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Abstract

Purpose—This study is descriptive and analytical in nature focusing to make apparent the relationship of
Government policies. consumer perception and consumer satisfaction on Public distribution system in
Kerala. Design/methodology/approach — Descriptive and Analytical approach is followed in this study .
It is based on variables namely Government policy, consumer perception and consumer satisfaction which
are derived from theory related to PDS. The data for the study was collected through structured
questionnaire. Sample for the present study was collected from the PDS beneficiaries in Kerala. A total
number of 600 questionnaires were returned by the respondent , this representing response rate of 73%.
The questionnaire uses five point Likert scale response format for all the measures ranging from highly
satisfied to highly dissatisfied , from highly effective to highly ineffective and from highly agreed to highly
disagreed .SPSS and Microsoft excel are the slatistical packages and correlation and regression are the
tools used in this study. Findings: Here, this study establishes a positive correlation between variables
namely Government Policy (0.664), Consumer perception (0.612) and Satisfaction of PDS beneficiaries
that 1s consumers (0.751) with reference to households of 4 districts in Kerala (Palakkad. Ernamkulam.
Thrissur and Malappuram). The study indicates that households provide great preference to the PDS and
and they are satisfied with the working of PDS upto a particular extent. It was found that all sections of
people have used PDS articles and the lower price was the motivating factor. Majority of the respondents
are satisfied with quality and quantity of goods supplied by PDS. The study also highliats the policies
taken during COVID 19 pandemic. On testing the hypothesis, ANOVA table exhibit that the dependent
variable is substantially predicted by independent variables at a 99% |evel of significance.
Originality/value — This study pmvid_es i:1‘5ig.l1tfu] findings in ulmlcrslamliug the role of Public Distribution
System(PDS) in ensuring food security wnhlm Kerala by consideringnthe four districts namely Palakkad,
Thrissur. Ernamkulam and Malappuram.This study also shows the importance of Government policies
and consumer perception in satislying the PDS beneliciaries’ needs.

Keywords: Consumer perception, Effectiveness of Govt policy, Public distribution system, Customer
satisfaction.

Introduction . A i

Food security as the physical and economical :Ii.'CL'HSIh-IIHy of basic food among all people (FAO)
[ndia is an agrarian and a developing economy. M“}*“ ol the I‘CUP‘lc have been depending on :1g,|'icu‘[tur:.|!
sector. Agriculture plays an important role in supplying :uiuqufnu I.oml to the masses. Indian popu I;l_t_m‘n 1:t
health conscious and for lhis‘ reason , the consumer perception s to get the quality food in sulllcu-‘l}‘
quantity. This could be one ol t.hc reason why f'fU‘:"lll)/ most ol the Population has turned towards m:gtl_ltl:
farming which is another sustainable source ol income and quality food. In spite of the fact that India is?

. : sider i ler the middle income countries and the per capita income if considere
1¢ , UN still consider itunder| o per capit:
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AN ANALYSIS OF CUSTOMER PERCEPTION AND GOVERNMENT POLICY TO ENSURE FOOR SECURITY THROUGH PUBLIC DISTRIBUTION SYSTEM

