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Airline Call Centers

(An Investigation of Call Center Efficacy in the U.A.E.)

  Amitabh Upadhya 
 Sundaram Nataraja

Abstract:   This paper explores the concept of “Call Centers” with specific focus to Airline business. Although the Call Center concept has been used by many businesses and industries in the world, it is comparatively new for the airline business in the middle-east region. The paper investigates call center philosophy as a tool for achieving greater productivity and customer satisfaction for the organization. The study indicates that the Call Center concept is beneficial, both for the airline business and the customers in terms of improved service quality, customer satisfaction, cost effectiveness and higher level of productivity. This study also concluded that the call centers should use effective management practices to adapt and implement the operational changes that have great impact on customer satisfaction and call center efficiency. 

ATTAINING COMPETITIVE EDGE THROUGH C-COMMERCE

· An Analysis Of The Emerging Trends
  RENGASAMY ELANGO
Abstract:

The first generation e-commerce and b2b solutions have failed to yield the desired business performance in terms of turnover and profit mainly owing to the absence of integration among the key players in the supply chain. Research reveals that by the year 2005, half of the web-based commerce will be collaborative in nature.  So, in the current highly competitive web-based business scenario, manufacturers and all the players in the supply chain should be super-efficient at sharing information internally with partners, suppliers and customers.  This article makes an attempt to analyze the different levels of integration, and explains how C-Commerce helps  not only in reaching the market in a faster way but in ensuring improved productivity, quality, reduction in cost and assured return on investment.

Key words: e-procurement, virtual integration, external integration and competitive efficiency
MANAGING CONFICTS IN ORGANIZATIONS

 A.K.Srivastava

Abstract
Conflict is an indispensable behavioral dimension in an organizational setting. But conflict is not always harmful. An optimum level of conflict is needed to energize the system, but it should not be allowed to cross the optimum threshold. The organizational conflicts could emanate at an intra-personal, inter-personal or an inter organizational level. Lack of proper communication between people, personal reasons or differing perceptions on process related issues could be a potential breeding ground for conflicts. A suitable conflict resolution strategy is needed  to address existing or potential conflicts.

Key Words :  conflicts, organizations, conflict management strategies 

DUBAI - A MEMORABLE TOURIST DESTINATION
An evaluation of the paradigm shift

Sundaram Natarja
Rengasamy Elango
Syed Mahmood Ahmed

Abstract: Tourism is a complex system that comprises several components such as attraction, accommodation, entertainment, accessibility, attitude of the host community and so on. Tourist destination and tourism related activities are relatively a new development in many nations, especially in the middle-east region. This article aims to investigate and evaluate the paradigm shift in Dubai tourism sector due to recent developments that have been progressing on a large-scale in Dubai. A tourist destination would become memorable only when it meets the needs and wants of the travellers just above their expectations.  Hence, the total satisfaction and pleasant experience of the visitor are the key motivating factors for any destination to be regarded as a memorable tourist destination. The finding of the study has confirmed that Dubai is an emerging world-class destination in the recent years and has the potential to make the visit a memorable one for a traveller. 

Key words: Memorable destination, natural attractions, cultural attractions, potential visitors, repeat visitors

KNOWLEDGE MANAGEMENT-
SHARING YOUR KNOWLEDGE???????
Beena  Salim Saji

ABSTRACT

The present paper aims to bring attention to the phenomenological perspective of knowledge management, with emphasis on the importance of social networks in knowledge management and to develop a new model of knowledge management from the perspectives. Most of the work on knowledge management is related to data, information, and information systems and data warehouses. Few studies related to knowledge management focus on the importance of tacit knowledge sharing and social networks. The paper is conceptual highlighting the importance tacit knowledge and its sharing in knowledge management. A discussion on the epistemology of knowledge, learning organizations and creativity is included to bring out the importance of tacit knowledge and knowledge sharing through social networks in organizations. A model on knowledge sharing is developed out of this conceptual research done on the phenomenological perspective of knowledge management with emphasis on tacit knowledge and knowledge sharing.

Internet Banking: Server Authentication is a Must

 Hasan L. Al-Saedy , 

Abstract:

User of internet banking must authenticates him/her self to the bank server, bank server, on the other hand, must authenticates itself to user. A high percentage of the designers of internet banking Web Site ignore the server authentication part. Having no server authentication will subject the bank Web Site for hacking and extremely reduces the complexity of the Web Site security. In this research paper the sever authentication risks are discussed and suitable solutions to the problem are critically demonstrated.      

