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Abstract  

During the recent pandemic COVID 19, with the imposition of social distancing norms and COVID-19 restrictions 

technology played a critical role in ensuring that people at the bottom of the pyramid have access to financial 

services. Micro borrowers lack physical collateral, and the lender does not know their creditworthiness. 

Technology can help reduce information asymmetry and provide local access to financial services at lower 

transaction costs. There is a need to change the behaviour and attitudes of the poor toward adopting technology. 

In this study, the theoretical lens encompassing the Technology Acceptance Model, Enterprise Agility Model, and 

Dynamic Punctuated Equilibrium was deployed to study the technological transformation of the self-help groups 

in Fatehabad Haryana, India. During COVID-19, the technological transformation enhanced the performance of 

these groups. Moreover, agile groups were better able to adopt the technology. However, to improve agility and 

technology acceptance, there is a need for social intermediation. 

Keywords: Case Study, Technology, Organizational Learning, Change Management.  

 

1. INTRODUCTION  

Used by many, online banking mainly aims to provide access to financial services via 

technology to the individual customer at their doorsteps (McKechnie et al., 2006). The COVID-

19 pandemic started as a cluster of pneumonia in Wuhan, China, in December 2019. This 

pandemic impacted the financial community in myriad ways, and perhaps the most significant 

was the change in the operation of the community initiatives like group lending.  

In a semi-formal organization like a self-help group that caters to the poorest of the poor and 

requires regular meetings, COVID-19 heralded a halt in usual operations, impacting the 

sustainability of the self-help groups. The modern world in the wake of COVID-19 poses 

various challenges, and within this landscape, the ability of IT to enable has increased 

tremendously (Sambamurthy et al., 2003),  (Alfadda and Mahdi, 2021). Digital technology 

creates new channels of engagement, relationship building and democratic participation. It 

helps to reduce the operational risk and further provides benefits like inclusion, efficiency, and 

innovation, (Seela subba rao , 2023 ) 

The primitive society poses various challenges to technology acceptance in terms of the need 

for proper change management, social intermediation, and capacity building. During 

contingencies and crises, technology adoption becomes even more difficult due to resistance 

to change. TAM posits that the perceived intention to use technology is impacted by the 

perceived usefulness (PU) of technology and perceived ease of use (PEoU) (Fishbein & Ajzen., 

1975).  And social intermediation and infrastructure building helps to improve the technology 

acceptance. In Rural India, the banks situated at distance of 10 to 12 km. And women members 

had to spend a lot of time to visit the banks.  

The solution to the problem is use of technology to deposit and monitor money operations for 

the group, during COVID-19.  One of the key problems faced by women workers aligned to 

groups is lack of vocational training and inappropriate infrastructure.  
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The study argues that organizational agility or technological readiness as digital literacy and 

infrastructure leads to technology acceptance, and agile organizations are better prepared to 

respond to contingencies during the period of revolution or pandemics, (Zain et al., 2005)., 

Organizational agility refers to the readiness of organizations and the ability of the 

organizations to adapt to internal changes like technology adoption (Lu & K, 2011).  

Each self-help group differs in terms of ethics, philosophy, norms and literacy levels. However, 

the groups in Fatehabad, Haryana have been able to seamlessly adopt technology due to 

competencies and strategic initiatives such as role plays, nukad nataks, counselling by the bank 

sakhis, Didi’s, trainings and business correspondents by the Government under the aegis of 

DAY NRLM (Deen Dayal Antodaya National Rural Livelihood Mission) to build 

technological capabilities with Payse, (Chung, Lee & Kim, 2014; Cepeda & Arias-Pérez, 

2019).  

There is a gap in the literature addressing the importance of organizational agility and 

technology acceptance in meeting the contingencies like COVID-19, (Omoush et al., 2020) 

Due to the change in the environment, the context of technology implementation has changed 

drastically.  

The relationship between deployment and adoption of technology is a “Black Box” that is not 

much studied, (Aurélio de Oliveira et al., 2021; Conforto et al., 2016; Tan, Pan, & Zuo, 2019; 

Tan et al., 2010). This study proposes that organizational agility or readiness facilitated through 

trainings, intermediation, counselling enables adoption of technology through attitude change 

and leads to performance improvements. (McAfee et al., 2008)... The main reason for lack of 

agility among the groups is that groups are formed by women who are socially excluded and 

discriminated and are reluctant to change or adopt technology as they fear cultural deprivation 

and loss of jobs.  