would reveal that the majority is destitute and in need of food security. Public Distribution System i.s an
important step adopted by the Government of India to ensure food security among the poor by prowdm_g
food erains and essentinl commadities (wheat, rice, sugar kerosene ete) at affordable price through Fair
l’riceéhops. (Datt and Sundharam -Indian Liconomy). Public Distribution System is operated by the joint
responsibility ol sate government and central government. Several studics Tound that the poor people are
not satisfied due to_irregular and inadequate supply of commoditics. A study shows that the heneficiaries
indicated irregular :,-up]ﬁy, insullicient quantity , bad quality and dishonesty to be the major problems in
the PDS operation (Nidhi Arora, .1 Singh Prof". V A Bourai = 2018 )and (Dr.Ruth Kattumuri, 2011) .
Nevethless . it has the power (o act as a remedy to the food security in India. To remove the loopholes in
Public Distribution System , Government ol India launched ‘Targeted Public Distribution System (TPDS)
with a focus on the poor by supplying 10 kg lood grains at highly subsidised price. . The allocation was
increased from 10 kg to 20 kg with an aim to aid the poor familics . Further it was implemented as a
universal system in Tamil Nadu to cradicate poverty and improve the standard of living of the people
living below the poverty line as reported by a study. (Bhagyasrce P G 2017 ) This same study provides
details regarding PDS , its working , network accessibility, utilization and satisfaction of cardholders.
National Sample Survey points out that 5 % of the total population in the country sleeps without two
sqaure meals a day. So under TPDS, various schemes were introduced, card holders divided in to APL
and BPL , Antyodaya Anna Yojana was started in 2000 for one crore poorest of the poor families covered
under TPDS within the state with supply foodgrains at Rs 2/ per kg for wheat and Rs 3/ per kg for rice. .
To increase the support towards poor familics , the allocation was increased from 10 kg to 20 kg. ( Datt
and sundharam ). ICDS and Mid day meal programme was introduced in 1976 and 1995 respectively to
improve nutrional status of children in primary classes. According to the 2019 Global Hunger Index .
india s rank was 94 out of 107 countrics. According to the Natinal Family TTealth Survey . more than half
of the country’s children are reported to be anacmic. (Hindustan times . October O6th 2020) The number
of consumers depending on PDS are reported to be satisfied in the quality , level of nutrition .availability
etc after the implementation of NFSA(National Food Security Act) in 2013. (P H Neethu. Abey George
Fiona H Mckay — 2019 ) The state GOVT ( Kerala, Tamil Nadu etc) also implemented technology based
policies like e.pose system, smart cards etc as it is more reliable than traditional methods . in spite of
these policies taken by the govt , still the beneficiaries are not fully satisfied due to improper quantity .
quality .and smuggling.(P I Neethu, Abey George Fiona H Mckay —2019 ) . A study on the perception
of beneficiaries of Colachel municipality found that 37.5 % of the beneficiaries were not satisfied with
the supply of commodities . Some of the respondents strongly agree to the problem of improper working
hours. According to this study 65.6% of respondents agreed with the overall performance of PDS and
343 % do not agree with the same. (Bhagyasree P G —2017). The perception of beneficiaries in
Arunachelpradesh towards working hours, timely supply , adequate supply . proper weight et¢ do not
complete satisfaction according to another study . (Dr. Tame Ramya, Tame Ranjuk — June 24 2018). The
same study found certain irregularities in management such as leakages and existence of large number
of bogus ration cards. Only negligible percentage of the respondents expressed their dissatisfaction
towards reasonability of price under PDS . Another study found that the quality of the products distributed
through PDS was poor and there is no proper grading and standardisation of commodities. (Ms:
Ramandeep Kour — research scholar —2014 )
Kerala government took further step to provide free food kits to support APL and BPL card holders
during the pandemic situation. Each kit worth amount Rs 1000 / in the initial month was provided . [t
covered four categories of cardholders ( yellow card, pink card, blue card and white card ). A sample
online survey conducted between April 28" and May 6" in Kochi based centre for socio -economic and
environmental studies, revealed that , 91% blue card holders , 98 % priority category card holders and
85% of the white card holders made purchases used their ration card to make purchases during lock down.
There are studies that report the consumer satisfaction reparding the quality of the products in these free
kits and that the same reason persuaded many to buy the same in this ration card scheme without any
NIU International Journal of Human Rights ISSN: 2394 — 0298 Volume 9 (1), 2022 97
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T . .60 crores beneficiaries (p
hesitation. The entire scheme would cover 87 Inkly ration card holders and 3 (Presg

report of India April -2020).

Government Policies to ensure food Security (hrough |'|I]S'
Public Distribution System (PDS) in Indin is an important (oo
and non-tood commuoditices are distributed to the needy peopl :
criticized for not achieving the objectives and corruption and black umrkclllll!_i WHETE SO
The National Food Security Act, 2013 was passed by the parlinment ol Il'll.llr'l which aims 1o provide
subsidised food grain to approximately 2/3* of India’s 1.2 billion PL‘“P!L'_- Ihe A'—'_l came Into force jp
Kerala on March 2018 [Economic Review 2017]. Major products ol PDS mf:ludt‘: rice, ?»vhc::t, kerosene,
sugar ete. PDS is one of the most important policy of Government of India ((:'l')l)..(,cnlral and State
Government share the responsibility of smooth running of PDS and it includes fair price shops or ration
shops through which food grains are available at alfordable prices. Central Government procures food
grains from farmers at a Minimum Support Price (MSP), through Food Corporation of India (FCI) and
ration cards and items are distributed to the needy people. [Deepa Ravi and Ambili S Nair, June 2019],
Priority households are entitled to Skg food grains per month and Antyodaya households entitled 35kg per
household per month. Ration cards are issued to the eldest woman of the household of age 18 years or
above. For transparency, electronic point of sale devices is used by the government. Civil supplies
department is entrusted with the implementation of schemes connected with distribution of rice, wheat.
sugar and kerosene. Central Government allot stock to PDS and on the basis of ration cards, families are
divided into Above Poverty Line (APL) & Below Poverty Line (BPL). Cards are in different colours.

I. Pink Cards — Priority or BPL — dkg rice and 1kg wheat per head per month (@ Rs.2/- per kg and 500ml
kerosene (@ Rs.33/- per litre.

2. Yellow Cards — most economically backward section — 35kg food grains per month free of cost. lkg
sugar @ Rs.21/- and 500ml kerosene @ Rs.33/- per litre.

