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ABSTRACT: 

India has domestic investors. The Indian 

markets are old and other markets cannot match. 

The purpose of project is associated with an 

organization where the share-trading and fund 

investment done and so got the opportunity to do in 

Ganghinagar.  

 

INTRODUCTION: 

OBJECTIVES: 

 To understand & analyze services offered at SHCIL 

 To understand & analyze related operations of the 

services 

 To get familiar with rules, norms and regulation of 

SEBI  

 To establish parameters for comparison between 

related services  

 Relevant information for selection of services 

offered at various broking companies  

 

IMPORTANCE: 

 To get an opportunity of real life experiences of the 

business. 

 To study different features of financial management 

of the organization. 

 To apply various concepts and research 

methodology for project analysis. 

  Theoretical knowledge in practical manner. 

 To interact with the managers of the company. 

 

METHODOLOGY: 

 PRIMARY DATA: 

  Direct personal interaction and general 

discussion with the employees of SHCIL at Gandhinagar 

and executives of other organizations too provided 

similar services. A questionnaire was prepared with an 

objective to gather information regarding customer’s 

satisfaction and expectation. The questionnaire feedback 

was taken from twenty customers of SHCI. 

 

 SECONDARY DATA 

The data which do not originate from the investigator, 

but are obtained from someone else’s internal records 

or sources of published data are known as secondary 

data. 

The data was collected to know the basic 

information about the capital market, depository 

participants its origin and evolution etc, which was 

collected from online books, NSE India’s website, 

Economic times, magazines, etc. 

 

SCOPE: 

 To intent the services rendered in institution 

providing financial services 

 To study the operation of each service 

 Knowing customer satisfaction through 

questionnaires 

 To interpret the data in order to determine the 

areas of improvement and provide relevant 

suggestions 

 

LIMITATION: 

 The study is restricted only to those services which 

are offered at SHCIL, Gandhinagar. 

 The research is based largely on the primary data 

in the form of the conversations and feedback 

collected from the executives and the manager of 

SHCIL. 

 The sample size of 20 respondents is fair enough to 

know the customers investment decision patterns 

and also to investigate the performance of the 

organization on the basis of the level of satisfaction 

of the customers 

 The result of the survey is based on the assumption 

that: 

i. The customers are inclined to participate and 

are serious about the questionnaire. 

ii. The responses made by them are given 

according to the customers’ knowledge and are 

not misleading. 

 The findings are applicable to Gandhinagar City and 

may not have much relevance to other parts of the 

country. 

 Duration of study is again the limitation for 

intensive study. 
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INTRODUCTION: 

  SHCIL was incorporated as a Public Limited 

Company in 1986.  

 

MISSION: 

To be a world-class “technology driven” and “client 

focused” marker leader in financial and technical 

services. 

 

PRODUCT AND SERVICES: 

Products 

 
 

SERVICES: 

  SHCIL began its business by offering custodial 

business and has expanded its services covering broking 

and e-stamping services. Following are the services 

provided by  

 

SHCIL: 

 CUSTODIAL Services 

 DP Services 

 Derivative Services 

 Stock Derivatives 

 Commodity Derivative 
 

DP SERVICES: 

INTRODUCTION: 

DEPOSITORIES:  

Depository Participant services at SHCIL 

Depository Participant services at SHCIL address 

investors individual investment needs.  

Following activities involved under DP services will 

be dealt in detail: 

 Account opening  

 Account maintenance 

 Dematerlisation / Rematerialisation 

 Trade 

 Pledge  

 Corporate benefits 

FUND INVESTMENT AND E-STAMPING: 

INTRODUCTION: 

Fund Invest is a basket of financial products, 

ranging from fixed income securities like Fixed deposits, 

Infrastructure bonds and Capital Gain Bonds to variable 

income securities like Initial Public Offers (IPOs) of 

Equities and Mutual Funds.  

 

PRODUCTS COVERED UNDER FUND INVEST: 

  Following various products are provided by SHCIL 

i. Mutual funds 

ii. Insurance products 

iii. Exim bank FDs 

iv. Government bonds 

 

MUTUAL FUNDS: 

A mutual fund is a vehicle that invests in 

various assets on behalf of its unit holders.  