Lack of any handholding agency also leads to exclusion of the members leading to lack of 

organizational readiness. There is no research study on how various competencies and strategic 

alignments in an agile group enable it to adopt technology successfully and sustain themselves 

technologically and financially.   

By examining how social intermediation by self-help promoting agencies under SRLM helps 

resolve the “Black Box” of the relationship between the technology readiness or organizational 

agility and use of technology and organizational performance in case of groups in Fatehabad 

Haryana, (Tan et al., 2019) this case study seeks to highlight the need for technology and 

strategy alignment, (Tan et al., 2010) Corresponding to this knowledge gap, the research 

questions that this study aims to answer are (1) how organizational agility leads to technology 

acceptance in case of self-help groups in Fatehabad, Haryana during COVID-19? (2) how 

technology enhances organizational performance during the crisis and revolution. Through the 

lens of the Dynamic Punctuated Equilibrium model, this study aims to understand the impact 

of organization agility on technology adoption and performance during COVID-19. 

 

2. LITERATURE REVIEW  

(Tuckman & Jensen , 1977) gave the famous theory of group formation comprising four stages 

forming, norming, storming, and performing; (Gersick, 1984) gave the theory of dynamic 

punctuated equilibrium that includes 3 stages, i.e., co-evolutionary, evolutionary, and 

revolutionary stages. To study the evolution of the organization, (Tushman et al., 1985) 

suggested the framework of dynamic punctuated equilibrium.  
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Every organization undergoes organizational changes. These organizational changes can take 

the shape of business innovation, such as technology deployment, legal changes, such as 

demonetization and the passage of the Microfinance Act, or environmental changes, such as 

the COVID pandemic (Gersick, 1991). It is similar to Darwinian evolution, where mutations 

are forced by the environment, upsetting the status quo or static equilibrium. These mutations 

can be equated to dynamic "Punctuations" of fast Change. The author claims that an 

organization's dynamic capabilities respond to organizational changes through incremental 

adjustments such as the reorganization or the deployment of newer technologies. In addition to 

this, our study highlights that an individual's performance of behavior depends on subjective 

standards, attitudes, and perceived behavioral control (Vallerand et al., 1992). The adoption of 

organizational change is influenced by various factors such as social intermediation, capacity 

building, and social changes, and these changes can take the form of changes in the structure, 

strategy, or power distribution.  

Self-help group bank linkage is a social innovation through which a homogeneous group of 

individuals comes together to avail credit from formal financial institutions like banks through 

social capital. Banks are wary of lending money to the poor due to the lack of physical 

collateral. But in a group, by leveraging the social capital and ties, the bank can extend loans 

to the poor (Radu ban et al., 2015) Within the equilibrium periods, the organization system 

remains the same, that is, there is no change, but during the economic crisis, it changes 

drastically. This study explores how acceptance of technology and proactive initiatives to 

manage change result in organizational agility for agricultural self-help groups during COVID-

19... In their research article (Goncalves & Goncalves , 2012) addressed how the introduction 

of information technology in an organization is greeted with opposition from its members. To 

manage the change, the author propagates that there is a need for revolutionary transformation. 

Revolutionary transformation is taught through the changes in the structure and strategy of the 

group. With the advent of a pandemic like COVID-19, the environment has changed 

drastically, and there is a need to train the organization's employees regarding the changes to 

be adopted. Over the past 2 years, there has been an environmental change with the imposition 

of social restrictions during COVID-19.  

Perspectives on Technology Acceptance Model  

The theory of Planned behaviour (Fishbein & Ajzen, 1975; Azjen & Fishbein, 1980) discusses 

the importance of attitudinal changes in technology adoption. Through an interpretive 

paradigm based on a single case study framework we highlight the importance of affective 

factors and attitude-building through social intermediation in adopting technology,  (Stella 

Maris Juhar Baptista, 2021 ). In the case of organizations and institutions like self-help groups, 

users are the poorest of the poor who lack any physical collateral, credit history, or financial 

literacy capability (Cohen & Levinthal, 1990). As per the author, the adoption of technology 

by an individual is impacted by perceived difficulty, adaptive experiences, computer efficacy, 

perceived benefits, compatibility, and perceived values. The article highlights that difficulty in 

the implementation of the technology could also be due to the perceived difficulty in learning 

and lack of perceived behavioral changes required to implement digital literacy programs.  