3. Blue Cards — Non priority subsidy or APL — 2kg rice per head per month @ Rs.4/- per kg, 3kg wheat
flour per month @ Rs.17/- per kg. - o

4. White Cards — Non priority —4kg rice per card @ Rs.11/- per kg, 3kg wheat flour per card @ Rs.17-
per kg. N

5. Annapurna Scheme — Citizen above the age 65 who does not have any source of income — 10kg food
grains per month {ree of cost. )

The total number of consumers depending totally on the PDS for their food need increased and they are
satisfied in the quality of food grains after the implementation of NFSA_ They are also satistied w ith the
quantity. In order to serve the BPL people and to overcome the failure of unjversal PDS. Tareeted PDS
was introduced. It is implemented through 3 tier system — APL, BPL and Antyodaya [T. J;‘n an. 2015]. To
a large extent. PDS attained its objectives through eradication of poverty among poomg(- people and m
providing food and non-food items at below market price [Dr.Deepa K 'l‘homu: and D‘r.\" Basil Hans,
November 2019]. Public distribution of food in Kerala is undertaken
households through ration cards; food to primary school children.
consumption level of low income people. Subsidised PDS is more useful in raising the consumption level
of low income people. [P. 5 George, March 1979]. 92% of card holders Imrclu‘m.-ul from ration shops:
Keralites relied heavily upon PDS during lockdown days. (The Hindu May 23 it}ll}). Government has
introduced free ralio_n, essential food kits and economic stimulus plans 1o aid ihc people to survive the
current emergency. Government announced [ree ration for all for one month, meaning that the povernment
will provide 35kg rice for BPL families and 15kg of rice for others through PDS and tH‘uppl} a\
Government distributed food Kits consisting of 17 items starting on April 08, 2020 irrespective of income
status distributed through ration shops under PDS, It includes Sugar-1kg, Tea—2500ms, Beans- [R&
Coconut Qil-500m}, Sunflower Oil-11, Atta-1kg, Cornflour- 1 Ky, k(‘hille po\vdur-lllﬁuln:i. Coriander
powder-100gms, Dal-250gms, Turmeric powder-100gms, Fenugreek ﬁc'cu.l-lt}l]gms, Mustard-100gms:
NIU International Journal of Human Rights ISSN: 2394 — 0298 Volume 9 (), 2022 98
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Urad Dal-1ke. Chickpeas-1kg, Soaps-2. Setting up of community kitchen is another policy in vf'h'ich
cooked food %5 distributed for the needy people. Anganwadies are entrusted with the duty of pro\udl!]g
nutritious meals for children under the npe ol 6 whose name is regristered ||1|flcr Integrated Chll'd
Development Services (1ICDS). Foud Kit by the Governiment of Kerala is a great h‘cI;‘nnp{ h‘:mtl I(T mcgt {hcl[
basic food needs (Pramitha Elizabeth Pothan et al). In o meeting, Kerala Chicl Minister Sr:.f’ln‘arz}yl
Vijayan along with representatives of other l'L‘|mI'IIIlL‘I.‘||H. it was decided that an ncyrirm ‘pI‘:m to maximise
the food production including poultry, fish farming, milk production to hecome self aulfhfncnt and to meet
the needs and satisty the customers. (Gireesh Babu, April 22, 2020). The rate of Satisfaction [ndex of BPL
is little more than APL. indicates BPL cardholders are relatively more satisfied. Overall satisfaction index
shows that the delivery system has to be improved. Customers o 4 large extent have no complaints, but
the quality of the functioning of the ration shops have to be improved and care should be given while
including in priority cards.Quality cannot be 100% satisfactory and quantity is 100-200 gms lesser from
the marked weight (Jaya S. Anand).

H1: there is a positive relationship between government policies and consumer perception

Consumer perception on public distribution system.

