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Foreword
Making a difference

The recent disasters (natural or manmade) have once again highlighted the need to take care of
our environment and make efforts to create a more secure and sustainable society. Else the
world's future will be at stake. Growing social and economic inequalities has created urgency to
refocus our efforts on sustainable growth. Education institutions, especially universities, have a
significant role to play in building a better, secure and peaceful world order. Education
programmes need to integrate the concerns for society and environment. Standalone courses
like environmental management or ethics, therefore, have a limited utility, unless they are

linked to a holistic understanding of critical issues affecting our society.

Management education has a special role and responsibility towards creating this new world
order and an understanding of society. By very nature, management education is aimed at
developing managers and business leaders. In a way, these institutions develop potential
capitalists and consumerists. It is, therefore, imperative that management schools focus on
development of socially responsible leaders and individuals who understand the limits of
consumption and freedom of choice. They also need to educate conscious or responsible

capitalism.

Less this is understood as barbs of a socialist, | need to mention that at heart | am a capitalist and
firm believer in consumerism. But | equally believe in responsible consumption, leadership and

citizenship.

In 2007 NMIMS Business School faculty deliberated on the future of management education
and the way forward with the industry. This gave us an understanding of skills that we need to
focus. 2009 and 2010 deliberations in the faculty council concluded that we need to integrate
the social agenda in the MBA program. No Business School can claim to develop an ethical and
sensitive manager by remaining on the fringes of this agenda. Crumbling of Lehman Brothersin
2008 followed by AIG had a subsequent impact on our roles. A fundamental question debated
across leading management schools including NMIMS was the role played in developing ethical
managers with a “heart”. This took us to designing a civic engagement programme called WE
CARE. Understanding of social issues for managerial decision making was made an integral part

of MBA program. All students were mandated to engage with social agenda.
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WE CARE today is ably mentored by Dr. Meena Galliara, Director, Jasani Centre for Social
Entrepreneurship and Sustainability Management and her team along with other faculty

members from the business school.

| am happy that the Centre has now identified three case studies authored by MBA students.
These case studies emerge from the WE CARE program post 2010. The four articles authored by
students in this work provide a big picture. | hope you would enjoy reading as much as | had
enjoyed jointly conceiving this civic engagement initiative with Dean Business School Dr.

Debashis Sanyal and Dr. Meena Galliara.

Let us all pledge to work together to make a difference to our environment so that future

ik

Dr. Rajan Saxena

generations can live in peace, healthy and secure environment.

Vice Chancellor,
SVKM's NMIMS
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Preface

An important aspect of management education is the development of socially sensitive mangers
and active citizens. For this students should be trained to appreciate the value of community
service, but also have the vital knowledge, skills, and dispositions to be public problem solvers. In
this context the School of Business Management, NMIMS launched We Care: Civic Engagement
programme as an integral part of the MBA programme since 2010.

The present publication Unfinished Agenda... Unfolding Social Challenges is an outcome of the
experiences gained through the We Care: Civic Engagement internship. It provides insightful
details and analysis on the way in which the School of Business Management, NMIMS engaged its
students to work with the social sector. Our experience over the last two years shows that formal
and organized engagement of students with the social sector facilitates the process of social
sensitization, opens access to develop knowledge of the socially excluded groups, gives them an
opportunity to diagnose their problems and shape a few solutions to resolve the same.

The publication consists of three sections. Section | presents, “We Care: From Words to Action- A
Case Study of Social Engagement.” The case study articulates the rational for formal engagement
of students with the social sector. It elaborates on the steps adopted by the institute to sensitize
the students. The case reiterates the fact that when students get formally connected with the
social sector their social perspective is dramatically enhanced.

Section Il consists of three articles which have been the outcomes of the projects undertaken by
the students. In this section the first article is on, 'Consumer Perspective of Hybrid Health Care
Model: Case of Swasth Health Clinics.' The article is based on empirical study conducted by the
student. The study examines the factors which influence consumers (patients and their families)
to select health care settings and the scope of hybrid health care models like Swasth Clinics which
offer low cost medicare servicesin Mumbai.

The second article on, 'Stakeholder Mapping in the Real Estate Industry: Case of Tata Housing'
highlights the findings of stakeholder mapping and needs assessment carried out at the housing
sites at Kalyan, Bhubaneswar and Bangalore. It puts forth the relevance and importance of
stakeholder engagementin developing aninclusive approach.

The third article in this section is on, Transformation at Grassroots: Preliminary Audit of
MANTRA." Through this article an attempt has been made to document the current socio
economic profile of four villages in Odhisha. Further the article also makes an assessment of the
performance of water infrastructure developed by Gram Vikas, through its Movement and
Action Network for Transformation of Rural Areas (MANTRA) programme.

e
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The fourth article in this section is, 'Disaster Risk: Perception and Impact on Vulnerable
Communities." The article examines Disaster Risk Reduction (DRR) and Climate Change
Adaptation (CCA) linkages among the vulnerable communities. An attempt has been made to
map the efforts taken by the governments of various countries towards disaster management.

Section Il of the volume consists of three case studies developed by students based on their
internship project work.

The first case study in this section is on, 'AILA Cyclone: Paradigm shift in DRR.' The case discusses
the impact of the 2009 Aila Cyclone on the people in Bangladesh & India. The case briefly takes
stock of post Aila measures taken by Government of India in collaboration with UNDP to mitigate
the destructive effects of such cyclones in future and the challenges to rehabilitate the cyclone
victims.

The second case study in this section deals with 'Disaster Management in Mauritius.' This case
brings out the first-hand experience of the disaster response system in Mauritius during the
torrential rains. An attempt has been made by the case study to examine the disaster
preparedness efforts undertaken by the Mauritius Government.

'Social Inclusion: Case Study of Tata Power’, highlights the rational for social initiatives
undertaken by Tata Power at Mulshi Taluka. An attempt has been made to map the impact of
these initiatives on the local communities.

It has taken four months to document the We Care case study and edit the articles and case
studies; which perhaps might have been done more accurately, if | would have invested more
time. Despite observing due diligence in correcting the document, there is a possibility of
grammatical/typographical errors in the publication. Readers are requested to kindly excuse me

IO

forthe same.

Dr. Meena Galliara

Director,

Jasani Center

for Social Entrepreneurship

& Sustainability Management,
SVKM's NMIMS
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Prologue

Indiatoday has emerged as the second largest fastest-growing economy in the world. If one looks
at contemporary India from an alternate lens, a more critical and more censorious—story
appears. As quoted by Dreze J & Sen A (2011) in their essay on 'Putting Growth In Its Place'
highlight, “The progress of living standards for common people, as opposed to a favoured
minority, has been dreadfully slow—so slow that India's social indicators are still abysmal.” For
instance, according to World Bank data, only five countries outside Africa (Afghanistan, Bhutan,
Pakistan, Papua New Guinea and Yemen) have a lower “youth female literacy rate” than India
(World Development Indicators 2011, online). To take some other examples, only four countries
(Afghanistan, Cambodia, Haiti, Myanmar and Pakistan) do worse than India in child mortality
rate; only three have lower levels of “access to improved sanitation” (Bolivia, Cambodia and
Haiti); and none (anywhere—not even in Africa) have a higher proportion of underweight
children. Almost any composite index of these and related indicators of health, education and

nutrition would place India very close to the bottom in a ranking of all countries outside Africa.

The table below highlights India's ranking on various important social indices as well as that of

its neighbouring countries.

India and its Neighbours: Ranking on Social Indices’

Human Gender Peace Global Hunger Corruption
Development | Inequality Index Index Index
Index Index

India 136 101 141 63 94
Pakistan 146 135 157 57
Srilanka 92 55 110 43 91
Bangladesh 146 75 105 58
Bhutan 140 93 20 NA 31
Nepal 157 82 49
China 101 69 101 6 80

It can surmised from the above data that India has a long way to go in integrating growth with
development. India's poor social performance is resultant of its lack of political will, poor
governance and misplaced priorities and policies. For India to stay fit to fight for global economic

dominion, it will have to first address its social concerns. Corporations across the globe have

1Dreze,) & Sen, A. (2011) In Putting growth In Its Place. Retrieved from
http://www.outlookindia.com/article.aspx?278843

? Based on Reports published by UNDP, Transparency International, Institute of Economics & Peace and
International Food Policy Research Institute.

e
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recognized that social concerns are indeed business risks which can seriously impact its

sustainability. Hence it will have to play active role in becoming part of the solution.

The validity of such an engagement lies in understanding that sustainability issues today are in
the forefront of the business agenda. The recognition that ethical crises and environmental
problems located in a single nation or organization are magnified in a global society hasled to a
greater emphasis on moral leadership of business leaders. Consequentially both at the
National as well as the international level businesses are expected to adhere to global norms

around theissue of sustainability.

Changing societal expectations and intellectual climate has influenced businesses to be
responsible towards its various stakeholders. There is a paradigm shift in assessing the
performance of companies purely on economic terms to incorporate social and environmental
performance which demands managers to have business as well as social acumen.
Corporations have now accepted employee volunteering mechanism goes a long way in

instilling the right attitudes in their employees for developing socialacumen.

In the above context, the School of Business Management, NMIMS in July 2010 decided that in
addition to the academic inputs in the areas of CSR, environment management and other social
domains, it is important to provide hands on field experience. This would be instrumental in
effectively sensitizing students to examine social realities and analyze its cascading impacts on
various sections of the society. Accordingly the We Care- Civic Engagement internship was
institutionalized as an integral part of the MBA programme, albeit a non-credit one. The
internship enables MBA students to examine the ground realities and engage their creative
energy to address some of the social issues like education, gender discrimination, energy
conservation, poverty and others. It enables them to develop innovative ideas to deal with

theseissues. Students are placed for 21 daysinayearin asocial organization.

Since the inception of the internship, the School has made diligent efforts to review and revise
it, so that students as well as development organizations, in which students are placed, have a
valuable experience. The internship provided them with a great opportunity to understand
social realities and exercise their 'Power to Give' through their talent, knowledge, skills and
wisdom. The possibility of change and progress has excited them. Students feel such an
engagement creates and empowers them to advocate for and advance their effort to social
causes. The testimony to this is the fact that 147 alumni, who completed We Care internship in

2011 have signed up for volunteering with NGOs.

e
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The present publication is an outcome of the experience gathered by the students and faculty
who were key stakeholders of We Care internship project. The articles and the case studies
presented in this publication are indicative of the cultural shift that has taken place through the

direct engagement of students in the communities.

Dr. Debashis Sanyal

Dean,

School of Business Management,
SVKM's NMIMS
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Section |

We Care: From Words to Action- A Case Study of Social Engagement articulates the
rational for formal engagement of students with the social sector. It elaborates on
the steps adopted by the institute to sensitize the students. The case reiterates the
fact that when students get formally connected with the social sector their social

perspective is dramatically enhanced.
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We Care: From Words to Action
A Case Study of Social Engagement

Management education has always sought to support organizational leaders with business
insights to create profitability. However post Rio 1992, the scenario has spiraled a paradigm shift
in the core assumptions and practices of how we organize the economy and do business to
ensure that quality of life is improved for all, and especially for those currently suffering from
poverty, corruption and systematic human rights abuses. To drive this agenda management
education worldwide has taken a lead for creating the future that we want to see for developing

aninclusive and sustainable global economy.

The School of Business Management, NMIMS believes that as a leading B-School it bears a
profound moral responsibility to equip the students with knowledge, skills and values which will
enable them to become socially sensitive managers and leaders of tomorrow and influence the
society at large. This cannot be achieved merely by incorporating courses on sustainability. The
institute believes that if opportunities are provided to formally engage students to address the
social agenda they can be change makers. In this context the institute has institutionalized the
'We Care: Civic Engagement' internship as an integral component of the MBA programme since
2010.

The present case study makes an attempt to articulate the rational for formal engagement of
MBA students with development organizations. It elaborates on the steps adopted by the
institute to carry forward the agenda by incorporating We Care: Civic Engagement internship.
The case highlights that successful and sustained civic engagement goes beyond a laundry list of
tactics; itembraces a strategic and targeted plan in which a combination of tasks that are woven
together to create learning experience for the students. The case reiterates the fact that when
students get formally connected with the social sector their social perspective is dramatically
enhanced. Such opportunities also create an enormous opportunity for nonprofit managers'

and CSR professionals'to use students'talent to advance the social cause.
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We Care: From Words to Action

A Case study of Social Engagement’

Context

Increasing levels of financial, ecological and social crises have raised
questions concerning the role and responsibility of higher
educational institutions in general, and B-Schools in particular in
educating and training managers/decision makers. In the decade
since the Johannesburg Summit on Sustainable Development (2002),
there has been substantial activity in mapping the agenda for the
future of management and leadership education, and leading change
across the sector, with a core leadership role played by initiatives
including the Aspen Institute, The Academy of Business in Society
(EABIS), Globally Responsible Leadership Initiative (GRLI), Net Impact
and a few others (Leventhal, 2012). Similarly international
management and business school accrediting bodies like Association
to Advance Collegiate Schools of Business (AACSB) and European
Foundation for Management Development (EFMD), Graduate
Management Admission Council (GMAC), the Association of MBAs
(AMBA) and few others have developed the UN-supported Principles
for Responsible Management Education to further the cause of
sustainability education (UNPRME,n.d).

In this context reputed global B-Schools have introduced social
impact offerings ranging from improving its internal environmental
operations by reducing carbon emissions to helping indigenous
people to become economically self-sufficient through student led
activities. International schools have scaled up their activities through
their dedicated centers or divisions which anchor the social inclusion

agenda through academic and field initiatives. For instance the

Increasing
levels of
financial,
ecological
and social
crises have
raised
questions
concerning
the role and
responsibility
of higher
educational
institutions in
general, and
B-Schools in
particular in
educating
and training
managers/
decision
makers

’

°Dr. Meena Galliara, Director, Jasani Center for Social Entrepreneurship & Sustainability Management, NMIMS. The

author wishes to acknowledge the critical inputs provided by Dr. Rajan Saxena, Vice-Chancellor, NMIMS during

executing the We Care internships as well as drafting this case study.