(Alavi & Henderson, 1981) their research study has highlighted the importance of various 

factors such as actual system usage, user attitude, and organizational learning in ensuring the 

adoption and seamless integration of the technology in an organizational setting, (Bailey & 

Pearson, 1983). Thus, organizational agility in the form of skills and capabilities impacts 

technology acceptance during a crisis. In this case study, we discuss the case of the self-help 

group in Fatehabad, Haryana, India, which implemented the technology in the form of a PaySe 
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payment intermediary to facilitate online deposition of savings by the organization members 

or the self-help groups. One of the major issues facing Self-help groups in India is the lack of 

adherence to the group norms. (Swanson, 1974) their research study has highlighted two 

stakeholders in this system – the manager from the state rural livelihood mission and the users. 

(Ginzberg, 1981), their research study has highlighted that the success of the systems primarily 

depends on the users' expectations. (Schultz, 1987; Schlesinger et al., 2013) in their research 

paper has highlighted the implementation of organizational change from the project 

implementation perspective. The author argues that project implementation has two phases, 

i.e., “Planning” and “Tactical” strategies. As per the author, the factors that impact successful 

project implementation are goal definition or planning; the other factors are resource allocation, 

top management support, and project planning.  

As per the author, continuous personnel training would be required to adapt and implement the 

organizational changes. (Park & Park, 2020) his research study has highlighted the importance 

of technology type, educational satisfaction, usage enjoyment, and user experience as the 

important factors impacting perceived ease of use. The authors further argue that within the 

theory of reasoned action, perceived usefulness and ease of use of a product and service are 

two important cognitive factors that impact the intention to use technology for banking (Fazio 

1986; Igbaria, et al., 1995; Bajaj, 1998 ;Fenech, 1998). (Agarwal Karahanna, 2000) (Chan & 

Storey, 1996) in their research study have highlighted the importance of learning in the spread 

of information technology in an organization.  (Romm, Pliskin & Rifkin, 1996). (Larsen & 

Wetherbe, 1999) their research study have highlighted the importance of frequency of use in 

the adoption of IT.. There are two dimensions of how organizational Agility impacts 

technology acceptance. In this context, “Theory E” discusses the importance of economic value 

in promoting the usage of technology, and “Theory O” emphasizes the importance of social 

factors such as the culture of an organization and human capability to promote the ease of use 

of technology. And the self-help group operates in the social environment, where how the 

members perceive the usage of technology becomes important.  

Social intermediation or training helps in adoption of technology.  (Doob, 1947) in their 

research paper have tried to relate the concept of attitude to behavioral theory. The TAM 

(Technology Acceptance Model) states that the perceived utility of technology determines its 

utilization, (Park & Park, 2020. It enables smooth linkage with centralized systems, effective 

feedback collection, and virtual community development, and lowers organizational costs. This 

is also true that technology is useful as it helps to increase organizational agility, (Mrugalska 

& Ahmed, 2021). But at the same time, we argue that agile organizations are better able to 

adopt the technology. Sensing change implies the institution's understanding of the value of 

technology. Technology adoption depends on the user’s attitude and the members' emotive, 

cognitive, and behavioral inclinations. And change management plays an important role in 

building positive dispositions toward technology acceptance. Agile organizations that invest in 

capacity building and change management reap the rewards of technological acceptance.  

Perspectives on Organizational Agility  

The ability to recognize the change in the internal and external environment, as well as the 

ability to adapt effectively and efficiently in a cost-effective manner, are two components of 

organizational capability (Seo &  Paz, 2008). Organizational agility is defined in the literature 

as a combination of sensing and responding capabilities (Tallon, 2019). To survive and 

succeed, the literature emphasizes the important role of being able to detect and respond to 

risks and opportunities (Lucas, 2012 ).  
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Research studies highlight the importance of agile organizations and promote the idea that they 

must be constantly undergoing significant transformations, (Teece, 2016). This involves 

implementing new IT changes and restructuring the organizational structure (IT).   (Conboy 

and Fitzgerald, 2004) in their research study have discussed organizational agility as the 

continual readiness of the entity to change rapidly. (Lyytinen, 2006) define organizational 

agility as how and why the organizations sense and respond swiftly to change. (March, 1991) 

in their study have highlighted the importance of organizational agility in exploring new 

possibilities and exploiting old certainties.. Their study work (March 1981; March, Cyert and, 

1963; Ashby, 1960) discusses organizational change as the adaptive quest for new technologies 

as a means of adaptation.. It highlights the importance of experience & innovation in promoting 

organizational change. (Simon, 1958) in their book asserts that organizations are a system of 

interrelated behaviors.  