Public Distribution System (PDS) is viewed as the most important food security network in [ndia in terms
of its coverage and public expenditure. The government spends around 750 billion per year on food
grains. the PDS has become a popular food security system in the country which is managed jointly by the
central government and district governments. It has been distributing subsidized food and non-food to the
targeted beneficiaries including the poor. Major commodities distributed include staple food grains such
as wheat. rice. sugar and kerosene through a network of public distribution shops. Public Distribution
System (PDS) has been an important food security measure meant for vulnerable sections of the society.
especially in underdeveloped district. The consumers of the two districts were satisfied with the
performance of PDS although significant differences exist in their perception in respect of some issues.
The study also highlights the need to eliminate the bogus ration cards to avoid the wastage of resources
and to strengthen the existing system.. The overall analysis indicates that the vast majority of the
respondents in the select districts were satisfied with the functioning of PDS in their respective district.
They were particularly satisfied with the reasonable prices of the goods distributed through the PDS. and
the role being plaved by PDS in their well-being. Almost all the respondents in both the districts still prefer
PDS over cash transfer which would imply the need to support and strengthen the existing policy of
supplying the commodities at subsidized prices through PDS. A few studies have been reviewed in brief
relating to the functioning, performance and impact of PDS in the country. Study on district response to
food security in Anantapur district of Andhra Pradesh observed that the main weakness tound out in the
PDS has been its inability to reach the poor effectively (Ananda 2008). Cardholders face problems of
irregular and inadequate supplies and lack of information about when the ration would be available. The
v-illagers were poorly informed, and certainly not in advance. No respondent was happy with quantity of
rice supplied. There is an analysis between the performance and incefficiencies of Targeted Public
Distribution System in the states of Assam, Mizoram, Rajasthan, Chhattisgarh, Bihar, and UP during 2006-
?007(Ktltnar 2010). Majority of the households in the six districts opined that the shop owners were
lndulging in delivering food items to the open market or they were involved in black marketing of PDS
food items. Around 35% to 40% households were not happy with PDS quality of rice. Butamong the two
states of Assam and Mizoram, majority did not prefer local variety over the PDS variety. PDS is working
quite successfully in Tamil Nadu (Alamu 2011). Tamil Nadu has a universal PDS where all households
are entitled to food ru!ions. including up to 20 kg of rice per month. People are aware of their entitlements.
At least one person in every houschold is aware of the details of PDS ration shops and prices. The
E:hs.:semm.ation of information is impressive. Awareness amongst the masses reduces corruption. Moreover,
It is not just awareness amongst people but also politics that makes the PDS perform. Between 2004-05
and 2007-08, the proportion of households getting any grains from the PDS has progressively risen, from
NIU International Journal of Human Rights ISSN: 2394 — 0298 Volume 9 (1), 2022 99
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5%) (Khera 2011). In different stateg
lize i.c. BPL houscholds has increaseq
. 25% 10 47% in Chhattisgarh, ang
[fimachal Pradesh, and Tamil Nagy,

about a quarter of rural households (27%) to just over one (hird (_J
the proportion of households that the government is willing 1o -"”l”"f
by more than 10% paints i.c. 6% to 18% in UP, 22%t0 36% in Oris:
40% to 59% in Kerala, In addition, in states such as Andhra Pradesh, . . ficant increase |
access was high to start with§ 1%, 69%, and 88%respectively. There 15 a SIEDT ”.dm.l mg:fl?c In the
contribution of in-kind food transfers to both poverty reduction and nulrition (!llﬂlx'”ﬁ.l‘“- . en 2”.[3).
The authors also highlight that a 12 district NCAER study reports high .qznml;:ctmp Ic\{c except in l::har
(Kumar 2010). Various reports have similar results from a nine-state slmlyi,i noting Iurth{cr "ﬂhﬂlgo/rs of
respondents considered PDS “very important™ in their lives and 98% ;1I'Ic;|:"l quite important™and that 5
large majority prefer in-kind ﬁm& to cash transfers, again except in Bihar (Khera 2011). lhc 'mpact of
PDS in poverty reduction in the district ol Papum Pare district where PDS was -““CCCSSﬂf”Y implemented
(Dreze&Khera 2013). In Papum Pare distric1(2009-10), 73% houscholds PllfChﬂ_-“'Cd PDS and ic poverty
gap index was reduced by 39%. In Bihar, only 18% of the BPL houscholds d!d not get their full PDS
entitlement while 97% BPL households in Papum Pare district got their full CI‘IIIHCI"TIEZI'II un_der PDS. The
authors concluded that India’s PDS has a significant impact on rural poverty. The impact 1s particularly
large in districts with a well-functioning PDS. The study attempts initially to bring out the overall
consumer perception of cardholders and later, brings out the overall satisfaction of Ihe.: customers on the
prevailing PDS system. The customer perception is looking on quality of products, timely distribution,
availability of products, proper measurement etc..

H2: there is positive effect between consumer perception and consumer satisfaction on PDS

