Mary Jo Bitner, 2004).
The services sector is highly complex and heterogeneous
covering a large number of services ranging from IT, ITES,
hospitality to hi-tech ones like the software and export of talents
through educational institutions, consultancy services etc. They
vary widely with respect to their skills, technology and markets.
Each one is unique and distinctive by its own features. The ICT
has also contributed for the growth of service sector in the recent
years.
The new sunrise industries like the IT, ITES, the construction
sector etc., and their faster growth rates are creating a new class of
customers with different lifestyles and higher affordabilities.
Further, the demographic and other profiles of customers are
changing drastically along with their needs, tastes and preferences.
In essence, the markets are becoming highly complex and the
customers are becoming highly demanding. Hence, the marketers
are finding it very difficult to cope with these revolutionary socioeconomic changes in all the market situations. The quality and
differentiation characterize the competitive markets. The need of
being distinctive has become the core concern of marketing
strategies.
More importantly the services being intangible in nature are
essentially information intensive, knowledge intensive and people
centric. Service sector is witnessing a sea change in terms of
sophistication of technology used, customer profiles and
expectations, increased number of players in the market, real time
transactions etc. The only way to succeed is the learning and
application of ICTs to enhance the competitive abilities of the market
players. The revolutionary advancements in ICTs gave rise to Ecommerce, E-business, and so on. Therefore the Science and
Technology together with ICTs have made considerable impacts on
the rate and ways of making purchase decisions and subsequently
on marketing strategies. Firms are integrating their management
systems to achieve a real time decision making process through
digital convergence and going wireless. They have also networked
extensively with their suppliers and customers to achieve
organizational goals. Customers are being offered anytime,
anywhere and ‘one-stop’ (Single Window) shopping solutions
through internet-powered customer service.

The application of ICTs in selected Service Sectors
As a demonstration exercise, the present paper lays its focus
on some important select services like the IT and ITES, Banking and
Insurance, Educational Institution, Healthcare and Tourism industry,
to highlight the interface between ICTs and competitive strength.
IT and ITES
The ITES-BPO market, which came into existence with the
entry of the MNCs, expanded its base through Indian IT software and
services companies, especially the ones with a strong base of
outsourcing. A number of leading industrial groups in the country
have set up ITES-BPO facilities with a view to participate in this
emerging opportunity. India has remained one of the most favorite
offshore destinations for BPO/ITES activities.
Global companies have started to outsource their
requirements to India to capitalize on the cost advantage due to the
abundance of cheap labor. The huge middleclass can be
effectively tapped by the marketers if they are ICT enabled. The
industry plays a critical role in the ICT revolution by increasing the
rate of diffusion and reinforcing interactive learning amongst the
people.
The growth of IT sector has enabled the developing
economies to catch up with new technologies and services of
developed economies through international electronic networking.
The database required to be managed on a real time basis by
the organizations is very substantial and infact cumbersome if done
manually. The margins being low, a reduction in costs through
technological up gradation and networking is very critical for their
long-term survival. So in order to encash the opportunity and
establish brand the organizations need to make effective use of
ICTs, which inturn will contribute to growth of services sectors and
economic development of the country.
Banking and Insurance
Banking and Insurance contribute to the country’s
development through the financial support provided to all the private
and public sectors. They help the public through mobilizing their
savings and also guiding the individual to make investments. Banks
and insurance agents have diversified into Mutual funds, Retail
banking, Merchant banking and so on. This has in turn led to
computerization of information related to all the banking transactions
such as e-banking in order to save time and to have effective
utilization of the available information.
Banks and Insurance companies with the help of ICTs have
restructured themselves to be flexible, time conscious and customer
focused. Earlier customers had to go through long waiting time are
being offered ‘anytime, anywhere’ kind of customized solutions due
to the ICT revolution. Net banking enables customers to
draw/transfer funds, pay for public utility services, trade on-line,
download balance statements etc. easily, saving on time and cost for
both the customer and the banker. This in turn has made the entire
banking transaction as paperless and customer friendly.
ICT has had a positive impact on stock markets going online and real time and thus eliminating cumbersome procedures. As
speed is one of the parameters of competitive strength, effective use
of ICTs in this sector would enhance the competitive strength of the
country by reducing the lead-time in collection and investment of
funds.
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Educational Institutions
The educational system in India has changed dramatically
during the past decade in the face of globalization. The rapid
expansion of the educational institutions, the setting up of
autonomous bodies to guide standards in education, renewed
interest in affirming the relationship between education and national
growth. There are many viewpoints on how to prepare students to be
productive members of a new, technologically-savvy, global society.
The concept learning has taken paradigm shift from traditional way of
classroom learning to the modern e-learning. This is all due to
advancements in the Information and communication technologies.
The knowledge society has moved far beyond to develop its own
economy and industry. There are new ICT tools, collaborative sites
and blogs, platforms like Facebook and Twitter, video conferencing
and mobile tools.