.=
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Harvard Business School has a Social Enterprise division, Stanford
Graduate Business School has a Center for Social Innovation, and
University of Michigan's Ross School of Business has the Nonprofit &
Public Management Center. Cornell University's Johnson Graduate
School of Management has the Center for Sustainable Global
Enterprise and Duke's Fuqua business school has the well-known

Center for the Advancement of Social Entrepreneurship.

Indian Scenario

Rising inequality has emerged as one of the most important
problems confronting both businesses and societies across the
world. In the context of India, inequalities are observed in terms of
income, health, education and other dimensions of human
development as well as between the states, rural & urban areas and
different social groups. Ironically India houses the second largest
number of affluent people in the world, with three million
households having over $100,000 of investable funds. On the other
extreme one in four people in India is hungry and every second child
is underweight and stunted. In 2013, India was ranked 63 out of 88
countries listed in the Annual Global Hunger Index. The 2010
Multidimensional Poverty Index indicated that eight Indian states
account for more poor people than in the 26 poorest African
countries combined (Todhunter 2012). Such gross inequities are a
threat to develop sustainable businesses. Increasingly Indian
businesses are required to balance economic competition and social
cohesion. In this context it is crucial for Indian B-Schools to develop

managers who can deliver both business as well as social value.

B-Schools and Social Involvement

Leading B- Schools in India are striving to equip students with the
knowledge and skills which facilitate them to put sustainability at the
core of their future business activities through direct engagement
either through optional or mandatory mechanism. For instance, IIM

Ahmedabad Bangalore, Kolkatta and a couple of other B-Schools

“
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have an active student led social intervention initiative which
facilitates student's voluntarily involvement to undertake short term
projects and social campaigns, whereas SP Jain Institute of
Management and Research (SPJIMR), Mumbai, has a six-week

compulsory internship with NGOs.

NMIMS believes that social responsibility is a key contributor to
progress and that the principles and techniques of management are
applicable to both, the corporate sector as well as voluntary service

organizations. With the establishment of its Rotary Club of Bombay

“

West Chair in Management of Non-Profit Organizations in 1991, NMIMS

NMIMS became one of the earliest institutions in this country to believes that
social
responsibility
is a key

the formation of Socially Responsible Forum of Students (SRF). The contributor to
progress and
that the

inthe areas of education and product marketing. principles and
techniques of
management
are applicable
setting up the Social Enterprise Cell and scale up its social interface to both, the
corporate
sector as well

develop training in the area of voluntary sector. However, its student

led initiatives with the social sector commenced from 2003 through

forum partnered with Mumbai based NGOs and undertook projects

In 2005, the institute institutionalized its social commitment by

throughcommunity action. In 2006, the School of Business

Management (SBM) NMIMS became a member of UNGC Global as voluntary

Compact and pledged to follow the 'Principles of Management for service
organizations.

Responsible Education.'Over a period of time there has been a

growing realisation that social engagement of the B-School students
should not be an optional matter. Consequentially this led to

incorporating We Care: Civic Engagement internship.
We Care: Genesis
The idea of engaging MBA students in civic / social development

activities are attributed to the thought leadership provided by Dr.
Rajan Saxena, Vice Chancellor, NMIMS.
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Dr. Rajan Saxena envisioned that NMIMS graduates should be known
as 21st century Indian change agents who integrate socially sensitive
skills, knowledge, and attitudes alongside with business education
relevant to the emerging global markets. He appreciated the fact that
the B-School had incorporated courses in the area on CSR and
Environment Management which is critical for developing
knowledge base. But was that sufficient? He genuinely felt that it is
important for students to embed stronger and a more critical kind of
scholarship for incorporating sustainability dimension in their
thought process.For this to happen he was of the opinion that
students need to have an orientation of reality. They need to examine
and assess the power relations associated with resource flows, and
they should be able to infer the cascading impacts of extraction of
natural resources on various sections of the society. Subsequently,
they should be able to rationalize how businesses can be socially
responsive and responsible. To attain this he felt that thebusiness
school curriculum needs to go beyond skill development and
facilitate creation of social value to create socially sensitive
managers. Specifically, he wanted students to develop values of
integrity, care, compassion, respect and excellence so that they could
develop the potential for making a difference to people, planet and
profit. This could be accomplished only through direct engagement
of students with the civil society. He deliberated on this matter with
Prof Debashis Sanyal, Dean SBM and a few faculty colleagues.
Consequentially, in June 2010 he took the decision of
institutionalizing We Care: Civic Engagement internship as an integral

part of the MBA programme.

During the launch of We Care on July 10, 2010, Dr. Saxena in his
address emphasized that, “As a responsible B-School, we have a
mandate of creating global mangers who can become 'Leaders of
Consequence' and who are trained to use the tools of business in a
responsible way. Let us not forget that the people involved in the
decisions and practices that caused the Wall Street meltdown were

very bright professionals — but they lacked a sense of broader

Asa 1
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context, and they made decisions in isolation. In late 2008, we learnt
that a decision made by one person sitting at a computer could have a
direct impact on millions or even billions of lives, quite literally altering
history. A move that looks brilliant from the perspective of a lender or
shareholder may be disastrous when considered from the perspective

of homeowners or small businesses.

| have observed that in general, people have a very ambivalent view
on incorporating civic engagement activity as part of the MBA
curriculum. The validity of such an engagement lies in understanding
that sustainability issues today are in the forefront of the business
agenda. The recognition that ethical crises and environmental
problems located in a single nation or organization are magnified in a
global society has led to a greater emphasis on moral leadership of
business leaders. Consequentially ILO, UN, OECD, Ministry of
Corporate Affairs, and Department of Public Enterprises, Government
of India has issued mandates, which expect businesses to adhere to
global norms around the issue of sustainability. In this context, our
move to engage B-School students in understanding the 'Business-
Society' relationship through We Care internship is extremely

important.”

We Care: Civic Engagement

We Care: Civic Engagement internship encompasses the virtuous
integration of heart, head and hand by direct engagement of students
in social development activities. It is an initiative which enables MBA
students to examine the ground realities and engage their creative
energy to address some of the social issues like education, gender

discrimination, energy conservation, poverty and others.

The specific objectives of We Care are:

1. To enable students to value their role as informed & sensitized

citizensand engage them insocial and development activities.
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. To develop analytical skills of the students to examine the
cascading impacts of social problems on various social groups and
social institutions.

. To facilitate students' contribution of time, skills, talent and
knowledge to make a difference.

. To provide an opportunity to the students to learn and apply

managerial skills for addressing social issues and social projects.

The responsibility of executing We Care is institutionalized with the

Director, Jasani Center for Social Entrepreneurship & Sustainability

Management®. In all 303 students were placed across 57 NGOs

selected by the Jasani Center in Mumbai between July 15, 2010 to
March 30, 2011. Students were required to work with a specific NGO
on every Fridays for 6 hours. A review of the year long activity
revealed that there were a couple of issues which required to be

resolved inthe engagement strategy.

Management Issues

The management of 2010-11, We Care was caught between varieties
of pressures. To begin with the NMIMS management all of a sudden
decided toinstitutionalize the mandate of engaging students in social
development activities. Students were mandated to work for 6-7
hours with an NGO selected by the institute on one designated day in
the week. Students were caught unaware and were not mentally

prepared to accept the mandate.

Many students believed that they were at the B-School for entering a

line of work rather than for gaining civic competencies.

Asthe initiative was positioned as a 'Volunteering' activity majority of

the students were reluctant to work with the NGOs as they felt that it

The h
responsibility of
executing We
Care is
institutionalized
with the
Director, Jasani
Center for Social
Entrepreneur-
ship &
Sustainability
Management

‘ To institutionalize its social commitment NMIMS has instituted Jasani Center for Social Entrepreneurship &

Sustainability Management to disseminate knowledge about the social sector issues and approaches though

appropriate academic modules, research and field interventions in the areas of education, livelihood support and

disaster management.
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was a waste of their time and money. Some students articulated that
volunteering should be a voluntary activity, and should be left to the
individuals to decide. Some expressed the need to work with branded
NGOs like Teach for India, Oxfam, Action Aid, UNICEF and so on, as

they believed it would enhance their resume.

The pressures oscillated from the conceptual conflict with regard to
how engagement fits with the 'idea’ of developing sensitivity through
one day of fieldwork in a week in Mumbai, to issues in governance
ofWe Care.Students, faculty as well as development organizations as
important stakeholders had different perspectives and tolerance
levels for mandatory civic engagement. While students questioned

the validity and relevance of mandated civic engagement in a B-

School, NGOs were skeptical about the intentions of engaging B- Getting h

School students and questioned their commitment levels. The faculty people to the
table is hard.

Getting
lecture schedules were disrupted. Their actions did not demonstrate people to
remain at the
table-to stay
was observed that instead of engagement, there were evidences of engaged-can
disengagement from key stakeholders. It was evident that behind the be even more
challenging.

group at the B-School felt that We Care is an impediment as their

the much needed support and relevance to the We Care initiative. It

problem of so-called “disengagement” was a story of alienation of key

stakeholders. Decisions were moved forward without the input of
those members to whom these decisions mattered. The management
decided to review and revise the strategy and realized that it was
important to listen to the key stakeholders' perspective and involve

themin decision making process.

We Care: Review & Revision

Getting people to the table is hard. Getting people to remain at the
table—to stay engaged—can be even more challenging.
Consequentially a series of steps were taken. The Vice Chancellor in
the academic retreat reiterated that the B-School has a responsibility
to develop socially sensitive managers and in accordance to our vision
and mission we have to take steps to develop the social sensitivity of

the students. He took faculty inputs to revise the internship format. By

.=
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and large the faculty supported the idea of the formal social
engagement, but they wanted the institute to balance the academic

schedule.

The interactions with the NGOs who placed students felt that instead
of concurrent field work, NMIMS could consider block placements.
This would help students to concentrate on their field learning. It was
also felt by a few faculty members and NGOs that considering the
geographical diversity of NMIMS students, we should place students
in their own hometowns. This would activate their innate
commitment level towards their own city/ village, and the students
would have an advantage of knowing the culture, language and
network which in turn would facilitate their engagement process.
Additionally in the context of increased terrorism and gender abuse
in the country, placement of students in credible development
organizations in their hometowns seemed to be a safe as well as a

viable option.

The interactions with students revealed that while majority
supported the idea, some students felt that the hometown option
would be construed by the students as a 'vacation' and hence
placement should be in another city/town. However this would entail
students bearing their travelling, lodge & board costs. Informal
discussions with the students revealed that the additional cost would
create financial stress on them if the development organizations
would not bear the same. After a few deliberations it was finalized
that NMIMS would try out the option of placing students in

hometowns and review the same after two years.

The students agreed with the institute that the internship
organizations would be selected by Jasani Center. It was
recommended by the students that to drive home the seriousness
about We Care, the word 'volunteer' should be replaced by the word
'intern', so that there would be uniformity in inferring the

terminology. They also requested the Dean, to keep the aspiring MBA
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entrants informed about the mandated We Care internship, so that

they could take aninformed decision to join the B-School.

In view of the above the Dean took steps to inform all prospective
MBA aspirants seeking admission to NMIMS, about the mandated We
Care internship. During the orientation address he stated, “SBM
believes that social sensitivity cannot be transmitted through
classroom lectures or readings. One gets sensitized only through
exposure to social realities and experiential learning. In this context
the institute has incorporated We Care internship as an integral
component of the MBA programme, albeit a non-credit one.
Candidates who are keen to be part of our B-School should bear in

mind that We Care is a non negotiable commitment.”

The final placement brochure of the institute, as well as the SBM-
'Student Resource Book' also carried information about We Care

internship.

We Care: New Format

Based on the inputs received from key stakeholders a new format of
We Care internship was developed. According to the format, first year
MBA students would be placed in a credible NGO/ Government
office/ CSR department located in their hometown for a period of 21
days in February. They would be required to invest 6-7 hours per day
with the development organization. In case of non availability of
credible NGO in the hometown, the student would be placed in
MumbaiNGO/CSR department.

In case of international students efforts would be made to place them
in their own countries. However the air travel cost for the same had to
be borne by the student. In case if no credible NGO was found, then

the student would be placed in Mumbai.

“

Based on the
inputs
received from
key
stakeholders
a new format
of We Care
internship
was
developed.
According to
the format,
first year
MBA students
would be
placed in a
credible
NGO/
Government
office/ CSR
department
located in
their
hometown
for a period
of 21 days in
February.




Unfinished Agenda....Unfolding Social Challenges
e

To facilitate the smooth functioning of the placement process Jasani
Center in consultation with the faculty, senior students and the Dean
designed an internship policy and standard operating procedure
(SOP) for placing students and evaluating them. A code of conduct
was designed to enable students to make the learning process more

effective.

We Care: Initial Orientation

To develop initial engagement of new students to the We Care
internship, the senior students and the Director, Jasani Center gave a
general orientation to the students on the inauguration/foundation
of the MBA programme. This initial round of engagement was aimed
to generate momentum and create interest. Students were shown
inspiring documentaries and contributions made by the earlier batch
through the internship. A few senior students were invited to share
their experiences. This helped in creating a receptive and positive
environment. New students were encouraged to meet the core We
Care faculty team and SRF team to share their inputs either through

personal meetings or emails.

Placement Process

The SOP for We Care internship placement and execution consisted
of various activities such as profiling students, matching their skill
sets & geographies to the requirements of internship agencies,
sourcing credible internship organizations, orienting and developing
capacities of students to intern with the social sector organizations,

execution, monitoring and evaluation of internship (Refer Fig 1).
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Figure |
SOP: We Care Placement
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Table 1 below & Exhibit 1A & B in the Annexure enlists the data pertaining to student
placements at Pan Indialevelin2011-12 and 2012-2013.