Consumer Satisfaction

Customer satisfaction is related to consumer perception and effectiveness of Govt policy in PDS. Many
studies are entered in this area. Many people’s are do not awareness in the Govt. policy. But the main
motto of establishing fair price shops have not been fulfilled, as essential commodities are liberally
diverted in open market than distributing to the beneficiaries. The Targeted PDS was begun in 1996. In
March 2000. the prices of grain for Above Poverty Line (APL) cardholders were hiked and the gap
between prices for below-poverty-line (BPL) and APL houscholds widened. In many States. APL prices
of grain were close to market prices and, as a result, households with APL cards stopped buying grain
from the PDS. The Antyodaya programme introduced a new category, the “poorest of the poor” tor which
rice and wheat are available at even lower prices than for BPL households. In the present situation, a
person who belongs to a household that has neither a BPL nor an Antyodava card is etfectively excluded
from the PDS. The recent report of the National Sample Survey gives us an insisht into the magnitude and
nature of this exclusion from the PDS. At the all-India level, 70.5 per cent of rural households either
possessed no card or held an APL card. Since households with APL cards are cffectively excluded from
the PDS, the majority of rural houscholds in India are excluded from the PDS. Therensrosmersatisfitlog
on the food delivery mechanism of universal PDS in Tamil Nadu (Mahendren "Ol‘s}\ The %;LILI\' shows
that more than three-fifths of poor families are satisfied with the efTective l!t.‘|i\*€l'\‘—n'lc::h.-1ni\_m. ofuniversal
PDS. Only a few people were satisfied with the current PDS in Mysore District and n‘mc._l of the people
were not purchasing anything from the PDS.(lllle to the poor ('|1mlitv of commodities supplied by
I:DS(;xi?.ukrull;d I\Ll)avc?'n:ii 3?{_!542;:13:)“':: %T:i:llliu"i h“']tiltulll quota 1]“-‘0|)Ic have to wait in long queues. More
than half of the beneficiaries were satishied with the quality of the T wine ennnlie sugh
PDS(Chandanshiv and Narwade 2013). But still, they purch:!sc I'o)ml gnl.::ht::":llfl|d::‘,\p:l:f:_}‘IslI:::p[l::LlL:\
don’t have enough moncy 10 p_urchu.sc it [‘1"’1‘“ lh'f open market. In Chhattisgarh rcvctulcd that -thc majority
of the households were satislied with the functioning of their ration shops and were getting their food
grains regularly at current prices(Puri 2012). In-their study noted that The PDS '114?)111512 would be
satisfied only if they could obtain goods from the PDS regularly or i[ it should b: : L L " [\-t uantity, if
the shops have adequate stafll members, il these shops are located gy 4y, easil . ””LUEJI]::L l]-1r;e if the
commodities were distributed in time, il the distributed goods were fiyge, I‘hr l.);‘lt;litl"‘.gg:;lslllllsl;o" and 50
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on(Lavanya and Velumurugan 2017). Barada and Mahalik 2016 in their study applied Kano model by
chosen ten factors for the identification of customer satisfaction. The study perceived that when the early
PDS system is compared to the current system, the current PDS has improved a lot in the fields of
minimally delivery days, better customer gricvance system, e-ration card and SMS system that enhanced
customer satisfaction. But the same study identified some of the dissatislactory elements too. BPL card
holders are not at all satisfied with the quality of food grains which are distributed through ration shops
(Sheetal and et.al 2017). The main reasons for the non-consuming PDS for its fuller levels (lyer and et al.
2011). It depended upon the non-availability of goods in ration shops, lack of qualitative food grains,
under-weighment of the commodities, non- availability of the ration cards, etc. These negative factors had
badly affected the efficiency of the PDS system and satisfaction level of customers. A technology-based
reform of the targeted public distribution system has also been implemented by states. Even though
measures taken, still the beneficiaries are not fully satisfied due to the difficultics encountered to obtained
the family cards, improper quantity and quality allocation of PDS goods, frequent smuggling of large
quantities of PDS commodities, irregular shop functioning, inability of the poorest to access PDS
commodities, lack of community monitering and rampant corruption at various levels by the implementing
agencies. Thus, an attempt has been made to ascertain the level of satisfaction of card holders and factors
influencing their satisfaction.

H3: there is a positive relationship between government policies and consumer satisfaction.

Objective of the study

This rescarch aims to assess the level of satisfaction through the relationship between government policy
and consumer perceplion towards PDS to ensure food security and to know the relationship between
Effectiveness ol Govl Policies, Consumers Perception | and Consumer Satisfaction, thereby studying
whether Effectiveness of Govt Policies with Consumers Perception impacts the Consumer Satisfaction of
households of Palakkad, Thrissur. Ernamkulam and Malappuram districts in Kerala .

Conceptual model
Figure 1: Conceptual model

Effactiveness of

Govt Palicies
IndependentVariable \

" Consumer Satisfactian
 Depandant Variabis

Consumers
Parception
Iindependent Variable

Pilot study
A pilot study of the questionnaire was carried out to ensure food security through public distribution

system in Kerala before doing the core study. One hundred samples were chosen for the study, with 25
nos from each rural districts in Kerala. The validity along with reliability of the measured scales were
verified to ensure correction of any obscurities in the measurements. Based on the feedback suggested by
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the respondents, minor corrections were made to the questionnat

Population and Sample vod sceurity through public: distribyy;
The population of the present research comprises ol ensure !mu it (Kothari C.R. (2004 o
system of four distriets in Kerala, Stratilied Random Hﬂlﬂl’“.”g ICUIHH;I“LI sh muglcdﬂ:irr-nf;m |hJ iy
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received. 93 questionnaires were rejected because of missing data. 600 questionnaires were considered for
the core study (75%). iori

The sample included 432 (72%) male and 168 (28%), female employees. Majority of the respondents thag
is 222 (37%) are Under Graduates and 150 (25%) are Graduates, 90 (15%) are Post Graduates fnd 133
(23%) below higher secondary. The majority of the respondents werc below 45 years 343 (58%), and
balance 252 (42%) belongs to above 45 years.