The study highlights that organizational behavior can be changed through organizational 

learning or memory. ( Lee & Xia, 2010) their research study has defined organizational agility 

as the ability of an organization to respond to changes in the external and internal environment. 

(Sambamurthy, Bhardwaj and Grover , 2003) in their research study highlight that 

organizations can sense the environment and capitalize on their resources to leverage the 

opportunities. (Davis, 1989) their research study highlights that seamless technology 

integration through interface leads to a helpful attitude towards technology. (Venkatesh et al., 

2003) their research study highlights the importance of locational independence, habitual 

technology use, characteristics of an organization, perceived job performance on organizational 

agility, and organizational performance. (Cyr et al., 2006) According to the author, task 

characteristics are significant for successful operations and organizational agility.  

Task characteristics refer to the perceived easiness and difficulty of the job. (Eisenstat, 2000) 

their research study highlights the importance of leadership commitment and involvement in 

ensuring organizational change. The study discusses six barriers to strategy implementation 

and learning in an organization. The authors argue that ineffective senior leadership, conflicting 

priorities, poor vertical communication, and coordination across businesses are the main 

obstacles to the functioning of an organization. (Gersick, 1991) their research study highlights 

that the System orientation works by adapting to organizational changes as the organization 

moves from the equilibrium to the revolutionary change stage. The author has discussed three 

different components of punctuated equilibrium, namely the deep structure, equilibrium, and 

revolutionary periods. The equilibrium period is defined as the set of organizational systems 

and processes that remain the same.  

The literature also mentions the various barriers to change, such as the pain of loss, uncertainty, 

and the fear of failure in an organization. The study highlights the revolutionary changes as the 

period during which the deep structures were dismantled, leaving the system disorganized. 

Considering these factors, we have deployed the Technology acceptance model in the context 

of our case study – agricultural self-help groups in Fatehabad, Haryana, India, and its impact 

on organizational agility.  

The agricultural self-help groups in Haryana, Fatehabad, have adopted a personalized web 

application by PaySe for collecting savings, depositing money into accounts and record 

keeping. Table 1 provides an overview of how through the technology acceptance model, the 

groups ensure enterprise agility. In the aftermath of COVID-19, the groups sense change using 

the Analyzer strategy to estimate the perceived usefulness and ease of use of technology and to 

build an attitude toward technology adoption. X 
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Table 1: Overview TAM (Technology Acceptance Model) and Organizational Agility 

Enterprise Agility Perceived Usefulness Perceived Ease of Use Attitude towards Use Attitude towards Change 
Behavioural Intention 

to use 
Use of technology 

Sensing Change 

1) Locational independence 

2) Seamless integration with a 

centralized system 

3) Transparency 

4) Improve business processes  

5) Improves competitive advantage  

6) Facilitate Audit  

7) Enable organizations to diversify, 

expand and implement various 

strategies  

8) Effective means to gather feedback  

9) Autonomous  

10) Knowledge sharing  

11) Ensures timeliness of information 

for the organization  

12) Develops virtual community  

13) Reduces organization expenditure  

14) Team learning  

15) Flexibility  

16) Cost  

17) Design  

1) Operational through 

personalized platforms 

such as Mobile  

2) Operational through 

simple PaySe Cards  

3) No need for additional 

equipment’s 

4) Collective ownership 

of results  

 

Affective: Emotions, 

predispositions, and 

perceptions of an 

individual impact the use 

of technology  

 

Cognitive:   

Knowledge level, 

Education and Learning 

of a person impacts use of 

technology  

 

 

Behavioural: Personal 

traits & characteristics of 

a person impacts the use 

of technology 

1) Predispositions of the users 

regarding change play an 

important role in 

technology adoption  

2) Rigid opinions  

3) Past habits and affiliations 

with manual methods might 

obstruct the use of 

technology  

 