Table 1
Pan India Placement of Students

Number | States| Union | Cities International Number of Duration
of Territory Placement Development
Students organizations

2 Jan 2012
to
21 Jan 2012

2011-2012 480 164

4Feb.2013
to
23 Feb. 2013

2012-2013
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We Care: Planning

The planning for internship commenced in the second week of June.
The We Care core team with the support of SRF Team gathered
student's personal profiles and their preferred areas of placement
with social work settings, skill sets and other data. (Refer Exhibit 2 in

Annexure ).

The students were given ten days' time to submit the data. The
collated data was thoroughly checked and segregated into
State/District/Block/Village/City wise category. Based on the
geographical locations efforts were made to locate credible
development organizations. On an average the We Care core team
invested around 450 hoursin a year in planning and executing the We

Careinternship. (See Chart 1inthe Annexure).

Locating Development Organizations

The institute networked with the alumni working with NGOs,
corporates, local and the state governments to solicit their supportin
placing students all over the country. The organizations for
placement were chosen following due diligence by considering
parameters like: a) Legal status b) Partnership with national and
international agencies c) Level of transparency practiced in the public
domain like information available on website, publication of balance
sheets, annual reports and other supporting disclosures. Speaking
about the selection of development organizations Ms Anuradha
Bhawe, Community Development Officer (CDO) said: “The selection
of NGOs is done on the basis of its legal status, accreditation from
Give India, Credibility Alliance, Guidestar India or collaboration with
UNDP/UNICEF/UNDMT/Central or State Government.” Placements in
NGOs amounted to 91% in 2012 and 92% in 2013. The balance got
placements in the CSR department of public and private

corporations.
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Refer Graph 1 for typology of development organizations in which

students were placed.

Graph 1
Development Organizations: Sector wise

Efforts were
v also made to
4 - . . ppe— strategically
0 18 40 & M 100 align
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. ' locations with
Execution of Internship the

* Other: Disaster Management, Media, Housing, and Funding Organizations.

Source: WE Care: Civic Engagement Report 2011-12 & 2012-13

requirements
of the

development
hundred students a month. All efforts were made to place all the organizations.

The CDO normally in the month of July sets a target to place almost a

students by December so that students would get enough time to do

preparatory work for the internship.

Efforts were also made to strategically align students' preferences,
skill sets, and hometown locations with the requirements of the
development organizations. Prospective development organizations
were contacted through emails/telephones/personal visits to
explore the possibility of placing students. In many cases
development organizations their expressed concerns with regard to
placing management students and that too for only three weeks. It
required quite a bit of persuasion to establish genuineness of the
internship programme and establish trust. In cases where a prior
placement experience had been positive, then the organization was

onlytoo happytoaccommodate the next set ofinterns.

[ | —
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Subsequent to the initial dialogue a written request for placement
was explaining the purpose, duration and other details along with the
student CV sent to the organization. In order to maintain
transparency and solicit cooperation and engagement from the

students, they were always keptin the communication loop.

A review of previous two vyear's data shows that very few
organizations promptly confirmed the placement. Organizations in
the interior parts of the country delayed confirming the placements
due to low internet connectivity and less technologically skilled staff
to operate computers. In urban areas, issues pertaining to getting
approvals from the management, workload issues of the staff,
alignment of student interest with NGO requirement were the major
reasons for the delay in confirmation. In this context a constant follow
up with development organization was required. A few organizations
selected the students based on tele/virtual/personal interviews. On
receiving a confirmatory mail from the development organization
students were encouraged to establish rapport with the
development organization through emails, skpe calls and personal

visits prior to the commencement of internship.

Few weeks prior to the placement duration in order to facilitate the
student engagement and learning the CDO shared the We Care code
of conduct, and reporting requirements to be followed by the
students to the respective development organizations. Most of the
development organizations have appreciated this effort as it
demonstrates the intent as well as the importance given by the

institute to the We Care internship.

Capacity Building: Orientation & Special Workshops

Capacity building is essentially about developing and improving
competencies and capabilities of students to effectively manage
their action learning in the field. In this context orientation

workshops were arranged between the months of August to

Capacity
building is
essentially
about
developing
and
improving
competencies
and
capabilities of
students to
effectively
manage their
action
learning in
the field

. e OO




Unfinished Agenda....Unfolding Social Challenges
e

December. On an average 20-25 workshops were conducted by the
Community Development Officer along with the faculty and senior
students. In these workshops an effort was made to orient the
students to the working culture of NGOs and their expectations from
the students. As learning and change begin at an individual level
senior students were invited to share their experiences. This proved
to be inspirational in many cases, as the junior students learnt that
many senior students are still in touch with their internship

organizations.

According to Mehul, a senior student, “Workshops assisted in giving
contextual and conceptual clarity of the relevance of We Care
internship. Students were advised to develop their information base
by reading relevant documents, reports, laws relating to social work,
state government policies, five year plans and so on. This helped us to

getoriented to the social sector.” (See photograph below)

Mr. Ujjwal Banerjee, Lead India Finalist: Conducting Workshop

Discussions during the workshops gave an opportunity for the
students to understand that while they would contribute their time,
skills and other resources to development organizations, they also
have to shoulder the responsibility to protect the institute's

reputation and demonstrate the values of integrity, care, respect and

17—
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excellenceinthe process. In this context it was reiterated through the
workshop that is was the responsibility of each student to follow the
We Care'Code of Conduct' (Refer Box 1) and reporting requirements /
guidelines (Refer Exhibit No 3 & 4 in Annexure). The importance and
relevance of maintaining self-discipline, reporting to faculty as well
field mentors, components of evaluation of internship,
consequences of non-compliance during the duration of placement

wasalso discussed at length.

Box |
We Care Code of Conduct

The code of conduct consists of guidelines for

a) Reportingtosupervisors

b) Policy for re-alignment of roles, work hours, issuance of
certificates

Source: We Care Code of Conduct 2011-12 & 2012 & 13

Apart from the orientation workshops in the last two years, special
workshops in the area of stakeholder mapping, working with
disabled and use of creative approaches to work in the social sector

were also conducted. (Refer Exhibit No 5in Annexure).

Projects Handled

Students in their internship organizations were given an opportunity
to work on short term projects. The internal review of We Care
reveals that a few organizations communicate the projects prior to
the placement duration. But, by and large, many organizations allot

projects only after the placement commences.

Students were permitted to work either on existing projects or
develop new projects based on requirements of the development
organizations. In the last two years the internship organizations
allotted various challenging projects to students which were majorly
in the areas of project management, brand building, resource
mobilization and developing new initiatives (See photographs).

(Refer Exhibit 6 in Annexure for details)
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Students in Action

Refer Graph 2 below for the various projects handled made by
studentsin2012and 2013.

In project management area, students handled projects related to
developing innovative and cost effective implementation plans,
impact assessment, saving costs and improving operational

efficiency.

Inthe context of brand building projects, students worked on creating
various publications, like brochures, leaflets, newsletters and power

point presentations.

Graph 2
Projects Handled
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Students helped NGO staff to use multi-media and social media to
promote their cause and events. A few students were involved in
handling new initiatives for the NGOs like designing new courses for
educating children, writing proposals for income generation
activities, and developing IT skills of staff for using special softwares
for budgeting, accounting and inventory. Those who were placed
with MFls got an opportunity to work on financial products for the
resource deficit. Some NGOs used student support for resource
mobilization, writing proposals to the funding agencies/ donors and
developing market support interventions for marketing NGO

products.

Ateam placed in Ahmedabad undertook audit of 'Disaster Mitigation
Preparedness' of Ahmedabad Municipal Schools. One team in Nasik
created a documentary on migrant workers capturing the various
problems faced by them. Students wrote B-plans for dairy business,
disability clinic and other small enterprises. In 2013 a student carried
out a survey to review the Right to Information Act (RTI) of 2005 by

Government Public Information Officers of Aligarh District.

One team helped the NGO to form the Student United Way, Chennai
chapter, which is the first of its kind in India, while another team
created websites for six villages in Haryana so that they could have a

digital panchayat.

One of the teams did a thorough research and devised a new
donation model called 'Payment by Results (PBR) which makes it
mandatory for the organization to achieve pre-determined social

outcomes before transfer of any funds for its projects.

Mentoring

In order to enable students to apply their managerial potential to the
social sector it is important to provide them with mentorship
support.In all, there were 18 faculty mentors in 2012 and 40 in
2013.Each faculty mentor was required to mentor, monitor and

evaluate the students (Refer Table 2).
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Mentoring involved guiding student to complete their field tasks
pertaining to designing survey, writing B-plans, fund mobilization,
design media and marketing strategy, drafting HR policies for NGO
staff, design appraisals, document reports and design operations
plans. Students who received project work prior to placements
discussed their projects with their mentors before leaving for their

respective placements.

Students were advised to keep in touch with the faculty mentor
through emails, google doc, and telephone / skpe calls. At the end of
the placement faculty mentors assessed the learning of the students'
through viva—voce. Based on the student's performance the faculty

mentorsissued a 'Completion Certificate' to the student.

Table 2
Faculty Mentor Tasks

Monitoring

Mentoring

Evaluation

Electronically
reviewing students'
performance
through google docs
and assess progress
regarding the project
undertaken by the
student.

Provide inputs
(whenever required)
to students regarding
their project and its
application through

email or telephone.

To conduct viva-
voce based on
the project
report.

Contact the student /
organizational
mentor once or twice
a week to inquire
about the student's
performance
through email or
telephone.

Provide guidance to
students for poster
presentation.

Students had mixed reactions with regard to receiving mentoring
support from faculty. A section of students felt that all the faculty

members were not excited about mentoring them and thus had
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problems at the field. They were required to contact the We Carein-
charge or were left to fend for themselves. Some faculty members
who enjoyed mentoring students felt that students were highly
excited to share their learnings and experience with their mentors.
Prof T. Kachwala while sharing his mentoring experience said,
“Mentors role is very important to create a good learning experience.
It is important to monitor and manage the students' performance
constantly in their placements. | personally feel that We Care is an
excellent idea, and most of my students are taking the placements
seriously. | have made a google doc of all the 13 students | have
mentored in 2013. This helps me to be updated and interact with
them. | also feel that We Care placements are the USP of our MBA

programme and | have come across students who have joined the

MBA programme because we have incorporated the We Care I personally h

placement. Some of my students have been felicitated by the feel that We
Care is an

excellent
with their organizations after their placement is over.” idea, and
most of my
students are
taking the
that “I took the initiative to look up the websites and information placements

seriously

organizations they were placed in and have continued to be in touch

Similarly Dr. Gowri Joshi another faculty mentor very strongly feels

about the organizations my students are placed. This helped the

students to understand that | am taking keen interest in extending my
support to them. This helps them to be motivated and reciprocal. This
leads to building a relationship which has both a blend of formal as
well informal mechanisms to monitor and mentor the students. My
mentoring experience has been very positive and | feel that the
students look upon the faculty to help them to realize the seriousness

of the project.”

Monitoring of Internship

To facilitate student engagement of students and enable the learning
experience, efforts were taken to monitor the student's performance
at the field at regular intervals. The organizational mentor through

daily and weekly logs submitted by the students assessed the
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progress of the student's contribution. A separate google doc was
created to enable the students to submit their weekly progress
reports to their respective faculty mentors on every Saturday. The SRF
team collated all the weekly reports and assisted the Center in
generating compiled weekly reports which was then circulated to the

Vice Chancellor, Dean, faculty members and the students.

Incase, if any student reported his incapability to work on the allotted
project due to personal or professional reason he/she was requested
toimmediately alert the organizational mentor, the faculty mentor or
We Care core team member. This strategy helped in early intervention
and enabled the We Care team to sort out issues between the student
and the placement organization. For instance a team of students in
Pune had a problem in collecting data in Marathi from the field.
TheWe Care in-charge intervened and requested the organization to

arrange foraninterpreter.

In another instance students placed with an NGO in Patna who were
working on the malnutrition project were apprehensive about
travelling to the interiors because of Naxal attacks. The students
contacted the We Care in-charge and expressed their concern. The
matter was sorted out amicably between the organization and the

students.They were counseled and were assured that the

organizational staff would also travel with them.Similarly students

placed in the interiors of Andhra Pradesh were asked to start their
fieldwork at 5.30 a.m., as they had to work with the farming
community. Students expressed their reservation, but after
counseling from the We Care in-charge and the realization that their
behavior would attract academic action, they decided to cooperate

and later on had a greatlearning experience.

In very few cases, organizational mentors complained about the
discipline issue with the students. As they alerted the institute
immediately, corrective actions were taken. The We Care core team

members kept in touch with the organizational mentors to facilitate
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the student's learning process and map their performance.
Wherever possible faculty mentors also paid field visits, a practice

that has been much appreciated by the development organizations.

According to Mrs.Patwardhan, Director, Door Step School Pune, “We
are happy to note that NMIMS is taking keen interest in monitoring
the student's progress by contacting us every week. This helps us to
know that our investment in students is valued by you.” Similarly,
Mr.Mihir Desai, Managing Trustee, AIDMI, expressed that, “It is good
to know that NMIMS treats social internships at par with summer
internship and has a Code of Conduct. It is important for students to
know that maintaining self discipline is a mandatory for achieving
excellence. | am particularly happy to learn that the We Care team

every week reads the progress reports sent by students.”

Mrs. Asha Rane, Trustee, Hamara Foundation, Mumbai in her
observation commented that, “/ am happy that the institute helps
students to understand that NGOs can also be professionally
managed. Faculty mentors who monitor students' performance help
students to examine the varied societal changes that are influencing
the service delivery system (such as managed care systems, increased
specialization, professional liability, accreditation standards, etc.),
the internship continues to offer a somewhat insulated experience
where the emphasis and priority for us is on maximizing the student's
learning opportunities. We as organizational mentors need to
become increasingly creative and flexible in structuring the
placement for their assigned students in order to ensure the student is
able to receive the fullest range of experiences — perhaps even
allowing the student to become involved with other agencies or

programmes in order to fulfill this need.”