Measuring instruments

Effectiveness of Govt Policies

Effectiveness of Govt Policies was measured adopting self-reported data, the reliability measured by using
Alfa score of 0.82. and normality tested by using skewness and kurtosis it is in between — 1.96 and + 1,96,
Here S-point Likert scale was used; 1- highly ineffective and 5- highly effective .

Consumers Perception

Consumers Perception was measured adopting self-reported data, the reliability measured by using Alfa
score of 0.76. and normality tested by using skewness and kurtosis it is in between — 1.96 and + 1.96. Here
5-point Likert scale was used: 1- highly disagreed and 5- highly agreed .

Consumer Satisfaction
Effectiveness of Govt Policies was measured adopting self-reported data, the reliability measured by using

Alfa score of 0.78. and normality tested by using skewness and kurtosis it is in between — 1.96 and + 1.96.
Here 5-point Likert scale was used; 1-highly dissatisfied and 5- highly satisfied .

Normality

De Carlo (1997) stated that kurtosis and sketches are "the most important indicators to the extent the
regularity in the analysis of instability is affected." Frequent data testing is ‘
tests since general statistics are a basic assumption in parameltric tests. Sk:\\'n
of symmetry or the lack ol symmetry of the normal distribution. Kurtosis is
If the distribution center, or set of data, is synchronized, it scems to be si_mihr to the left and right of the
middle point. If the mean, median, and mode coincide, it is ¢q)leq a svm;nelrit\ I'L"t ‘; tﬁ 0 -\l\c\:_“css b
kurtosis (excess) = 0. A distribution is called approximate normal if-'alx'cwne"w-L “-‘ I.l .u mn b cess) of the
data is between — 1.96 and + 1.96. ; 88 or Kurtosis (excess
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on(Lavanya and Velumurugan 2017). Barada and Mahnlik 2006 in their study applied Kano model by
chosen ten factors for the identitication of customer satislaction, The study pereeived that when the carly
PDS system is compared (o the current system, the corrent PDS has improved a lot in the fields of
minimally delivery days, better customer grievinee system, e-ration card and SM$ system that enhanced
customer satistaction. But the same study identilied some of the dissatisfactory elements too, BPL, card
holders are not at all satislied with the quality of food prains which are distributed through ration shops
(Sheetal and et.al 2017). The main reasons for the non-consuming PDS for its fuller levels (Iyer and et al.
2011). 1t depended upon the non-availability of goods in ration shops, lack of qualitative food grains,
under-weighment of the commadities, non-availability of the ration cards, ete. These negative factors had
badly affected the efficiency of the PDS system and satisfaction level of customers. A technology-based
reform of the targeted public distribution system has also been implemented by states. Even though
measures taken, still the beneficiaries are not fully satisficd due (o the difficulties encountered to obtained
the family cards. improper quantity and quality allocation of PDS goods, frequent smuggling of large
quantities of PDS commodities, irregular shop functioning, inability of the poorest to access PDS
commodities, lack of community monitoring and rampant corruption at various levels by the implementing
agencies. Thus, an attempt has been made to ascertain the level of satisfaction of card holders and factors
influencing their satisfaction.

H3: there is a positive relationship between government policies and consumer satisfaction.

Objective of the study

This research aims to assess the level of satisfaction through the relationship between government policy
and consumer perception towards PDS to ensure food security and to know the relationship between
Effectiveness of Govt Policies, Consumers Perception , and Consumer Satisfaction, thereby studying
whether Effectiveness of Govt Policies with Consumers Perception impacts the Consumer Satisfaction of
households of Palakkad, Thrissur, Ernamkulam and Malappuram districts in Kerala .

Conceptual model
Figure 1: Conceptual model

Effectiveness of

Govt Policies
independent Variable \
—

Consumer Satisfacton
Depencient Vanabia

Consumers

Perception
Independent Variablo

Pilot study

A pilot study of the questionnaire was carried out to ensure food security through public distribution
system in Kerala before doing the core study. One hundred samples were chosen for the study, with 25
nos from each rural districts in Kerala, The validity along with reliability of the measured scales were
verified to ensure correction of any obscurities in the measurements. Based on the feedback suggested by
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the respondents, minor corrections were made to the questionnaire.

Population and Sample

The population of the present research comprises of ensure food secu
system of four districts in Kerala. Stratificd Random Sampling ;CCI:::‘
employed for this research. A total of 800 questionnaires were circulate :
district in Kerala (200 in each), along withq]cttcr emphasizing the privacy and anonymity offélélne/respo‘nse?_
A total of 693 questionnaires were collected back, representing a response percenitage & u,.\\'hw}.l s
treated as a reasonable response rate because of the nature of the research. Qut of the 693 questionnaires
received, 93 questionnaires were rejected because of missing data. 600 questionnaires were considered for
the core study (75%).