Key words: internet banking, security, web sites

Perceptional Variations of Product Placements in Movies among Expatriate Youth: a case study in UAE

Renata Valeska Miranda 

 Sudhakar Kota
Abstract. Creativity in advertisements in the form, structure, content and the technology is required to hold the attention span of the viewers. Product placement or embedded advertisements is an alternative strategy adopted by advertisers to overcome limitations of effectiveness and legal restrictions of traditional commercial communication. The paper describes the communication effectiveness of product placement of three different types of products placed in three different movies and resumes the small body of research in the field with the help of a empirical research. A quasi-experimental study is carried out in UAE was designed in order to identify awareness and attitude effects of the product placements as well as general evaluations of conventional advertisements. The results indicate small effectiveness of communication by the product placement especially in recognizing the brand, though not always it leads to product enquire, but it generates awareness and interest in the product because of realistic appeal produced by the product placement in a world of realism. Product Placement in movies enhances the effects of celebrity endorsement of the products because it is in a movie setting and reveals the product utility and its features without directing the consumer unlike in a conventional advertisement. Therefore it makes product placement more acceptable. The research highlighted the enhancement of product assessment in the new form of advertisements.

Key words: product placement, UAE, experimental design, placement awareness, product recall, recognition,  product assessment, captive audience. 
“GROWTH AND IMPORTANCE OF VENTURE CAPITAL INVESTMENTS: A STUDY OF THE MIDDLE EAST SCENARIO “

 Vijaya Kumar Gudep
Abstract: Venture Capital is attracting the attention of the modern investors since it is more attractive when compared to traditional sources of financing. Venture capitalists finance innovation and ideas which have potential for a higher return on investment coupled with high risk. In the broadest sense, therefore, venture capital connotes risk finance as well as managerial support. Entire Middle East emerges as an exciting market for Venture Capitalists. In the Middle East, this potential is confined not only to Information Technology (IT) but is equally relevant in several areas such as biotechnology, pharmaceuticals, media ,entertainment, agriculture, food processing, telecommunications and other services. The present research article highlights the need for developing a congenial environment for the growth of venture capital industry in the present Middle East context on par with America, Europe and Asian countries like Japan, China, Korea, Singapore, Indonesia, Philippines, Malaysia and India. The article also throws light on the venture capital environment in the Middle East and the challenges lying ahead. 

Keywords: Venture capital, start-up companies, start-up funding and investee firms.
Knowledge Management in the Hospitality Industry”
Olgun Cicek

Abstract

This paper aims to outline the Knowledge Management (KM) concept and process in general and adapt it to the Hospitality Industry in particular. 

It is a well known fact that knowledge is becoming very much important for the success of businesses. Within the service industry as well knowledge plays an important role. The tourism industry is a knowledge-based industry. The recent developments in information processing and knowledge production and transfer have implications for the processes and relations in the tourism industry.  Therefore, KM is the key for hospitality managers to establish in their organizations whether it is a hotel or a travel agency etc.   

Among the instrumental objectives of the hospitality the emphasis should be placed on knowledge management. 

In conclusion, hospitality industry is a people business. KM involves connecting people with people, as well as people with information. Therefore, a knowledge management system should be applied in the industry to be successful. 

MANAGEMENT CHALLENGES IN RETAIL SERVICE SECTOR
  R Anbalagan



P S Kabaly

Abstract

This study presents a snapshot of management challenges
among different types of retailers (Fast moving consumer
goods, cloth, consumer durables and automobile retailers ). Based on data collected 

(sample size = 83 ; response rate 83 percent ) from the managers of four types of 
retailers , we show  their management priorities .The results have 
important implications for understanding the management challenges,
which in turn help the managers in service design and operations.

Key words:  Management, retailing, services 

THE FAILURE OF THE MARKETING CONCEPT

Kishore Sirnani

Abstract

Consumerism is widely understood to mean protection or  promotion of consumers’ interest that take the form of an organized movement to provide consumers a platform for expressing their dissatisfaction, and defending themselves against the way that goods and services were marketed to them

Consumers were often subjected to various manipulative marketing tactics. Over the years, however, consumerism itself has evolved and changed, in much the same way that marketing approaches have changed, adapted, and evolved.

The proponents of the marketing concept have long argued that the primary aim of any business should be to satisfy a customer. Throughout the past four decades, however, the marketing concept has been more an article of faith than a practical basis for managing a business. 

Companies now embrace consumerist views in a variety of ways all of which are designed to foster a favourable image of the company and retain the customer. Indeed if companies that had professed to embrace the marketing concept in its entirety had actually done so, then there would not have been the growth of consumerism in the first place.
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