On the whole the monitoring process designed for We Care
internship created a positive impact on the student engagement
process in civic engagement activities. Consequentially the rate of

defaulters was significantly low. For instance in 2012 there was only
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one defaulter out of 480 students and in 2013 there were two
defaulters out of 503. The institute believes that the defaulters need
to review and revise their behavior and are liable for Academic Action
(Refer Box 2).

Box 2
Academic Action

A defaulter student is a student who violates the We Care Code of
Conduct. Such student is required to complete 250 to 300 hours of
field work in a social sector organization and contribute 75 hours
of labourious work in NMIMS library. The nature of work is
basically manual and clericalin nature.

For the batch of 2013-2014, SBM in its 'Student Resource Book'
has notified that the Dean reserves the right to detain defaulter

studentsinthefirstyear.

Evaluation

We Care internship is an integral part of the first year of the MBA
programme. At the end of the internship each student is expected to
submit a copy of his project completion report to the organizational

mentor, faculty mentor and the We Care core team.

The student is expected to clear multiple evaluations as a part of his or
her professional development and growth. At the first level the
organizational mentor sets measurable goals and uses this format
along with the project completion report and time sheets to facilitate
the evaluation based on which a 'Certificate of Completion' is issued

by the internship organization. (Refer Exhibit 7 in Annexure)

The faculty mentor conducts a viva-voce for objectively assessing how
the students completed the assigned tasks, handled challenges,
increased their understanding about an issue, map perceptual
changes and other related areas. Each faculty mentor is expected to
give a'Certificate of Completion' to the students. (Refer Exhibit 8 in

Annexure)
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Finally to celebrate the learning journey of students and to facilitate
peer learning, students are required to present their learning
through a poster presentation. The focus here is on enabling the
students to showcase their learning in a professional manner to the
external world.The emphasis of the poster is on highlighting how the
student has increased his awareness of the social issue and the

managerial learning that has taken place.

Poster Presentation

We Care poster presentation serves to communicate to the external
world the potential of NMIMS students in civic engagement
activities. According to Prof Sanyal, “Poster presentations provide
students with an opportunity to have dialogue and debate with peer
groups, faculty, business executives, government officials, activists,
media, civil society organizations and other interested groups and
stakeholders on critical issues related to global social responsibility
and sustainability. The interactions at the poster presentations aid in
reflecting on their project work and knowledge gained while
addressing challenges in meeting social and environmental
responsibilities and exploring effective approaches in meeting these
challenges. In this context every team looks forward to participate

and attend the poster presentation.”

Each team placed in an organization was requested to present its
work through one poster. To maintain uniformity of posters the
students are given specific instructions and guidelines with regard to
the layout, contents, graphicillustrations and the use of colour (Refer
Exhibit 9 in Annexure). Through this exercise students learn to
effectively utilize the limited space that is available for illustrating

their workin a creative and professional manner.
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Eminent dignitaries’ professionals and subject experts from

corporate, government and NGO sectors were invited to judge the
poster presentation. To facilitate quality interaction between the
judges and the students each judge was required to judge only 4 or 5
posters in 2 hours based on specific criteria like content, clarity,

learning outcomes and so on. (Refer Exhibit 10 in Annexure).

Table 3 presents the data on number of posters and invited judges for
2012 & 2013.

It was observed that students were excited to present their work to
subject experts. By and large the dignitaries and invitees found the
poster presentation highly informative. Formal and informal
discussions with the dignitaries revealed that students combined
their pursuits with purpose. They discovered that they couldleverage
their knowledge and skills to affect meaningful change. (See

photographs below)

Poster Presentation

Students Interacting with Interaction with
Mr. Balwant Sheth & the Chief Guest
Prof. M.N. Welling.

*In 2012 Prof Natarajan, Former Director IIT Madras,Prof Kalro, Former Director IIM Kozikode&ShriBalwantSheth,
Vice President, SVKM inaugurated the event. In 2013 the event was inaugurated by Mr. UdayKhanna, Chairman,
Lafarge India Pvt Ltd, Mr Vikas Gadre, Director General, Bombay Chamber of Commerce and Industry, Dr. Rajan
Sharma, Group Head (EHS), Glenmark Pharmaceuticals, MsShwetaShukla, Associate Director & Head —
Communications, Procter & Gamble India. Ms. Rupali KShah, Director, Kevin Enterprises Private Limited.
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Table 3
Number of Posters & Judges

Posters

2012 180

2013 213

Source: We Care: Civic Engagement Report 2011-12 & 2012-13

Prof Natrajan, Former Director [IT Madras was overwhelmed after
interacting with students. In his closure remarks he said, “/ think MBA
students' engagement can have a profound impact. When students
share lessons, create visions, and learn together, they can inform,
empower, and inspire one another. Those of us who are no longer
young, age-wise, will find our spirits revitalized. The catalytic nature
of work carried out by NMIMS students which is highlighted through
this poster presentation is an important aspect of the institute's social
responsibility. The impressive volume of work carried by students

show the depth of learning that has taken place justin 21 days.”

The poster presentation provided a snap shot of the changed
thought process of the students. In this context Prof Kalro, Former
Director 1IM Kozikodestated, “My interactions with the students
make me realize that there is an important paradigm shift in their
thought process. Students are no longer concentrating on how NGOs
can provide services; rather they are thinking how opportunities can
be created for the poor to enable them to access education, health
care and employment. The focus is on strengths and interests rather
than remediation as a means to address deficits, and a shift from a
problem-focused approach to problem solving approach. By
providing field-based learning opportunities, NMIMS has

transcended its horizon.

The poster presentation confirms the relevance of We Care, when
industry executives uphold these ideologies. In this context Mr.
UdayKhanna, Chairman Lafarge Group who inaugurated the 2013
poster presentation stated, “Over the past decade, we have been

experiencing in this country and around the world a 'revolution of
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rising expectations'. This has, on the one hand, unleashed new
energies in our society and, on the other, fostered an atmosphere of
great impatience and cynicism. This is a challenge that all of us must
deal with, together, so that we can socially and politically sustain an
environment conducive to higher economic growth. In this context,
each one of you who aspires to become an effective corporate
manager, is required to understand the inter linkages between
business and society. The experience which you have gathered in 21
days should be put to use appropriately. The corporate world expects
the new breed of mangers to be firmly grounded to create both

sustainable enterprises and communities.”

Echoing Mr. Khanna's sentiments Mr. Vikas Gadre, Director General,
Bombay Chamber of Commerce and Industry, shared “In 1980s there
was almost no talk at all in business schools about anything that we
might now call as social responsibility. Today there is a tremendous
ethical responsibility upon anyone seeking to “do good.” This is
especially true of people, be they nonprofit organizations or the
newest wave of MBA students, attempting to do business in or create
change in a developing nation. | am happy to learn from the students
that they completed the internship with a spirit of humility, developed
a commitment to inquiry, and are the willing to learn and change.
Their work should not end here. Rather they should continue to gather

the experience throughout their life.”

The poster presentation demonstrated that MBA students can be
assets to development organizations. In this context Ms. Zankhana
Patel, Country Director Vibha, a Funding Agency, shared, "Young
students should be at the forefront of global change and innovation.
The 21 days of internships may have empowered some to become key
agents for development and peace. In the NGO sector there is always
more demand of volunteers than supply and the sector would really
benefit if more MBA students came forward to offer their time and
specialist knowledge. It is overwhelming to learn that students have a

fresh perspective to the issues which we normally handle and get
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frustrated. NMIMS should ensure that all young students across its
various Schools have every opportunity to participate fully in such

activities.”

Many executives who were invited from industry while interacting
with the students expressed that as corporations come under greater
scrutiny for their ethical and environmental practice, employers are
turning to a growing number of MBAs who have an understanding
ofthe impact of sustainability issues. In this context the lead taken by

NMIMS in a sustained manner is commendable. Organizational

mentors from Spastic Society, Sols Arc, Shroff Self Help Center, Save N
I stand to
benefit from
poster presentation were excited to see their students advancing the the
knowledge

which the
students were a wonderful resource to them. They brought wealth of students have

the Children India, Vidya and a couple of other who attended the
cause of their organization. They unanimously stated, “NMIMS

energy, enthusiasm, and commitment along with them. shared with
me. | was not

aware of the
Mr. Ramdas Dhumale, State Coordinator, Maharashtra State Rural successful

Livelihood Programme (MSRLM) shared, “/ stand to benefit from the livelihood
support
activities

of the successful livelihood support activities undertaken by other undertaken
by other
NGOs in other
the NGOs for further interaction. | request NMIMS to depute a few States

interns with the MSRLM too.”

knowledge which the students have shared with me. | was not aware

NGOs in other States. This exposure will help me to touch base with

To cheer the students and encourage them faculty mentors, NGO
mentors, members of alumni also took their time off and visited the

poster presentation venue.

Faculty mentor Prof. T. Kachwala said “/ think we should showcase the
learning because we want to demonstrate what we have done, it is
our USP and innovative.” Dr. Gowri Joshi felt “This is a great initiative
to call external judges; posters are good and self-explanatory, more

motivating to listen to the students explaining their posters.”
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Speaking about the experience students got during the poster
presentation Swaminathan, and Sankalpa and a couple of other
students felt that the, “We Care internship itself is a great experience
and sharing the experience with others during the poster presentation
gives a different perspective to our work. When we witness, so many
organizations are trying to change the destiny of this country, we feel
energized and believe that there are so many people in the country
who are trying to change small part of this Nation. As management
students we realize that this country needs a good CEO & CFO.
Through the poster presentation we learn how to present our

experience in a creative and professional manner.

Students Feedback

It was D
heartening to
To review and revise the We Care internship program, the students note that 82%
were requested to give their feedback. On the whole students in 2012 and
88% in 2013

reported high
moving experience. Graph 3 highlights the level of satisfaction of level of

expressed that they learnt many important lessons of life and it was a

students with regards to their internship organization, projects sa_tisfact{'on
with their

internship
organization

allocated to them and the clarity of reporting.

It was heartening to note that 82% in 2012 and 88% in 2013 reported
high level of satisfaction with their internship organization.
Increasingly students felt that there was strategic alignment between
their own interest and the organization's area of work. Development
organizationsmade efforts to make placements comfortable and
appreciated their contribution.Students stated that there was an
increased amount of exposure to a different world. Students placed
with ONGC's CSR Department stated, “We did the internship with
loads of commitment. We will be continuing the same even though
officially this internship is over.We Care made us realize what actually

life is for the millions of people who are not bestowed with luxuries.”

Students placed inMahita, Hyderabad based NGO stated, “We saw
the other side of the world where there is poverty and lack of

resources.” Student placed with Nayanasurabhi Development

. |
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Financial Services (NDFS) Trichy stated, “The stark reality has been
slapped at my face, the cash crunch in each of their homes is very
significant. My perception of rural people being not much aware of
things happening in the world was broken. They are 2-3 times more
hard working than an average urban worker. | also realized that
entrepreneurship is not just buzzword in metropolitan cities but also
rural areas. Women Empowerment is the only way through which we

can definitely empower India.”
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There was awareness created about social issues, impacts and
solutions. Students placed with Me2Green, a Mumbai based NGO
shared, “It was a nice program that clearly helped me to see what the
needs of the society are. We learnt the importance of green initiatives
like plastic recycling, biogas plants, solar panels , rain water
recharging.” Students placed with Vishakha, Jaipur based NGO
stated, “The internship increased my awareness towards the issue of
sexual harassment of woman at workplace and understand the

gender perspective.”

In the context of student's satisfaction with the projects allotted to
them it was found that as the students got an opportunity to work in

their own areas of interest 87% in 2012 and 89% in 2013 reported to

1
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have a high level of satisfaction. By and large students felt that
organizations understood the competencies of MBA students and
allocated appropriate projects to them in the areas of resource
mobilization and management, branding, business support, micro
entrepreneurship, disaster management, empowerment,

operational optimization and so on.

The students also reported that their internship organizations helped
them to realize the utility and functionality of the project to the
growth of the organization. To a great extent students shared that
they could practice their management skills in handling projects.
Students placed with Drishti, Noida based social enterprise stated,
“We learnt practical application of breakeven analysis, making small
B-plans for cluster business, understood how small retailers work and
the challenges they face. Students placed with AIDMI, NGO based in
Ahmedabad expressed, “We learnt about the difference between risk,
hazard and disaster and understood the steps taken by NGOs and GOI
for reducing the impacts of disasters. Most importantly we learnt how
to carry out safety audits of schools, write a professional report and

givea presentation at Ahmedabad Municipal Corporation.”

In terms of satisfaction with reporting clarity it was observed that 75
% of students reported high satisfaction with the clarity given by the
We Care team for submitting various types of reports. However, in
2013 only 34 % students were highly satisfied with the reporting
clarity, where as 63% students reported moderate clarity. It was
reported that as students were placed in the interiors regions, the
technology aided communication became a barrier. There were
issues of connectivity, which prevented them from seeking reporting

clarity from their faculty mentors.
Students' Recommendations
Though by and large students found the We Care internship was

highly organized, they had a couple of recommendations to

strengthen it further. Graph 4 below lists the recommendations made
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by the students. It is significant to note that as many as 21% of
studentsin 2012 and 24% of students in 2013 recommended that the
duration of the internship placements be increased by one more
week to make it a total of four weeks. This according to them would
ensure quality deliverables. Around 9% in 2012 and 11% in 2013
suggested that that We Care internship should be scheduled prior to
summer placements and should be continued even in the second

year.
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Students also suggested that NGOs should take more efforts in
allocating management projects to MBA students so that there is
more strategic fit and application of knowledge. Similarly, there
should be compulsory courses in the areas of sociology,
anthropology, political science and other relevant areas to expose
the students to understand how society operates. Core management
subjects should incorporate NGO case studies as an integral part of
the course, failing which We Care wouldbe reducedto a stand-alone

exercise.
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Feedback: Development Organizations

To review and revise the We Care internship, the internship
organizationswere asked for their feedback.More than fifty per cent
of the organizations responded through the feedback form in both

theyears.