The sample included 432 (72%) male and 168 (28%), female employees. Majority of the respondents that
is 222 (37%) are Under Graduates and 150 (25%) are Graduates, 90 (15%) are I)OSI Graduates :‘:nd 13
(23%) below higher secondary. The majority of the respondents were below 45 years 348 (58%), and
balance 252 (42%) belongs to above 45 years.

rity through public distribution
ique (Kothari C.R. (2004) wag
through google forms to the foyy

Measuring instruments

Effectiveness of Govt Policies

Effectiveness of Govt Policies was measured adopting self-reported data, the reliability measured by using
Alfa score of 0.82. and normality tested by using skewness and kurtosis it is in between — 1.96 and + 1.96.
Here 5-point Likert scale was used: 1- highly ineffective and 3- highly effective .

Consumers Perception

Consumers Perception was measured adopting selt=reported data, the reliability measured by using Alfa
score of 0.76. and normality tested by using skewness and kurtosis it is in between — 1.96 and + 1.96. Here
S-point Likert scale was used: 1- highly disagreed and 5- hiehly agreed .

Consumer Satisfaction

Effectiveness of Govt Policies was measured adopting sell-reported data, the reliability measured by using
Alfa score of 0.78. and normality tested by using skewness and Kurtosis it is in between — 1.96 and + 1.96.
Here S-point Likert seale was used: 1-highly dissatisfied and 3- highly satisfied .

Normality

De Carlo (1997) stated that kurtosis and sketches are "the most important indicators to the extent the
regularity in the analysis ol instability is alTected." Frequent data testing is 2 requirement for statistical
tests since general statistics are a basic assumption in parametric tests. Skewness is explained as a measure
of symmetry or the lack of symmetry of the normal distribution. Kurtosis is a measure of peak distribution.
I the distribution center, or set of data, is synchronized, it seems to be similar to the left and right of the
middle point. If the mean, median, and mode coincide, it is called a symmetric distribution: Ske\;less =0,
kurtosis (excess) = 0. A distribution is called approximate normal if skewness or kurtosis (excess) of the
data is between — 1.96 and + 1.96.

Descriptive Statistics
Skewness Kurtosis
Statistic Statistic
Effectiveness of Govt| .220 789
Policies
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Consumers Perception 732 892
Consumer Satisfaction 632 008

Reliability

Cronbach Alpha was done to analyse the reliability of data, and that is scem to be similar to the literature.
The scales used for measuring the three constructs, eflectiveness of government policy, consumer
perception, consumer satisfaction, were taken from the research. Cronbuch’s alpha coefficient of the
studied variables was more significant than 0.7, hence it can be concluded that the data is reliable.

Study variable Cronbach’s Alpha
Effectiveness of Govt Policies 901
Consumers Perception Satisfaction 855
Consumer Satisfaction 732

Tools and software
The data were analyzed employing the statistical techniques with SPSS21; Correlation as well as
Regression analysis were done to check the association within the variables.

Data Analysis

Samples for the present research were 600 numbers which covered 4 rural district in Kerala, around 20%
each namely Palakkad (n1= 146, 24.34%), Thrissur (n2 = 150, 25.11%), Eranamkulam (n3= 159, 26.50%)
and Malappuram (nd= 144, 24.04%). The statistical techniques correlation with regression were adopted
to describe the consumer satisfaction towards PDS in each district , to detect the relationship between
variables measured and to validate the significance of these variables.

Correlation

The statistical device correlation was adopted for finding the relationship between the variables and
hypothesis.

H1: there is a positive relationship between Effectiveness of Govt Policies and Consumers Perception .
H2: there is a positive relationship between Effectiveness of Govt Policies and Consumer Satisfaction.
H3: there is a positive relationship between Consumers Perception and Consumer Satisfaction.

Variable Pearson Co efficient Significance
Effectiveness of Govt Policies (.664 0.00
Consumers Perception 0.612 0.00
Consumer Satisfaction 0.751 0.00

Multiple Regression Model
By examining positive and robust association between ELffectiveness of Govt Policies, Consumers

Perception and Consumer Satisfaction, a multiple regression was done to analyze the impact of
Effectiveness of Govt Policies with Consumers Perception predicted on Consumer Satisfaction

H4: there is a substantial association between Effectiveness of Govt Policies and Consumer Satisfaction
HS: there is a substantial association between Consumers Perception and Consumer Satisfaction

