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ABSTRACT

In the emerging scenario of the business and catimgeenvironment of the future, organizations mobst
flexible, adaptable, and more responsible to mamnkeids. The nature of the paper is conceptualinkdvith corporate
entrepreneurship to service quality which increseswice related organizational performance. CoteoEatrepreneurship
enhances a company's success by promoting productpeocess innovations. The empirical evidence igesv that
Corporate Entrepreneurship improves company pedoo@ by increasing the firm’'s pro-activeness aniingness to
take risks, and by pioneering the development @f peoducts and services. Entrepreneurial oriematigh innovation
has provided core competitive advantage in an elranging market place. An organization’s perforneanaderlying
market value will be determined by its ability ttnovate. Management should promotenaepreneurial culture and a
climate within their organizations that is encounggnnovation, and pragmatic approach towards service delivatghw

lead to betteservice quality in the customer centric era.
KEYWORDS: Corporate Entrepreneurship, Service Quality amdwation, Competitive Advantage
RESEARCH METHODOLOGY

The nature of the paper is conceptual based. fnrégard, in-depth secondary data from like; Jdutmzoks,

published report was analyzed in the light of defitmbjectives.
OBJECTIVES
» To understand the strategic benefits of corpomateepreneurship and service quality.
» To identify link between corporate entrepreneurstig Service Quality.
Following Issues have been Discussed
« Corporate Entrepreneurship, Service Quality andmiggtional performance
* Innovation Process in Organization & Role of Manage
» Entrepreneurial Orientation

» Service Delivery and External communication
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» Entrepreneurial Barriers
» Conclusion

CORPORATE ENTREPRENEURSHIP, SERVICE QUALITY AND ORG ANIZATIONAL
PERFORMANCE

Corporate Entrepreneurship has been recognizedpateatially valuable means for promoting and dostig
organization performance, reward and corporate etithgness over the past 3 decades. Entreprehewtiseness help
companies to develop new business that create wevineams. The major goal of the Corporate Ergrequrship can be
defined as generalizing a constant process of mtimmv, the strategic renewal and risky activitidsttee organization
which subsequently can bring organizational growgiofit making and competitiveness. Corporate Ereeurship
encompassed two major types of phenomena: New neeataation within existing organizations and tasformation of
ongoing organizations through strategic renewakp@@te Entrepreneurship can be introduced as dbenpal tool in
growth and the consolidation of competitivenesghaf organization. Some others mentioned that CEbsansed for
optimizing the competitive position of the orgartiaas, markets, industries and the opportunitiebeaoexploited and
development of value- added innovation. The abiiityprosper in turbulent conditions requires conigsro focus on
mastering five key characteristics: flexibility,aatability, speed, aggressiveness, and innovatsge(i€uratko and Morris
2003). For success of Corporate Entrepreneurshigeps, the following five factors should be consdewholly
otherwise the appropriate planning for only on¢heim causes the failure in the Corporate Entrepirshé’s process: A)
organization commitment to the concept of Corpoiérepreneurship; B) Determining the Corporater&preneurship
model; C) Establishing entrepreneurial behaviorjd@ntifying corporate entrepreneurs; E) Use corspéan systems for

stimulating Corporate Entrepreneurship.

Corporate Entrepreneurship activities enhance gaamsuccess by promoting product and process atioms.
The empirical evidence is compelling that Corpotatgrepreneurship improves company performancenbreasing the
firm proactiveness and willingness to take risk d@ydpioneering the development of new product, esscand service
through enriching its competitiveness. The ternpocate entrepreneurship is used to describe etreprial behavior
inside established medium-sized and large orgaairat It embodies entrepreneurial efforts. Accagdito Chung and
Gibbons (1997) corporate entrepreneurship is aanizgtional process for transforming individualadento collective

actions through the management of uncertainties.
Service quality (SQ) is a comparision of ExpectgdBdut a service with Performance (P):
SQ=P-E