The feedback received from the organizations was highly encouraging
(See Graph 5). The internship organizations appreciated the students'
ability to handle projects and their accommodative nature. Some of
them reported that students were talented, self-motivated and
innovative. Almost all organizations stated that they would like to

continue to place NMIMS students because of the discipline and

commitment displayed by the institute as well as the students. ~
The internship

organizations
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Sneha, an NGO in Reproductive Health in Mumbai shared, “The
student worked with us in developing a business model for our
livelihood project and was successfully able to deliver the same. He
was also able to add value in terms of photoshop images for our tags
and branding in terms of our packaging along with some research on
similar projects and exhibitions. Similarly, Annapurna Pariwar, Pune

based Micro Finance organization stated that, “We were pleased to

e = —
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see that the students grasped the functioning of the organization and
assisted us actively to carry out the impact assessment study.”
Voluntary Health Association of Punjab shared, “All the four interns
had a good understanding of the project, they performed their task
with sincerity and the pilot study undertaken by them will lead to an

initiation of a new project and will be helpful for our organization.”

Mr. Ajit Patnaik, GM CSR, Tata housing stated, “The students placed
with us did a fantastic job of stakeholder assessment and need
assessment survey at our various sites. They have understood the
pressures of the housing industry and the environment in which we
operate.” Expressing satisfaction with the interns placed with
Mahindra & Mahindra's Sustainability Department, Mrs. Gazdar,
stated, “The students placed with us were extremely talented. They
worked for long hours and collected field data to calculate social
returns on investment for our CSR activity. This when presented to the

Board, was highly appreciated.”

NGOs which worked on advocacy issues in particular were happy to
get support from tech savvy students. In this context SrishtiGyan
Kendra, an NGO in Haryana mentioned, “The students placed with us
developed innovative ideas on E-Panchayat and digitization of rural
villages. In a very short span of time they worked to achieve maximum
numbers with quality of data. One can now see the call recordings and
live interviews (with Sarpanch and other governmentofficials) and

time lines using the Google map.”

Similarly Mamta Samjik Sansthan, Dehradun based NGO shared, “We
received support from interns in organizing our MIS system, provide
handholding support to our NGO partners to prepare their map of
work areas and reach, assisted them to develop organization
presentation on their progress as per performance frame work.” Fair
Trade Forum India, stated, “The students taught our forum members
how to use social media to advocate our cause and we taught them
what fair trade is all about. They designed brochures, tag lines and

provided us with ideas on low cost branding events."
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A couple of NGOs mentioned in their feedback that students helped
their staff to upgrade their skills in the areas of using MS Office and
other software effectively. Samaritan Help Mission in this regard
shared, “The two students placed at our organization possessed good
human values. They developed friendly relation with our team and
taught them to use tally.All the financial records of our organization

are now streamlined and lot of time has been saved.”

Social Action for Rural Development (SARDA) shared, “The
studentwas assigned to prepare the village development plan of two
villages viz. Bakti&Sawarkheda of ArjuniMorgaon block of Gondia
district based on the principle of "Sustainable Development through
Convergence" which involved undertaking PRA of the village. The
student was provided all possible guidance and support by SARDA. In
the beginning, he was not interested to work in the village as he lacked
the knowledge. But, later on he picked it up and got interested as he
started his interaction with the community. He took lot of interest and

completed the assignment with dedication.”

Though the level of satisfaction amongst development organizations
was high, to make the internship process more productive, they had a

couple of recommendations. (Refer Graph 6).

Recommendations were majorly in the areas of upgrading the
student's skill sets in the areas of project management, legal aspects,
social policies and other NGO management areas.Many organizations
felt students assigned to social sector should come with more
information on the newer government policies, the legal knowledge
of Trust/Co-operatives is essential. They should come with a basic

study of social sectorin India.

’

The two
students
placed at our
organization
possessed
good human
values. They
developed
friendly
relation with
our team and
taught them
to use
tally.All the
financial
records of our
organization
are now
streamlined
and lot of
time has been
saved.




Unfinished Agenda....Unfolding Social Challenges
e

Graph 6
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Internship organizations felt that the institute's faculty should take an
active interest in extending their support to the students. Efforts
should be made to interact with the NGO staff and if possible even
make visits to the field office as this would demonstrate the
institute's commitment to the internship programme. Some of them
felt that the MBA curriculum lacks courses in the area of social sector
and consequentially, the student is unable to comprehend the

nuances of NGO work.

More than a fourth of the organizations requested the institute to
extend the internship period from three weeks to four weeks or

more.

Tangible & Intangible Benefits

Formal and informal discussions with students with regard to We
Care internship revealed that the internship was full of excitement. A
couple of students were overwhelmed with the media exposure they
got in their own hometowns, to them the We Care internship made
them local heroes. Their families too were very excited as their

children had got a new identity, and appearances in local television
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news, newspapers, magazines and other public forum boosted their
motivation. According to them they got an opportunity to work on
projects like Right to Information, Right to Education, human rights
and so on. This helped them to get exposure to the hard lives of the
common man, about whom they keep reading about. They also got a
chance to chance to understand the life at the bottom of the pyramid

and develop leadership skills.

A couple of students felt that they were unsure about how did they
make a difference in the community, but acknowledged that it
changed their perspective on what is important in life. It reminded
them that the world is much bigger than them and the corporate life.
They wanted to continue working as volunteers with the NGOs.
Tawashi felt it was a mesmerizing experience. Describing her feelings
she said “The joy | found and the satisfaction | felt during the
internship was overwhelming. At first it was somewhat scary to be in
this environment, but people around were so accommodating that |

soon became one of them. I learnt humility from them.”

Students working with MFI's opined that the most important thing
they learnt was to manage within limited resources. One of them said
“I learnt from this valuable time how to deal and cope with financial

constraints and never give up.”

Arush describing his experience stated that the “We care internship
has also allowed me to indulge some of my passions of working in the
social sector and do a lot of good in the process. While these interests
don't specifically relate to my chosen career, | can still list them on my

CVas mystrong character pieces.”

The We Care internship according to many helped them to see how
transfer of knowledge can be leveraging strength. Many of them
stated that they learnt how to effectively network and lobby for a
social cause, set up and conduct a successful social event, carry out

costing exercise, surveys and other activities. Many students realized
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that a lot of international and national B-schools place their students
in NGOs for internship. This helped them in understanding the

relevance and importance of the placement.

Mehak Mittal who was placed in Vina Capital, Vietnam stated, “The
environment that | worked in was dedicated and encouraging. | was
treated as a professional, a friend, and a colleague working towards a
social cause. | was wholeheartedly welcomed to the team. | also
underwent extreme personal growth throughout the enculturation
process of living in another country, overcoming language barriers
and working with other international interns. It was an experience
that has been unparalleled in my life. It has significantly inspired me

continue volunteering my time toward a greater social justice.”

A couple of faculty members reported that students brought lot of
subject related field examples in the class and added value to the
entire learning process. They solicited the faculty'sadvice to resolve
some of the management issues of the NGOs in the areas of resource
management, inventory control, designing MIS system, HR and other

related areas.

Management Issues

Despite streamlining the planning and execution of We Care
internship, there are a couple of operational issues which require

constant attention.

Rigid Mindset

To educate the educated is extremely difficult task. In this context
changing the mind set of adult students who have a mind of their own
is challenging. To begin with aligning student's interest, their
competencies, specific requirements with development
organizations was an important area of concern. Some students had
apprehensions about working in the field. For instance students

wanted to work with micro finance organizations, but they were
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apprehensive about travelling to the field or to the interior
regions. Students wanted to develop B-plans for agriculture
products but were hesitant to meet various functionaries in the
value chain. In urban areas, students were worried about their
health as they had to visit slum communities. Students belonging
to interior regions of India wished to be placed in cities as they
found the city life more comfortable. Many students requested
placement in 'Sustainability Departments', 'Corporate
Foundations' or well-known NGOs as it would enrich their
resumes and improve their chances of getting final placementin a
reputed firm.According to Dr. Sujata Mukherjee, We Care Core
team member, “A lot of time is required to be invested in
counseling students and helping them to overcome their rigidity
and anxiety. It is important to enable the students to understand

the relevance of their social engagement to their career.”

Credibility: Development organizations

Locating credible development organizations and following up
with them is a humungous task. The NGOs wouldhave a great web
presence but on closer scrutiny the CDO would find that it was
blacklisted by the government. A couple of them did not have
annual reports, and some NGOs working in the interior areas did
not have a web presence; hence it was difficult to get information
about them. Though themajority of NGOs had email addresses
they took time to respond to the queries, so it was difficult to
convince students about their credibility. Similarly corporate and
government organizations had to handle their own bureaucracy
before confirming the placement. The generic view among
students was that in public sector organizations you may not get
good experience and hence you may waste your time. Corporates
doubted if three weeks were sufficient to for sensitizing students.
In this regard it was important to invest time in networking with

NGOs and corporate organizations.
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Personal Agenda

The placement of students in their own hometowns had its own strengths and limitations. While
familiarity with the place, language and networks helped in adjusting to the region,it also at
times created complacency. All of a sudden a few students would request their mentors to grant
them leave as they wished to attend family functions in lieu of field work. Similarly a small
section of students also extended emotional as well medical excuses pertaining to illness of
family members or self to seek special leave. Suchissues proved to be threats to the credibility of
theinternship and reputation of the institute. A vigilant monitoring system as well as counselling

helped to keep thisissueincheck.

Duration of Placement

There was a continuous demand from development organizations as well as the students in the
last two years in the context of increase the duration of placement from three weeks to four or
six weeks. As this issue is linked with the academic schedule of the MBA programme, it requires

further deliberations.

Value Addition

Though majority of the students expressed that the internship was a learning experience, they

felt that the faculty group could have used student's experiences in the class in an organized
manner to draw convergence between business and social agenda. They felt that faculty
members should view civic competencies as part of their professional roles, class discussions
and give assignments that challenge civic imaginations. This could add value to the entire
learning process. In the absence of this mechanism the knowledge gained in the process is not

totally exploited.

Final Word

There is an increased amount of pressure on businesses in India to execute its social
responsibilities towards the community to create a sustainable future. In this context the new
Companies Act (2013) mandates profit-making companies in India to spend two per cent on
CSR. This is a great opportunity for corporate India to effect a social transformation.

Consequentially B-Schools are expected to train socially responsible managers who include
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sustainability issues in their professional management decisions and develop socially
responsible business models and community development practices to create more positive
impacts. In this context business leaders, while recruiting MBAs and selecting executives are
now going to consider the candidate's ability to deliver sustainable value for business and

society atlarge.

The experiences of the last two batches indicate that We Care internships have enabled
studentsto become informed, activated and mobilized. The experience has been rewarding; the
engagement has strengthenedcollaboration and connections with NGOs, local governments

and corporate organizations.

For business students, tackling a societal challenge through sound business practices,
community involvement and volunteerism is very interesting and an excellent learning
opportunity. This is indicative from the fact that MBA graduates after completing their MBA
programme are connected to the Jasani Center to explore opportunities for volunteering. From
the 2012 batch 42 graduates and from 2013 batch 147 graduates signed up volunteering with
NGOs. A new wave of volunteer talent is building. Development organizations are benefitting
from placing our students. The testimony to this is that in all 66 % development organizations
have placed our students for second/third time. This is indicative of the trust getting established
with them. The institute will surely take advantage of this opportunity and exponentially grow

theimpact.

The agenda therefore before NMIMS is now to capture and rigorously integrate the WeCare
experiences gained by the students in the classroom to internalize the importance of creating
social value. The We Care internships may not necessarily stir career shifts, but if integrated with
the theoretical inputs will effect change by influencing things like supply chain or purchasing
decisions on issues like child labour or the company's human resource policy or the effects on
the environment of the production process. This shift will ensure that We Care is not a fad, an
'add on' or a feel good factor, but is an integral part of training managers who in Dr. Rajan

Saxena's words can be Future Leaders of Consequence’
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Exhibit 2
Student Data Questionnaire

Age:
Division:
Roll no:
Email ID:
Mobile No:

Permanent Residential Address ( Mention city/town/district and State)

Volunteer Skill Set: Please tick the appropriate
IT Skills

Marketing Skills

Medical Skills

Teaching Skills

Any other specify

No Skills
. Work experience sector :
11. Work Experience (in months)

12. Intended field of Internship: (Top 4 Preferences) (Number the preferences by rank)

a) Child Education / Care & Protection. |:|
b) Community Development |:|
c) Differently Abled |:|
d) Health ]

“Efforts will be made to locate NGOs in your preferred areas, but in case we are unable to locate the same, you shall
havetointerninan NGO whichis allocated to you.
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Exhibit 3
Daily and Weekly Reporting Formats

DAILY LOG BOOK FORMAT

. Name:

. Roll No:

. Name of the organization:

. Title of the project:

Date Entry Time Exit Time Task undertaken Signature of the Suggestions /
organizational Comments

Mentor

4-02-2013
5-02-2013

23-02-2013

Weekly Reporting

Weekly Report - "We Care" Civic Engagement Internship
Period: 04-02-2013 to 09-02-2013

Name of the Student

Roll No

Division

Name of the Organization

Name of the Supervisor/Mentor
Name of the Alumni Facilitator
Project Title

No of Hours Spent in the Week
Tasks Completed in the Week

Outcome of the Task

Tasks to be completed in the next week

Signature of the Mentor

. wpy
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Exhibit 4
Final Project Report Submission Guidelinesormats

The Project Report should be in following format and sequence: (Few fields are optional as per

requirement of the organization in which the student is placed).