Model Summary”
Model | R R Square Adjusted | Std. Estimated
R Square | error
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AN ANALYSIS OF CUSTOMER PERCEPTION &NI'II'IH\'I:IIN.'\"’.NI'I‘lll.ll ¥ 10 LN !m,
e 319
1 [ 792" |_.627 e, Consumers Perception
a. Predictors: (Constant), LlTectiveness of Govl Policics, LOTE====—
Interpretation et s very significs o
The testing of the hypothesis on the correlation among the \-rmmhl;-; Hf"l“‘i‘”‘l{" :;gr;”%‘:“g('c”:; POsitive
correlation between them. R is the correlation, its value 18 o7 I‘ -d! tent 1o wl:ich.l-'ff't.-ct'cgﬂ:c 3
dctcrmin;\tion. its value is 0.627. The degree ol determination sllnw.s"l 13.’ L'X‘r' ion llcch[h IVcncggof |
Govt Policies and Consumers Perception  influence Consumc i E p 'l' s dc Employes
productivity is determined to the extent of 62.7% by Effectiveness of Govt Policies and Consyper, =
Perception
}
ANOVA table:
ANOVA? - -y
Model Sum of | df Mean F Sig. :
Squares Square 3
1 Regression 19.012 4 11.506 13.288 .000° q
Residual 234.246 473 782 ;
Total 208.478 446
a. Dependent Variable: Consumer Satisfaction
b. Predictors: (Constant), Effectiveness of Govt Policies, Consuiners Perception |

ANOVA analysis table exhibits that significant value to be lower than 0.01, that shows the dependent
study variable, namely Consumer Satisfaction, is substantially predicted by the independent study
variables. Effectiveness of Govt Policies and Consumers Perception . has a confidence level of at 99%.

Coefficients?
Model Unstandardized Standardized t Sig.
Coefficients Coefficients ]
B Std. Beta
Error
1 (Constant) 1.342 245 78.866 .000
Effectiveness of Govt 0.556 58 453 12.564 000
Policies
Consumers 0.642 S8 234 5.743 000
Perception ) .
a. Dependent Variable: consumer satisfaction o

Consumer Satisfaction = 1.342 + 0.556 (Effectiveness of Goy Policies) + 0.642 (Consumers PerccptiO“J
Among these above given two factors, Consumers Perception has o suhslu.nti:I and ‘I‘l‘lili'll‘l-'ll.lll'l negative
impact over Consumer Satislaction. .Efﬁ:clwcm:ss of Govt Policies . .
Consumer Satisfaction. The hypothesis [114] is accepted anq j; displays a positive association between the
variables Effectiveness of F}qvl Policies and the Consumer Sutislaction lllv'jlnll;;:iihr;]l-‘;] is accepted an
it displays a positive association between Consumers Perception and (he C;.)Ilh'lllll;.'l: \‘,uti-sﬂn‘cliull-

g ot ol
has significant negative impact

Suggestion for Future Rescarch

Upcoming rescarches can be:dono by accumulating dat areas in India which will provide &
deep understanding on Government policy and consumer Perception on public Llist;'ilmllli0|1 system and the
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satisfaction of consumers on it. Because ol the data way colleeted from Palakkad, ‘Thrissur, Ernakulam
and Malappuram, the study shows difTiculty in generalizing consumers of other arcas in India.

Implications of the study

This study reveals that the two variables viz, the Government policy to ensure food security through
PDS(0.664) and consumer perception towards PDS(0.612) are positively correlated with consumer
satisfaction(0.751). The findings of our study have its implications primarily on policies to increase the
level of satisfaction and to meet the basic needs during Covid 19 pandemic. Prior studies display that the
state government takes all eflorts inorder to make the PDS more cffective by ensuring availability,
affordability and accessibility of PDS articles to the poor (Dr. 8. Nakkiran, 2004). Introduction of
Electronic Point of Scale(E PoS) machines are another satislying factor (Swapna Shaji and Annie John
2018). This study found that the beneficiaries of four districts in Kerala were satisfied with the various
policies like MDMP, AAY, ICDS etc. launched by the govl (o ensure food security through PDS
(Velmurugan Ramaswamy & Mrs.D. Lavanya D, Lavanya. 2017). This study found that the beneficiaries
were satisfied with the food items (rice, wheat, sugar etc.) and non-food items received at fair prices
through Fair Price Shops (C. Muhammed Kasim & S. Hari Kumar 2018). Our study covers both normal
situation and Covid 19 situation.

Discussions with Conclusion

PDS is an important food and nutrition security measure meant for vulnerable sections of the society.
Over the years PDS has managed to survive the innumerable challenges but still, it is intensively
scrutinized. At Government level all efforts are taken to make the system more effective and ensure the
availability. affordability and accessibility of PDS articles to the poor. This study presented the
information about the PDS, details of its working, utilization and satisfaction of consumers towards PDS
in 4 Districts. The prime aim of PDS is to ensure adequate supply of essential commodities of adequate
quality at affordable price to general public. The customers of the 4 districts were satistied with the
performance of the PDS although significant differences exist in their perception. Variables namely
effectiveness of govt policy and consumer perception helps to evaluate the satisfaction of customers. The
study shows the policies and measures taken during Covid 19 pandemic inorder to cope up with the
situation. Respondents gave the positive feedback about functioning of fair price shop in terms of timing,
location, opening and attitude of distributors. The study reveals that the general public will be satisfied
when they could get the products regularly in all months with adequate quantity and quality.
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