“ICT stands for ‘communication’. Education is not possible
without communication; it includes interpersonal as well as internet
communication in a classroom. It is become essential for the
Institutions to coordinate and network with National and International
institutions with Researchers, Administrators Teachers and students
to gain a comparative perspective about the issue. In order to gain
the competitive advantage the institutions need to internalize the use
of ICTs. As new technology is incorporated into the everyday
learning experience, the faculties can use advance and more diverse
teaching methodologies and enhance the learning environment for
its students.
Healthcare
“The revolution in communication technology needs to be
harnessed to deliver healthcare services in rural India. The need is to
create an Health-care system that is both affordable and effective" President Dr. A.P.J Abdul Kalam.
Health care is the World’s Largest Industry. India has to be
prepared to meet the health care challenges of the new millennium.
In today’s context health care is recognized as a system that
requires a multi-pronged approach and total professionalism to
achieve quality and cost effectiveness. Hospitals today have to meet
the needs of patients and the total focus has shifted to patient
services instead of only medical and surgical therapies.
International health care accreditations standards, insurance
coverage for overseas patients with combination of tourists and
medical technology is essential to meet the challenges of competitive
environment. The rapid innovation leads to rapid diffusion of high
technologies and better ways of doing things.
It is generally believed that a healthy creative mind requires a
healthy body and hence there is potential for the health-service
markets. This could enable higher efficiency and innovative
capabilities. An efficient and effective health-service market is
essential to cope with the ever changing patterns of health problems.
Health is becoming increasingly important globally. It is
important not only from economics point of view but equally from the
sociological view point as the happiness index is gaining its
importance as a vital target variable. A patient seeking healthcare
facility will have wide ranging choices to choose from different
service providers of different countries.
Affordable cost at
competitive prices and the quality of health services including
nursing care supported by the state-of-the-art equipment and the
availability of highly skilled medical professionals and the
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comparable world class infrastructural facilities, are found to be the
major determinants of the extent of health service market in India.
ICT has the potential to solve many complex problems such
as an early diagnosis of symptoms can save a person's life. Rural
health kiosks can transmit symptoms of a sick person to a centrally
located hospital and provide a cure via the same medium to the
person. According to a study by the Association of Chartered
Certified Accountants (ACCA), patients in emergency is given prior
importance and shorter waiting times when innovative
communications technologies are deployed, The hospitals Investing
in a state-of-the-art communications system can increase the
satisfaction level of both the patient and staff and deliver quality
service at affordable cost. The ICT also helps in transfer of
information overseas, providing assistance through teleconference,
effective use of robots in the certain surgeries such as neurology,
based on the patients seeking service at a particular hospital in
foreign country.
Tourism
Tourism has been a major social concept of the entire globe
which has a positive edge and is being motivated by the natural urge
of every human being for adventure, exploration, education,
entertainment, and health etc. It encompasses a focus on social,
religious and business areas. According to the World Trade
Organization (WTO), the tourism comprises of all the activities of
persons travelling to and staying in places outside their usual
environment for NOT more than one consecutive year for leisure,
business and other purpose.
Tourism is not a single isolated activity. It also includes its
complementary sectors like transport (airlines/railways/Taxi services
etc), hotels & restaurants, travel agent services, insurance,
communication facilities etc. The effective marketing of tourism has a
synergetic effect on all the related service providers. This aside, it
contributes substantially to the foreign exchange reserves of the
country. Infact it has the potential to be a key factor in the country’s
growth due to its increased potential of foreign exchange earnings
and tremendous employment potential capabilities with the highest
value added component, Free mobility of expertise and networking,
development of supportive infrastructural facilities, encouragement of
cultural diffusion, environmentally sustainable processes, and
Information and Communication Technology (ICT) with state-of-art
technology adapted in tourism related services. Use of ICTs has
enabled this industry to attract customers from all over the world.
Accessibility to information (tastefully & artistically provided) and online registration is critical to a customer’s decision-making process.
ICTs have enabled Indian players to compete in global markets
through seamless access.
Medical Tourism is one of the upcoming industry next to
software boom. This sector can make wonder with the support of
government in the form of incentives and tax breaks. India, touted as
the favorite destination for information technology majors, is currently
emerging as a preferred destination for medical or health tourism.
The Government of India, State tourism boards, travel agents, tour
operators, hotel companies and private sector hospitals are exploring
the medical tourism industry for tremendous opportunities.
CONCLUSION
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The great proponent of the national competitive advantage
(Micheal Porter) observes that the major sources of competitive
advantage are cost and quality. In one sense, the ICTs enable an
organization to exploit all these sources in the best possible way.
In the present context, the ICTs will enable the organization to exploit
the advantages available through technological advancements to
take timely decision. Because, they give right information at the
right time to take decisions and implement the same. If timely
decisions are not taken, then the competitors may overtake. In this
way, the ICTs enable both the managerial decision making as also
the purchase decision by the potential service seekers. Thus this is
a double-edged weapon to improve the competitive advantage in
service markets. Thus, the ICTs being what they are have become
the defining feature of competitive advantage.
Excellent
competitors prosper and grow while wealthier rivals are restructured
or go out of business.
The only way to truly reform service sector
is to reform the nature of competition itself.
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