Format of the Project Report: The final Project Report is in Times Roman Font 12 should

comprise of minimum 10 pages and maximum 20 pages. The following is the sequence in which

the report has to be written.

111

1.1.2

1.1.3

114

1.15

1.1.6

1.1.7

1.1.8

1.1.9

1.1.10

1.1.11

Title of the project report

Preface

Acknowledgments

Executive Summary

Table of Contents

List of Tables, Graphs & Figures

Chapter 1-"Introduction tothe Issue & Project Methodology'
Chapter2, 3,4,andsoon

Last Chapter—Learning fromthe Internship

Annexure-A, B, Candsoon

Reference (if required)
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Exhibit 5
Type of Workshops Conducted

Rationale Attendance

2011-2012 2012-2013

Creative To sensitize and develop 92 60
a) Photography and creative approach amongst
documentary Making students. Help NMIMS to
develop its own indigenous
audio-visual material which can
be used by faculty for teaching
and make it interesting and
meaningful for students.

Capacity Building Aimed at enabling students to
a) Stakeholder Mapping identify a project's key
stakeholders, their interests
and how they affect a project's
viability. The students were also
made aware of social viability,
besides financial viability,
conflicts of interest and
relationship between
stakeholders.

b) Disability Management To sensitize students towards
various forms of disabilities to

enhance their understanding of

various types of disabilities,
differences and similarities.
Theoretical perspectives were
given and also information on
the working of a disability
organization. Magnitude of
disability and the role of
government was explained to
the students.
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Exhibit 6
Projects Handled

Project Category Project Title

Children . School Leadership Training

. Tutoring & Counseling

. Development of Training Modules for Spoken English

. Child Rights Education and Action Movement

. Study of Impact of Vocational Training Centers

. Comprehensive Healthcare Program for Underprivileged
Children

. Survey to Assess Child Labour in the Slums on the
Outskirts of Jamshedpur

Social Research
1. Skill Development Initiatives
2. Stakeholder Mapping and Community Needs
Assessment
. Community Based Rehabilitation of Vulnerable Segments
of Society
4. Reducing Vulnerability of Migrant Workers
. Implementation of Mahatma Gandhi National Rural
Employment Guarantee Act, 2005 (MGNREGA) in
Tinsukhia District, Assam
. Impact Analysis of Non- formal Education Centers in
Villages near Udaipur
. Analysis of Drinking Water and Sanitation Scenario and
the Awareness of RashtriyaSwasthyaBimaYojna in
Villages in U.P.
. Audit of Projects Undertaken by NGOs Supported by
ONGC
. Benchmarking of ITls Supported by Tata Motors for
Ensuring Sustainability through Best Practices
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Project Category Project Title

Project Management/ . Development of Performance Appraisal System &
Business Development Evaluation Toolkit
. Sustainable Village Development Plan through
Convergence with MNREGA
. Automation of Functions at Remedial Center for
Differently Abled
4. Process Optimization and Cost Monitoring
. Vocational Training Centers-Ensuring Sustainability
and Placements
. Implementing IT for Economic Empowerment of
Poor Women
. Designing a Web-based CSR Management
Information System
. Strengthening of the Development Centers for
Women and Children in Pune.

Financial Inclusion Analysis of Level of Awareness among Microfinance
Clients
. Evaluation of a Government Subsidy Scheme for
Direct Cash Transfer through Banks
. Analysis of Attrition Rate of Members of MFI
4. Analysis of Health Mutual Fund (HMF) Claim Data
. Comparative Study of the Two Microfinance Models
Implemented by MFI

Financial Management | 1. Revenue Generation Initiatives for Aastha Parivaar
& Resource 2. Fund Raising for an NGO - Children's Rights in Goa
Mobilization through Funding Agencies and CSR Departments
. Developing a Financial Policy & Strategy For IRRAD
4. Calculating Cost of Building a School cum Residential
Campus for Differently Abled in Navi Mumbai
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Project Category Project Title

Health . ldentifying the Needs & Perceptions of Consumers in
regard to Health Care Services
Feasibility & Sustainability of Satellite Clinics &
Mobile Health Units in Remote Areas.

. Prevention of HIV/AIDS/Sexually Transmitted
Diseases

. Prevention of Tobacco Consumption

Disaster Management . Linking Disaster Risk Reduction and Climate Change
Adaptation
. Disaster Preparedness and Management by
Mauritius Red Cross Society
. Solid Waste Management in Shillong
4. Environmental Audit of Street Food Vending in
Hyderabad - An Exploratory Study

Marketing/ Branding/ . Use of Social Media and Websites for Brand Building
Communication/ and Raising Brand Awareness

Social Media/ . Use of IT for Connecting Small Farmers with

Event Management Markets, Agricultural Experts and Scientists

. Event Management: Community Development &
Social welfare

. SWOT Analysis of Handicrafts Program for Economic
Empowerment of Women

. Domestic Retail Market Plan for Fair Trade Products
- Handicrafts Segment

. Sensitizing and Promoting the Cause of Disability
through Social Engagement Events
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Project Category Project Title

Health . ldentifying the Needs & Perceptions of Consumers in
regard to Health Care Services
Feasibility & Sustainability of Satellite Clinics &
Mobile Health Units in Remote Areas.

. Prevention of HIV/AIDS/Sexually Transmitted
Diseases

. Prevention of Tobacco Consumption

Disaster Management . Linking Disaster Risk Reduction and Climate Change
Adaptation
. Disaster Preparedness and Management by
Mauritius Red Cross Society
. Solid Waste Management in Shillong
4. Environmental Audit of Street Food Vending in
Hyderabad - An Exploratory Study

Marketing/ Branding/ . Use of Social Media and Websites for Brand Building
Communication/ and Raising Brand Awareness

Social Media/ . Use of IT for Connecting Small Farmers with

Event Management Markets, Agricultural Experts and Scientists

. Event Management: Community Development &
Social welfare

. SWOT Analysis of Handicrafts Program for Economic
Empowerment of Women

. Domestic Retail Market Plan for Fair Trade Products
- Handicrafts Segment

. Sensitizing and Promoting the Cause of Disability
through Social Engagement Events
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Project Category Project Title

Livelihood Support and| 1. Assessment of Shops Owned and Run by Village
Skill Development Based Women Entrepreneurs
. Training Module Development & New Product
Identification for Rural Women Entrepreneurs
. Inventory Management to Minimize Operations Cost
in Rural Markets
4. Candle Manufacturing Plant Break Even Analysis
. Ways to Increase Fair Trade Awareness/Practices in
India

Disability . Feasibility of Vocational Training Courses for
Handicapped

2. Computer Training for Visually Impaired

3. Structured Approach Towards Educational and
Vocational Training Services to the Handicapped

Advocacy & . Survey on Implementation of RTI Act in

Empowerment Government Offices

. Empowerment of Tribal Communities in Vidharbha
Region

. Empowerment and Sustainable Development of
Tribals, Dalits, Minorities, Migrants and Fisher-Folk
in Andhra Pradesh.

. Training and Spreading Awareness Regarding
Women's Laws and Equality

. Analysis of Awareness and Implementation of Sexual
Harassment at Workplace Bill in Organized Sector

Others . Increasing Efficiency in Non-Profit Organizations in

Malaysia through Capacity Building

. Developing a Recruitment Plan for Volunteers in an
NGO in Dallas, USA

. Volunteering in the Social Sector by Business School
Students

e 55—
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Exhibit 7
Completion Certificate Given by Organizational Mentor

Completion Certificate

Certified that Mr. /Ms.

who was placed as an intern in our organization from Feb 4, 2013 to Feb 23, 2013
completed /not completed the internship satisfactorily.

Name of the Organizational Mentor:

Signature of the Organizational Mentor:

Stamp of the Organization:
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Exhibit 8
Completion Certificate Given By Faculty Mentors

Completion Certificate

Certified that

Mr./Ms.

Who was placedin from Feb4,2013 to Feb 23,2013

Contacted me through telephone / emails Yes/No/ NA

Submitted hard copy of daily log sheet duly signed by the organizational mentor before Feb 25,2013
Yes/ No/NA

Submitted hard copy of the three weekly reports duly signed by the organizational mentor before Feb 27,
2013

Submitted soft copy of the final project report before Feb 27, 2013-- Yes/ No/ NA
Cleared viva-voce based on the final project report--- Yes/ No/ NA
Participated in Poster Presentation---- Yes/ No/NA

Based on the above criteria the student has completed the internship satisfactorily-- Yes/No/ NA

Name of the Faculty Mentor:

Signature of the Faculty Mentor:
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Exhibit 9
Instructions for Poster Presentations

Display Size

Posters are limited to 5 feet high x 3 feet wide.

Poster Layout Guidelines

e Draw a rough sketch of your poster on graph paper to develop a clear idea of which

components will go where.

Remember that the size of the poster board will be 5 feet tall by 4 feet wide. Posters

should be approximately 30 inches off the floor.
Allow forthe 4”x4” poster number in the top right-hand corner.

Be sure to put your ORGANIZATION logo on the upper left corner and the Project

Headingin between the logo and the poster number.

Information on your poster should read like a book — flowing from left to right and from
top to bottom. It may be helpful to use arrows or identifiers (sequential letters or
numbers) to guide your reader through the poster. You can also arrange it in two or
three vertical columns, but not horizontal strips. The introduction or rationale should
be placed at the upper left and the outcome/impact or concluding comments should

appear atthe lower right.

Keepitsimple—too much information leads to messy or "busy" posters.

Avoid overwhelming your audience with too many numbers, words, and / or

complicated graphs.




Unfinished Agenda....Unfolding Social Challenges
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Exhibit 10
Judging Criteria

Name of the Judge:

Sectors:

Serial NGO Poster Content Clarity of Presentation  Conclusion
No. Name No Objective/ (Layout &  (Learning's Final
Purpose & Readability) Outcomes plus
Flow of Idea Q&A)

(10 marks) (10 marks) (10 marks) (10 marks) (40 marks)
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Section |l

This section consists of four articles which are based on the projects handled by

the students during their We Care internships.

A
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Consumer Perspective of Hybrid Health Care Model
Case of Swasth Health Clinics’

Abstract: The Indian Government has committed to fulfil the UN Millennium Development Goals
(MDGs) by 2015. One of the major goals is to provide affordable and quality health care to the
poor. Realizing this need Swasth India Limited, Mumbai, has set up health clinics based on the
hybrid health care model at several places in Mumbai to work towards integration of various
health components of the health value chain. The present article is the outcome of Mr. Anand
Dedhia's 'We Care: Civic Engagement internship with Swasth India Ltd., Mumbai' in February
2013. The study examines the factors which influence consumers (patients and their families) to
select health care settings and the scope of hybrid health care models like Swasth Clinics which

offer low cost Medicare services.

. Introduction

At the Millennium Summit of the United Nations in 2000, the UN declared adoption of the eight
crucial Millennium Development Goals (MDGs) to be achieved by 2015 to address the issues of
sustainable development. India has been struggling to achieve its target of the MDGs by the
stipulated date. For instance, according to the Family Welfare Statistics 2009, the infant
mortality rate in India is 50 per thousand live births and maternal mortality rate is 212 per one
lakh live births. It is estimated that there are 22 lakh tuberculosis cases for India (TB, 2011).

These statistics are indicative of the poor health situationin India.

As per the Planning Commission 2009-2010 data, about 3546.8 lakh Indians are below the
poverty line out of which about 270.8 lakh (7.6%) are from the state of Maharashtra, which is
third highest on the list in India. One of the major causes of this staggering number is the large
population that reside in slums. Maharashtra's total slum population is about 112 lakh which is
41% of the total population below the poverty line. The city of Mumbai has one of the largest
slum areas in India as well as Asia. Mumbai alone contributes 64.75 lakh to the slum population
of Maharashtra. Considering Mumbai's population of 119.7 lakh, the slum population of

Mumbaiis about 54% of the city's total population (Poverty, 2011).

°*Mr. Anand Dedhia, MBA Batch 2012-2014. He was placed as an intern in Swasth India Limited, Mumbai, for the 'We
Care : CivicEngagement internship' between February 4-23 2013.

e
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With 80% of health expenditure in India being out-of-pocket, “health shocks” are the single
biggest cause of impoverishment in India. As per WHO, every year, 32 million Indians go from

above poverty to below poverty line due to a health event in the family (Swasth, 2013).

An increasing proportion of people are using private health care facilities, rather than public,
though the costs in the latter are much more affordable. This places unbearable strain on
millions of poor families. It is a medical emergency that must be recognised and addressed. One
plausible solution for this is to ensure access to affordable and quality health services to low
income households in order to prevent these health events translating into impoverishment.
Increase in the number of health centres would address the issue of increasing health related
problemsin an overly populated city like Mumbai. However, merely opening of health centres is
not enough to solve the problem. Problems like inadequate equipment, poorly maintained
equipment and lack of manpower are other inefficiencies in the system that need to be
addressed. Moreover, location and timings of such health centres, if inconvenient, are also a

point of concern as the services will go unused.

Thus, the inefficiencies existing in the Indian health system, which stem in a great deal from

factors like lack of integration across various components of the health value chain, and lack of
information and know how among the low income community. This has led to development of
'Hybrid Health Care Models' which offer one-stop access to high-quality health care services ata
low cost making healthcare affordable and more accessible to the common man. Swasth India
Services Limited is one such organisation in Mumbai which offers medical services through a

dense network of Swasth Health Centers (SHCs), supported by extensive Community Outreach.
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Il Organization Profile

Swasth India Services Limited was started in July 2011 with the basic idea that it is important to

create and provide an effective and efficient health care system for the community at a low

cost’. A typical Swasth clinic offers services with the value proposition - “Everything under one

roof.” This includes a family doctor for examination of health, basic diagnostics and tests, drugs
at discount rates, computerised records and referrals at discounts. Swasth India has identified
11 slum localities between Goregaon and Dahisar in Mumbai and manages Swasth Clinics in
these localities through centralized administration and an efficient use of IT. Refer to Box | below

which enumerates savings in health care due to Swasth clinic.