Service Quality is a way to manage business presdssorder to ensure total satisfaction to theéasnsr on all
levels (internal and external) It is an approadt thads to an increase of competitiveness, effermtiss and flexibility of
the entire organization. The efficiency of the whelstem is possible only if we monitor and analymedemands of the
customers, as well as define and control the peoaesl implement constant improvements. Quality é®mplex term,
made up of several elements and criteria. Whenior@ng service quality most researchers alwaysiredeto two schools
of thought that dominate the extent thinking. Gaélordic school of thought based on Gronroos’s 41 ®&o-dimensional

model. And the other is the North American schoblttmught based on Parasuraman et al.(1988) fimeedsional
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SERQUAL model. Besides this, there are other reiegignificant conceptual and empirical works, whiocused on

service quality, and can be summarized as:

e Customers’ experiences with tangibles, reliabilitgsponsiveness, assurance, and empathy aspestsvide

delivered by a firm;
e Technical and functional quality;
e Service product, service environment, and servidery and
» Interaction quality, physical environment qualitydaoutcome quality.
In nut shell following dimensions are important f&livering services quality:

* Employee Competenceis the possession of the required skills and kedgé to perform the service. For
example, there may be competence in the knowleddesill of contact personnel, knowledge and séfll

operational support personnel and research caeditif the organization.

« Employee Credibility is the factors such as trustworthiness, belieflamkesty. It involves having the customer's
best interests at prime position. It may be infkezh by company name, company reputation and threopar

characteristics of the contact personnel.

» Employee Reliability is the ability to perform the promised serviceailependable and accurate manner. The
service is performed correctly on the first occasibe accounting is correct, records are up te datl schedules

are kept.

 Employee and Responsiveness to the readiness and willingness of employedsetp customers in providing

prompt timely services, for example, mailing a saction slip immediately or setting up appointmentekly.

« Employee Communicationmeans both informing customers in a language #neyable to understand and also

listening to customers.

» Employee knowing the customermeans making an effort to understand the custemerdividual needs,
providing individualized attention, recognizing thastomer when they arrive and so on. This in telps in

delighting the customers i.e. rising above the etqi®ns of the customer.
e Accessis approachability and ease of contact.

The above discussion shows that both Corporateefmneurship and service Quality are different epte but

have profound impact on the organizational perfarcea
INNOVATION PROCESS IN ORGANIZATION & ROLE OF MANAGE R

Innovation For an organization, “innovation” is rastly limited to innovation of technology or produas it also
involved process, strategy, organization structumd so forth. The objective of corporate innovatisrto strengthen

corporations’ external competitiveness and enhanteenal capabilities through product or procesmiration.

According, the findings oHornsby and colleagues that a positive relationship between managerial support and
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entrepreneurial action is more positive for senior- and middle-level managers than it are for lower-level managers.
Furthermore, they also observed that managerial j[grovides a structural ability to “make more ofganizational factors
that support entrepreneurial action. Kuratlenotes the role of good managers in Corporate Entrepreneurship act invitees
and mentions that these managers are responsiblaat@ an entrepreneurial strategic vision and détimg the
architecture of an entrepreneurship-oriented omgdiin, but these managers have a weak understpaflimplementing
techniques and strategies of Corporate Entreprehguinnovation. Middle managers can change theepréneurial
flexible opportunities to the innovations compagiblith the organization in a very specialized anghssticated way.
Middle manager provides the impetus for differeyet of entrepreneurial opportunities. Entreprerauwpportunities

from lower organizational levels and attend prityatio these that along with entrepreneurial origataof the firm.

ENTREPRENEURIAL ORIENTATION

Growth Orientation

Entrepreneurial management should be maintainedtoasvecome responsible organization by pushing
responsibility downward, creating an appropriatesseof scarcity of resources, freedom of decisi@king, providing