 

TYPES OF MUTUAL FUNDS: 

i. Open ended schemes  

Close ended schemes 

ii. Fixed maturity plan 

iii. Equity linked saving schemes, etc. 

 

MUTUAL FUNDS DEALT BY SHCIL: 

 ABN Mutual Fund 

 Bank of Baroda Mutual Fund 

 Benchmark Mutual Fund, etc.  

 

DATA COLLECTION AND ANALYSIS: 

DATA COLLECTION METHOD: 

i. Survey method 

ii. Observation method  

To know customers’ opinion survey method is 

used. It required preparation of questionnaire.  

 

QUESTIONNAIRE: 
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SAMPLING PLAN: 

In order to come to some conclusion about the 

quality of services at SHCIL, it was important to reach 

the customers of the organization.  

 

DATA ANALYSIS: 

The data is used to analyze the public awareness 

about the organization, employee behavior, and quality 

of customer care services and level of customer 

satisfaction. 

 

MEDIUM OF ADVERTISMENT: 

Advertisement is a tool through which 

organizations inform their prospective customer’s about 

the availability of product and services and their benefits 

and use. 

  

FORMULA DEFINITION: 

The sample collected represents the  percentage 

using following formula: 

 
DATA TABLE: 

 
DATA CHART: 

 
 

CUSTOMER RELATIONSHIP: 

Customer relationship refers to the efforts made 

by the organization to provide healthy environment to 

it’s customers by way of pleasant appearance and 

interaction, assistance in providing information and 

filling up forms and arranging for basic facilities like 

hygienic drinking water, seating arrangements to make 

customer feel comfortable. 

 

DATA TABLE:  

Table showing rating of customer care 

services
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DATA CHART: 

 
 

SERVICES: 

The next factor should be rated was the services 

provided at SHCIL. SHCIL provides broking service, third 

party services for investment of funds and e-stamping.  

 

FORMULA DEFINITION: 

The formula for calculating the percentage are defined 

above. 

 

DATA TABLE: 

Table showing rating of services at SHCIL (in %age) 

 
CHART: 

 
 

FINDINGS AND SUGGESTIONS: 

FINDINGS: 

i. 66.67% i.e. 2/3rd of the customer’s visiting 

SHCIL come to ascertain about it only through 

their friends or relatives. Other sources of 

advertisement jointly constitute 33.33%. 

  

ii. About 40%of the total customers feel that the 

assistance provided by SHCIL employees is very 

good while 52% feel it to be good.  

iii. 32% customer’s feel that their interaction with 

the employees is very good and 68% feel it to be 

good. 

iv. If we view the above data ii &iii as whole in the 

context of customer care services we will find 

that total of 94.87% of all customers rate the 

services as good or very good. This indicates 

that the customers at SHCIL are elated with the 

customer care services. 

v. 34.28% of customers feel that the broking 

service at SHCIL is good while 47.05% of the 

customers feel that the services are satisfactory. 

vi. 75% of the customers feel that the fund 

investment services at SHCIL are satisfactory. 

vii. For the e-stamping services, 40% of the total 

customers using it feels that the service is really 

good while 30% feel it to be unsatisfactory. 

viii. If amalgamating all the services under v, vi & vii 

we find that 20% of the customers feel that the 

services at SHCIL are good and the same 

percentage feel it to be good. While 42.86% feel 

that the services are just satisfactory. 

 

SUGGESTIONS: 

i. SHCIL should strengthen its advertising 

strategy. There should be the usage of  

audio/visual media and print media to reach 

prospective customers in urban as well as 

remote areas adjoining Gandhinagar. 

ii. It should continue to give same assistance, 

guidance and interaction with its customers. 

iii. SHCIL should arrange a separate help desk for 

its customers to make it convenient for them to 

get brochures, forms and information. 

iv. SHCIL should improve the quality of broking 

services by rendering proactive 

suggestions/tips for trading in equity according 

to the market changes. It should provide 

market update and trend projections of the 

scrip individually to all the customers through 

mail. 

v. As most of the respondents feel that the charges 

of brokerage are slightly higher as compared to 

the charges of other players, SHCIL should 

make its charges more competitive so as to pull 

customers from the market.   
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vi. The slip charges under DP operations should 

also be made competitive. 

vii. Aggressive advertising strategies should be 

implemented for e-stamping facility since it has 

been newly launched by SHCIL. 
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