Box |
Cost Savings: Swasth Clinic

Mr. Gurunath is 60 years old and retired from Cooper Hospital. He is the only earning
member of the family and runs his family of 5 members on a monthly pension of Rs.7,500.
His wife Mrs. Gurunath's expenses on health (including check-up, drugs and travelling) was
Rs.4,500 per annum. Other members' expenses on health (including check-up, drugs,
travelling) was Rs.3,500 per annum. Total expenses on healthcare was Rs. 8,000 per annum.
Family members avoided going to the doctor for common ailments such as cold, cough, etc.

because of expensive healthcare services. They lived a stressful life.

After Swasth India set up a clinic in Santosh Nagar, Mr. Gurunath's family started visiting the
clinic. As a result, his wife Mrs. Gurunath's expenses on health (including check-up, drugs
and travelling) are Rs. 4,500 per annum. Other members' expenses on health (including
check-up, drugs, travelling) have reduced to Rs. 1,600 per annum. Correspondingly, total

expenses on healthcare have reduced to Rs.6,100 per annum ( Swasthindia, 2013).

’Consumer Savings (%): This is an indication of the level of benefit the customers have received during their
interactions with Swasth. It is measured as the % reduction from the current market rates of the same product or
service provided by Swasth. It is computed by adding the absolute savings from every interaction, e.g. if the total
amount paid by a customer is Rs 70 for drugs whose Retail Price is Rs 120, then the absolute saving is Rs 50.
Aggregation of the absolute savings and of the market value is used to calculate the percentage saving. For
instance, customers saving 40% indicate that on an average, they got products and services through Swasth at
prices which are 40% lower than the market rates.

-
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Il Problem Identification

Swasth India's first clinic was started at Adarsh Nagar, Goregaon, Mumbai in July 2011. Swasth
got the desired number of patient footfalls to reach cost breakeven. The team received positive
feedback and had repeat visits from users. This implied the model worked and was a boon for
the poor. Based on the success of the first clinic, Swasth India replicated this model over the next

oneand a halfyearinten other slum localities (Refer to Table 1).

Table 1
Swasth Clinic Locations And Commencement Dates

Name Date of Start Footfalls

Adarsh Nagar

July 10, 2011

Large number of visitors

Santosh Nagar

Sep 7, 2011

Large number of visitors

Kurar

May 11, 2012

Limited number of visitors

Hanuman Nagar

May 4, 2012

Sufficient number of visitors

Kranti Nagar

April 27, 2012

Large number of visitors

Ambawadi Oct 24, 2012 Large number of visitors

Poisar Nov 3, 2012 Limited number of visitors

Vaishali Nagar Nov 9, 2012 New clinic, no specific count

O 00 N oo v b~ W N

Rawalpada Dec 20, 2012 New clinic, no specific count

=
o

Appapada Jan 23, 2013 New clinic, no specific count

11 Sanjay Nagar May 21, 2013 New clinic, no specific count

However, according to the management team of Swasth, the footfalls were not the same at each

Swasth clinic location. As shown in Table 1, which is based on the data provided by the

management, at certain places, the cost break-even® per clinic was reached within a the first

month while at other places, the cost break-even was not reached even after ayear.

The basic assumption that the low cost health care model would yield high or similar results at
all locations was proving to be inaccurate. The team decided to investigate the reasons for
outcome. In this context, Mr. Anand Dedhia undertook this research initiative as part of his 'We

Care: CivicEngagement internship project' with the following objectives:

*Cost Break-even for Swasth clinic: All the costs for salaries of staff and other operations are calculated for a month
and divided by 30 to give daily cost for running a clinic. The average charges for a patient are taken into account and
break-even for each clinicis then calculated on the basis of number of patients that visit a clinic per day.

e
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Objectives

To study the kind of health setups utilized by the non users and users of Swasth clinics;

To study the influencing factors for users and non-users of Swasth clinics in selecting health
clinics and health care practitioners;

To examine the extent of usage of pathological tests undertaken by the non-users of Swasth
clinics;

To ascertain the impact of marketing and branding activities of Swasth clinics on usage of

health care facilities by local residents.

b) Methodology

A preliminary visit was made to the Santosh Nagar and Kurar clinics to understand the working

of Swasth clinics and interact with the locals on health care facilities and services.

A survey questionnaire was designed to collect data on the following parameters:
a) Typeofhealthset-ups;

b) Loyaltytoa health care practitioner;

c) Factorsinfluencingchoice of health care practitioner;

d) Pathologyservicesundertaken;

e) Placeofvisitfor pathology tests;

After the pre-test, the questionnaire was finalised and administered to 59 users and 569 non-

users of Swasth clinics at five centres (Refer to Table 2).

Table 2
Number of Respondents

Name of locality/Centre No. of Users No. of Non-users
Santosh Nagar (SNR) 30 82

Kurar (KRR) 11 147

Poisar (PSR) 12 135

Ambawadi (AMW) 05 105

Appapada (APP) 01 100

Total 59 569

The study was carried out in February 2013. To keep the survey unbiased and have variability in
the data, each centre was divided into blocks and the survey was spread across that particular
locality.

kg
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IV Major Findings of the Study

a) TypeofHealth Setups

Mumbai has some of the most expensive and modern health care facilities. Mumbai also houses
millions of lower income and poor people who face the dilemma of overcoming any health crisis
by availing treatment either at public or private clinics/hospitals. (Refer to Box Il) ead across that

particular locality.

Box Il
Health Care Setups: Mumbai

a) Apublichospital/ clinic managed by the government where basic health care facilities are
provided at nominal rates. The infrastructure is inadequate, and even where it does exist,
suffers from acute shortage of staff and consumables. Such set ups may or may not have

diagnosticfacilities.

Hospitals/clinics managed by NGOs or religious groups that provide health care facilities
at cheaper and affordable rates. However, these are individual-centric, and therefore,
they lack scale and service quality guarantee. Such set ups may or may not have diagnostic

facilities.

Private health clinics/hospitals privately managed by doctors themselves and situated in
localities with an aim to cater to the residents of that particular region or locality. Such set

ups may or may not have diagnostic facilities. Further, with doctors being incentivized to

maximize financial gain rather than health outcomes, malpractice is rampant.

Despite having all major health care facilities provided by Swasth clinics under one roof, there
were many residents who did not use the facilities. Health set ups preferred by non-users of

Swasth clinic servicesin sampled slum communitiesis displayed in Fig 1a.

The data indicates that 95.6% of respondents visited private clinics, which were located near
their place of residence. The remaining 4.4% of respondents visited a trust or public hospital for
treatment for common ailments. The reasons for non-usage of a public hospital by the patients

and their families could be due to the long hours they need to spend at the public hospital to

avail of the facilities because of bureaucracy or due to the public hospital being located far from

theirresidence.
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Fig. 1a
User Preferences: Health Setups
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The respondents opined that they would waste time if they visit a public hospital. Even though
treatment at a private clinic may cost a little more, the respondents were willing to spend that
extra amount of money and save time. Another reason for respondents to prefer private clinics
was the trust they would have developed in the doctors there as against not being aware of the
competency of doctors at a public hospital. It was interesting to note that 10% of respondents
residing in Poisar visited a public hospital as it was close to their place of residence. Interactions
with these respondents led to the understanding that availing the services of any other type of

health setup would resultinthemincurring costs in terms of time and money.

b) Loyalty: Health Care Practitioner

Health care belongs to the service sector and hence, the experience of the service is very
important to instil confidence in that service. Typically, a patient has the maximum amount of
interaction with the doctor at the clinic with the latter being expected to cure the iliness. For a
patient, a doctor who is friendly and whose prescribed medicine helps cure the illness in the
shortest possible time is a preferred doctor. Loyalty over a period of time gets built towards a

particular doctor as aresult of such positive experiences.
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Fig. 1b depicts the loyalty maintained by the patients in availing medical advice in the sampled

slum communities.

Fig. 1b
Loyalty: Health Care Practitioner
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It can be inferred from the data collated that in all 71% non-users of Swasth clinics have been
visiting the same doctor for more than 3 years, which implies they are loyal towards a particular
doctor/clinic. In fact, most of these respondents have been visiting the same doctor for almost
15-20years implying that they would be less inclined to change their doctor or clinic very easily.

Thisis avery bigbarrierto entry fora new health care service provider.

c) Choice: Health Care Practitioners

Patients and their relatives would normally select their doctors based on factors of trust,

affordability and convenience.

The data overall indicates that 53% respondents felt that the main factor influencing their
choice of a doctor or a clinic was preference of a good doctor or medicines that improve their
health.
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Fig. 1c below enlists the influencing factors which play an important role in selection of doctors
by non-users of Swasth clinics in sampled slum communities.

Fig. 1c
Influencing Factor : Visit to a New Doctor/Clinic
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The cost to be borne was an important determinant for 10% of the respondents (discounted
fees). These respondents would prefer to visit a clinic/doctor where they could avail of a
discount. Those who preferred visiting clinics within the geographical vicinity accounted for 19
% of the respondents. This implies that Swasth could tap potential clients who based their
choice of doctors/clinics which were located in the immediate vicinity and charged them
subsidized/ discounted fees. However, there were 10% respondents for whom the trust factor
was extremely important and hence, they opined that they would not change their doctor

under any circumstances.

d) Pathology Services

Pathology provides a critical bridge between the patients, their physicians and the therapeutic

and surgical interventions that can be provided to them. Clinicians caring for patients in
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resource-poor settings may provide basic health care, which does not include access to

pathology services.

To examine the extent of usage of pathological tests especially blood test undertaken by the
non-users of Swasth clinics, the respondents were asked the number of times they had carried

outtestsinthe pastyear. Sampled location wise results are presented in Fig. 1d.

Fig. 1d
Pathology Services Availed
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The data observes that cumulatively 73% respondents informed that they had till date given

their blood sample for diagnosis only once. Further discussions with the respondents indicated
that they had never undergone blood tests to assess personal hygiene and illness; this would
have been important considering the dismal state of hygiene in their locality which made them

prone to water borne and other common diseases. This also suggests that Swasth India's value
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proposition of “Everything under one roof” would not be appealing enough to consumers as
they were not aware about the importance of blood tests. Respondents who had carried out
blood tests more than 4 times (10%) were mostly diabetes patients which made it necessary for
them to carry out blood tests. In other words, blood tests were not carried out by them to find

out cause of anillness.

Toidentify the location where these blood tests were carried out so that it could be correlated to
Swasth's value proposition of “Everything under one roof”, the data indicates that 57%
respondents visited or would prefer to visit a nearby lab. Surprisingly, this result is not as skewed
as other results because most respondents had never undergone blood tests and hence, were
unaware of the costs associated with blood tests. Moreover, a small number of respondents
stated that they would prefer to visit public hospitals when it comes to any kind of tests as they

were of the opinion that all tests are expensive (Refer to Fig 1e below).

Fig. 1e
Blood Test: Place of Visit
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e) Usage:Swasth Clinics

The best approach to health careis one where the patient and health care provider workin close
partnership to ensure wellness and manage health issues. Data in this context was collected to

examine the number of times users had visited Swasth clinics in the past.

The data indicates that in all 75% respondents had visited a Swasth clinic two to six times and

19% did not remember the number of visits they had made in the past, but estimated that they

did visit the clinic more than once. (See photograph below)

Swasth Clinic

Approximately 62% of the respondents had been visiting a Swasth clinic for more than two
months, which implies they had continued to visit a Swasth clinic and it was the first clinic that
came to their mind in case of a situation of ill health in the family. This implies that respondents
had started developing a loyalty towards Swasth clinics and were happy with the services
provided. It is interesting to note that 87% respondents mentioned that they used to visit

private clinicsin their locality before making their first visit to a Swasth clinic.

e 7 —
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Fig. 2a presents usage of Swasth Clinicsin sampled localities.

Fig. 2a
Loyalty: Usage of Swasth Clinic
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f) Impact: Marketing & Branding

Social marketing is widely used to influence health behavior. Normally health care practitioners
use a wide range of direct and indirect health communication strategies like communicating
through a healthcare provider, placing messages in clinics, message promotion, dissemination

forincreasing community level outreach.

The data gathered indicates that Swasth used multiple ways for marketing health care. To

disseminate information about their clinics, they display prominent signs outside their clinic
and distribute pamphlets in the immediate vicinity of a Swasth clinic. To build rapport with the
local community, Swasth has engaged health workers who pay home visits and talk to the locals

about Swasth clinicand the services offered. (See photograph)
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Swasth Health Worker

In addition, community camps for haemoglobin check-up and workshops on health care are also

conducted in nearby schools.

Fig. 2b highlights the fact that respondents across sampled communities reported that the
prominent signs put up by Swasth caught their attention and they found out more about Swasth

clinicontheirown.

Fig. 2b
Impact: Marketing and Branding Activities
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The data observes that in all 55% respondents noticed the clinic on their own which implies that
Swasth clinic has a clear visibility as far as the location of the clinic is concerned, and the sign
boards are visible enough for respondents to identify the clinics. Apart from noticing the new
clinic on their own, another major factor influencing the respondents' decision to visit Swasth
clinic was word-of-mouth publicity through health workers and other users of the Swasth clinic
health services. This helps to ascertain different modes of marketing and branding activities that

could generate positive resultsin such localities targeting the specific group.

The effect of marketing and branding activities undertaken by Swasth has shown a positive

impact.

The overall data indicates that 32% respondents visited Swasth clinic for the first time to explore
the nature of health care provided to patients. As Swasth has started building trust among the
patients and their families, the word-of-mouth publicity and good reviews were influential in
attracting 17% of the respondents. Features like affordable and assured health care, and
availability of dental care facility attracted 11% of the respondents. See Fig. 2c for responses

across various sampled communities.