proper planning, and adequate feedback for decisimkers.
Entrepreneurial Culture

Entrepreneurial culture is a pattern of basic aggioms invented and designed to assist peopleatm l® cope
with the problems of external adaptation and iraeimtegration. The corporate culture is one wtdelebrates caution and
conformity, convention, protocol, rules and proagduThe culture that allows individuals to bring new ideas and tolerate
risk is a key element of sustainable business performance’. Entrepreneurial culture stimulates innovatiolexibility and
performance. Entrepreneurially- oriented compaga#ablish clear and meaningful core values andrertbay are shared
within the organisation. Entrepreneurial organisati are guided by their vision. Firms successfud atistained form of
corporate entrepreneurship tend to have cultures systems supportive of innovation. Favourable camgpculture
encourages employees to try out new ideas, evethey fail. The belief is that mistakes can be ledrrfrom.
Entrepreneurship culture encourages learning thraofprmation sharing, commitment and accountapbilit is believed
that the culture that reinforces communication ahdring of knowledge within the organisation israc@l element of
success in encouraging the implementing of newsid8ab-cultures exist in an organisation, with eadture having its
dominant values and assumptions. The conclusionthizasinderstanding the key values of these cudtanel recognising
the key powerful elements within them can leaduccessful innovations. Entrepreneurial firms arearmone to having
a market-driven culture by constantly updating, ioying and changing business processes, produdtsenvices that
eventually create more value for customers. Alsanastioned earlier, core values are critical fog #ntrepreneurial

culture to be successful.
SERVICE DELIVERY AND EXTERNAL COMMUNICATION

Services are performance. This performance may dwple- based or equipment based or both people and
equipment-based performance tend to be standardaiethection between the standard and specifiaratbehaviours of
the employee has to be established. Service pmavidrist be proactive in collecting, collating argsessing their

customers’ service preferences against perceptiorestablish the extent to which customers requérgs are being met
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by the services they provide and subsequentlycakective measures to sustain service quality.

According to the experts with reference to the Hjgeoature of service delivery,” empowerment beesna very
important issue to organizations to producing ses/i In that, the customers and the employees agaged
simultaneously in the production of service. Insthégard, organization in choosing how best toesés/ customers.).
In order for the management to trust that emploggessuccessful in dealing their customers, theagament has to give
the employees the authority and necessary suppatidceed at it. The researcher points out thatsmes’ need to be

empowered to perform, but they also need the gaamhgement, support system, technology and infoomati

Communication plays a vital role as interaction amogue between provider and customer. Custom@ioi
able to have information about the service prioptochase. That is, customers generally have afistitribute with
varying weights on which an expected performancsoisght from the service. In this regard, orgaigraestablished

performance parameters of communication for théocosrs.
ENTREPRENEURIAL BARRIERS

Typical barriers of entrepreneurial activities atescribed as well as innovation dilemmas that drgdions
solve. The innovation process is not linear, bytcgimponents of innovative behavior may be idesdifitogether with
specific roles employees play when moving the itteavard from idea creation to implementation. Intpot factors
influencing the success of entrepreneurial behaarer discussed, involving the role of middle mamsgend reward
systems. Recommendations for fostering entrepréaielehavior and innovation are provided togethdthva simple

inventory for measuring employee perception of nganial and organizational support.

CONCLUSIONS

Corporate leaders know they can no longer expaabkshed markets to simply keep on delivering,ryefter
year. Now, they are looking for that growth fromwnenarkets, products and services. To effectivelgilifate the
development of corporate entrepreneurship, sergigality organizations need to focus on such keyofacas top
management support, longer time horizons, Empogegmployee, recognitation resources, rewards, nfieséble
organizational structures, and a entrepreneurifireuthat is conducive to corporate entreprengprahd service quality
activity. New employees must be effectively intégdainto the organization if they are to becomdulsmembers of the
team. Existing employees must be able to adjustaataght to structural and cultural changes necedsamgrowing in a
dynamic environment. Culture also influences a nemaf aspects of organizational activity includimgwv people interact.
From a management perspective, culture occurs mabn naturally, and informally. It is suggestdtht the number of
service quality dimensions is dependent on theicedyeing offeredAn organization’s performance underlying market
value will be determined by its ability to innovatdanagement should promotesiatrepreneurial culture and a climate
within their organizations that is encouragimgovation, and pragmatic approach towards service delivatghwead to

betterservice quality in the customer centric era.
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