Fig. 2c
Motivating Factors: Change to Swasth Clinic
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g) Satisfaction: Swasth Clinics

The data indicates that 64% of the respondents were happy with the facilities at Swasth clinic.
83% of the respondents stated that they would continue visiting Swasth clinics in future. This
implies that most respondents were satisfied with the wholesome services of Swasth clinic
while other respondents were highly satisfied with the services which led them to the
expectation of additional facilities equivalent to a hospital at Swasth clinic. It was interesting to
learn that 58.5% of respondents were willing to inform others about Swasth clinic. This suggests
that a satisfied customer in health care plays an important role in disseminating positive
information which aids in developing the brand. Respondents suggested that Swasth clinics

could add a few more facilities like X-ray, sonography facilities and an eye centre.

Retention of new users is also an important factor to determine acceptability of Swasth clinic.
The respondents were asked to identify the difference between their earlier health care
practitioner and Swasth clinic. Among the total respondents, 81% were satisfied with services at
Swasth clinic and attributed it to factors that included availability of health care services at a
cheaper cost, and treatment which was good and relaxing. The remaining 19% did not find much
difference between Swasth and other clinics. They opined that they had not yet experienced
any major improvement in their health even after they switched to Swasth clinic. In fact, for a

few respondents, Swasth clinic was proving to be costly.

V Discussion

Social ventures like Swasth clinics leverage their small scale and intense customer focus to
create products and distribution models that precisely match the needs and desires of the
communities they serve and create shared value. Michael Porter (2011) urges businesses to
think in terms of “shared value,” which involves generating economic value while at the same
time creating value for society by addressing its needs and challenges. However, the
sustainability of the social ventures that create new value chains in pursuit of social goals
depends upon how these organizations strategically respond to market forces. In this context,
an attempt has been made to analyze Swasth clinic using Porter's model of five competitive

forces.




Unfinished Agenda....Unfolding Social Challenges
e

a) Competitive Rivalry:

Competitiverivalry is directly related to the value generated for the consumer. This value may be
measured in terms of quality of services, cost of services, and convenient location of the clinic.
Swasth clinics are situated in locations with high population density and in regions with a large
number of private clinics. Since the quantum of population residing in those regions is large,
there is a sufficiently even distribution of patients towards particular doctors. However, in
certain localities, a few of the private doctors are very famous and the price range charged for
onetime service by most doctors is Rs 40 to 80, which is higher than Swasth clinic's offering of Rs
30. Thus, it is evident that Swasth clinics have an edge when it comes to price charged for health
care services and convenience in terms of the clinics' location. However, loyalty has a larger
weightage in the services sector which develops through the quality of service offered. Thus,

the odds are evenly balanced in terms of competitive rivalry.

b) Threatfrom New Entrants

Competition among existing private clinics is already very high in places where Swasth clinics are
located. The best defence that an established group has against new entrants is to provide
“high-value care.” By targeting value, an established group can create barriers against
competition. In case of health care, the major barriers to entry are economies of scale and
product differentiation. Swasth clinic already has achieved very low costs through the use of a
centralised IT system and administration along with use of generic medicines, so there is a
slender chance that a new entrant can become a cost leader. The only major concern for Swasth
clinics would be new public hospitals or trust hospitals, if any, open in and around the places
where Swasth clinics are located; but chances of this in the near future are bleak. The value
proposition of “Everything under one roof” although imitable, is unique as this market is
fragmented and Swasth has utilized economies of scale to good effect to be the leader at least in

the nearfuture.

c) Bargaining Power of Buyers

For the purpose of this discussion, the buyers/consumers will be the patients visiting Swasth
clinics. In case of a situation of ill health in the family, buyers would value proximity of the clinic
and trust in the clinic as the most important factors for decision making. One of the most
important factors in favour of the buyers is the availability of multiple clinics. Thus, itis up to the
users to make a choice of the clinic they want to visit. As for the clinics, they have to build trustin
the mind of the buyers through relentless and sustained efforts towards quality of services

offered.
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d) Bargaining Power of Suppliers

In case of physical products, there are two kinds of suppliers — 1. suppliers of equipment and 2.
suppliers of medicines. In case of medical equipment, most equipment is usually of standard
type and lasts long, while the use-and-throw ones have to be stocked in bulk. While there is no
major tie-up for use-and-throw equipment, there is plenty of competition and equipment is
easily available. For medicines, Swasth's philosophy is to use generic medicines for which they
have partnerships with pharma companies. Here, the bargaining power of the supplier remains
high because if the medicines are not available, the clinics cannot function in the same efficient

manner and the low-cost feature of Swasth clinic would become vulnerable.

e) Pressure from Substitutes

Primarily, there is no direct substitute for health care but it differs in the form in which it is
available. Swasth clinic which prescribes allopathic medicines competes with ayurveda and
homeopathy as the major competitors. Direct consumption of medicines availed from medical

storesis another competitor.

Since most residents are not educated beyond secondary schooling, direct purchase of
medicines from medical stores is limited. The use of ayurveda or homeopathy services is

minimalinthe regions where Swasth clinics are located.

Another form of threat to clinics would be the mode in which the health care services are
available. This includes the presence of a public hospital or a trust near the location of a Swasth
clinic. In case of the Ambawadi clinic, a trust hospital is located very close-by and in case of

Poisar, a public hospital is situated very close-by.

VI Recommendation

Since the Swasth model is based on loyalty to a clinic and not to a doctor, the replacement
doctor, if any, should not change medicines prescribed by the previous doctor if they were
effective. Doing this avoids creating an impression about the doctor and changing the
consumers' view towards the clinic and particular doctors. At the same time, constant review
and training of staff is essential to keep them in touch with particular tasks (for example, a

Haemoglobin strip test).
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For further word-of-mouth publicity, the clinics could informally connect with local residents
through local heads of social groups like society secretaries and mitra mandal heads. Most male
members of families are the earning members who work for almost 12 hours a day - from 9 am
to 9 pm. As aresult, they are unable to visit clinics during a working day. As a pilot testing, Swasth
clinics could be kept open for half a day for one or two Sundays each month to evaluate this

option through cost-benefit analysis.

Health care being a part of the service sector, small factors like behaviour of staff also play an
important role in repeat visits of consumers. Distribution of chocolates or lollipops to children
could help create a good experience for the consumers. Any free gift/item received at a clinic
has a small attraction value for the consumers in such localities. Hence, an item such as a tooth
brush stand would not only communicate health awareness but also be effective to create a
brand recall in the minds of the consumers not just once in a while but each day throughout the

year.

VIl Conclusion

Maintaining good health is the single major concern of an individual. The most important
factors influencing consumers' choice of visiting a particular clinic are the quality of medicines
and proximity to their place of residence. From the opinions of respondents, it is clear that the
doctor must be good and effective. This is gauged through his friendliness and how he explains
the health issue to the patient. A sense of loyalty is built towards a particular doctor. This is
confirmed from the fact that most of the respondents had been visiting the same doctor for

more than 15 years.

Secondary factors influencing the choice of a health clinic are a good doctor and possibility of
availing the same facility at lower rates. A consumer would like to avoid multiple visits to any
health clinic. This gives them confidence in the particular clinic and helps them avoid incurring
additional costs due to repeat visits for the same ailment. As a benchmark, in those localities
where Swasth clinic is located; other doctors charge fees at Rs. 40-80 per visit (including cost of
medicine). If after the first visit to a clinic, the patient's health improves, then there is no need

forthemtovisit the clinicagain. The recurring expenditure on medical care is hence saved.

The respondents were unaware of the importance of pathology tests. Respondents were of the
opinion that any tests are only needed in case of a major illness and expect such tests to be

costly.
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Thus, the value proposition of “Everything under one roof’ may not be the only thing that works
in favour of Swasth clinic as most people are unaware of the concept of preventive health care.

“Jitna Zaroori Hai Utna Hi” as a value proposition may be better suited in such kind of a locality.

Data indicates that 62% visitors had been visiting Swasth clinic for more than two months
implying that once a user has visited Swasth clinic, there is a high probability of the user
returning in case of a future need of health care facility. Also, 87% respondents who were
currently customers of Swasth clinics were earlier visiting private clinics. This suggests the

possibility of converting more people to visit Swasth clinic.

From the total users surveyed, 26% visited Swasth clinic due to a referral and another 15%
visited due to publicity through health workers. This suggests that 41% people were influenced
by word-of-mouth publicity and it appears to be one of the most effective modes of publicity in

thislocality.

References

Government of India. (2011). In Family Welfare Statistics in India, Retrieved from
http://mohfw.nic.in/WriteReadData/I892s/972971120FW%20Statistics%202011%20Revised
%2031%2010%2011.pdf

Government of India. (2009-10). State-wise percentage and number of persons below
poverty line for the year 2009-10. Retrieved from http://data.gov.in/dataset/state-wise-

percentage-and-number-personsbelow-poverty-line-year-2009-10

Porter Michael and Kramer Mark. (2011). In creating shared value. Retrieved from
http://www.hks.harvard.edu/mrcbg/fellows/N_Lovegrove_Study_Group/Session_1/Michael
_Porter_Creating_Shared_Value.pdf

Slum Population in India. (n.d) Retrieved on Feb 25, 2013 from

http://www.indiaonlinepages.com/population/slum-population-in-india.html

Swasth India. (2013). As per WHO. Retrieved from http://www.swasthindia.in/about-

us/problem-statement/




Unfinished Agenda....Unfolding Social Challenges
e

Swasth India. (2013). How we measure social impact. Retrieved from

http://www.swasthindia.in/impact/

Swasth India. (2013). Testimonials and case studies.Retrieved from

http://www.swasthindia.in/category/testimonials-casestudies/

TB fact.org. (2013). TB statistics for India. Retrieved from http://www.tbfacts.org/tb-

statistics-india.html




Unfinished Agenda....Unfolding Social Challenges
e

Stakeholder Mapping in the Real Estate Industry:
Case of Tata Housing’

Abstract: The real estate sector is a very important sector generating employment for millions of
people in the country. Tata Housing has strong orientation for executing its social responsibility
towards its stakeholders. Stakeholder engagement is an important aspect of a responsible
corporate like Tata Housing. This paper highlights the findings of stakeholder mapping and
needs assessment carried out at the housing sites at Kalyan, Bhubaneshwar and Bangalore. This
paper is the outcome of Mr. Ashwani Goel, Mr. Deepesh Ganwani, Ms Pranita Bubna and Mr.

TanujBaru's 'We Care: Civic Engagement' internship with Tata Housing in February, 2013.

I. Introduction

The real estate sector comprising of four sub-sectors - housing, retail, hospitality and
commercial - is an important contributor to India's GDP. The sector is expected to generate
employment to the extent of 7.6 million in the country and contributes 6.3% to the GDP (“The
Contribution of Real Estate Industry in India...,” 2013).

In the context of the housing sector, the growth has been good in the past decade. The
residential housing market is very fragmented with very few large players. The key drivers for
the real estate market have been the rapid rise in urbanization in the country along with the rise
in the number of nuclear families and easy availability of finance. The sector has witnessed the
entry of many new domestic realty players as well as arrival of many foreign real estate
investment companies including private equity funds, pension funds and development
companies. With increase in costs of real estate projects, foreign firms and notably private
equity firms such as Warburg Pincus and Blackstone began entering this sector to finance

projects (“Lemon Tree, Warburg...,” 2011).

The metros remain the largest growth drivers for the sector while the growth rate has increased
in Tier 2 and 3 cities. This has been due to the government pushing for development of tourism
in tier 2 and tier 3 cities and has resulted in the development of the hospitality sector in these
cities (IBEF, 2013).

° Mr. Ashwani Goel, Mr. Deepesh Ganwani, Ms Pranita Bubna and Mr. Tanuj Baru, MBA Batch 2012-2014. The
Students were placed as interns with Tata Housing at Mumbai, Bhubaneswar and urban and rural Bangalore for the
'We Care: Civic Engagement' internship between February 4-23,2013.
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The real estate industry involves more interests and a bigger plethora of subjects that directly or
indirectly are affected by the realization of a project than any other: it is strongly regulated, it
has a long supply chain, it is both very capital and very labour intensive, it is characterized by
long term production processes, it permanently modifies the territory and its landscape, and it

has animportant macroeconomic effect.

To continue attracting foreign firms in the Indian market, companies need to adopt a more
transparent structure both in their organization as well as with regard to their operations. To

improve their brand image, companies also need to improve their social presence.

Intoday's constantly changing business environment and cut-throat competition, itis extremely
important for any organization to thrive and differentiate itself from its competitors. The
corporate social responsibility program or the social and community development activity that
a company undertakes helps that organization to position itself in a positive manner to the
society and the public at large. It is one way in which it can differentiate itself from its peers or
contemporaries. This shows that it cares and respects the needs of its end customers or
consumers. Stakeholders residing in the vicinity have the power to impact the project to a

considerable extent.

The current paper makes an attempt to explore, examine and map stakeholders' influence on
housing sites which are developed by Tata Housing. It further makes an attempt to examine the
typology of community needs expressed by the local communities and their expectations from
Tata Housing to create a harmonious relationship. This paper is the outcome of Mr. Ashwani
Goel, Mr. Deepesh Ganwani, Ms.Pranita Bubna and Mr. Tanuj Baru's 'We Care: Civic

Engagement'internship in Tata Housing scheduled between Feb 4-23,2013.

Il Organization Profile

Tata Housing is one of India's leading pan India real estate developers and has been regularly
undertaking corporate responsibility activities since its inception. Established in 1984, Tata
Housing is a closely held public limited company and a subsidiary of TATA Sons Limited. TATA
Sons Limited holds 99.78% of equity share capital of the company. The company is now in the

process of expanding its footprint to other parts of India across tier land tier Il cities.

The company's mission as a real estate development company is “To delight customers by

providing quality life spaces through continuous innovation