1) Motivation  

2) Time Saving  

3) Efficient  

4) Effective  

5) Perceived Security  

6) Perceived Cost 

Savings  

7) Perceived ubiquity  

8) Perceived 

reachability  

9) Social Value  

10) Perceived value  

11) Perceived Self 

Efficacy  

12) Perceived 

compatibility 

13) Subjective Norms  

14) Innovation 

experience  

15) Self–Efficacy  

16) Perceived Risk  

17) Compatibility  

1) Adoption of 

technology 

2) Task feedback  

3) Task 

Significance  

Responding Change 

Digitization  1) Sensitization  

2) Awareness 

3) Attention seeking  

4) Developing Interest  

5) Autonomous use  

1) Positive 

reinforcement  

2) Leveraging  

3) Virtual communities  

4) Leadership  

5) Promoting self-

learning  

6) Team learning  

1) Commitment to change  

2) Communicating Change  

3) Training  

4) Adoption of Change  

5) Change Management  

6) Appointing Change Agents  

1) Actual Adoption of 

Technology  

2) Sustainability  

The technology 

used by the 

members  
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This was followed by a response to changes in social intermediation and technology adoption. 

Our model within the findings confirmed our assumptions within the interpretive TAM 

framework (Azjen & Fishbein, 1980) that technology change needs attitude building. The 

adoption of PaySe has led to improvement in financial outcomes for the members of the 

agricultural self-help groups in Fatehabad, Haryana, India. The success of organizational 

agility in a turbulent environment includes dynamic capabilities (Teece et al. , 1997), to 

integrate, build and reconfigure internal and external competencies, market orientation or 

intelligence regarding the market conditions (Kohli et al. , 1990) and the absorptive capacities 

including the routines and processes by which firms acquire, assimilate and transform 

information. (Porter Me, 1987) also, highlight the importance of strategic flexibility. So overall, 

the Haryana State level mission that runs these self-help groups is highly agile to have adopted 

technology swiftly during a crisis through social intermediation. 

Perspectives on Dynamic Punctuated Equilibrium Model 

Every Information Technology project goes through phases such as the Definition stage, 

System design, physical design, and implementation stage. (Abernathy & Utterback., 1978 ) 

Through the theoretical lens of Dynamic Punctuated Equilibrium, their research paper has 

highlighted the importance of incremental innovations and change. The author argues that 

sudden business innovation leads to instability, highlighting the need for change. (Romanelli, 

1985) highlights in the wake of disruptions or externalities in the form of the pandemic, there 

is a need for social intermediation to ensure radical innovations (Mokyr, 1990). (Loch et al., 

1997) in their research study argue that technology adoption depends on the rate of incremental 

improvement, organizational learning, and the system’s resistance to switching between the 

equilibrium. (Robinson, Scott., 2007) in their research paper, have highlighted the problem of 

Punctuated Equilibrium using the Normal Distribution. Table  provides a glimpse of strategies 

deployed by groups to manage change.  

Table 2: Models of Punctuated Equilibrium 

 Exploitative Exploratory 

Punctuated Equilibrium 
The long period of Exploitative 

changes 

The brief period of Exploratory 

Radical changes 

Ambidexterity Simultaneous Exploitative changes 
Simultaneous Exploratory 

changes 

Through the lens of the Dynamic Punctuated Equilibrium model, strategic management needs 

to respond to the challenges and ensure seamless integration and IT alignment during the 

revolutionary periods.  

Table 3: Punctuated Equilibrium & Snow and Miles typology for IS Alignment 

Environment  Snow & Miles 

Typology 

Evolutionary Revolutionary Periods 

Internal 

Environment 

Deep Structures 

1) Mechanistic & 

Centralized structures  

 

1) Structure reconfigures & 

disassembles  

2) Semi structure hybrid forms  

3) Decentralized  

Strategy 

1) Defender Strategy 

2) Differentiation strategy  

Business Strategy  

1) Analyzer Strategy  

2) Prospector Strategy  

3) Reactor strategy  

Adaptation  

IS, IM, IT strategy  
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Processes  

1) Stable  

2) Risk of not being able 

to adapt to changes  

3) Product Engineering  

4) Communication & 

Awareness  

 

1) Innovation  

2) Creative Imitators  

3) Efficiency  

4) Planning  

5) Noncentralized control  

6) Lack of Experience curve  

Ideology  

Organizational 

Adaptation  

1) The short period of 

Metamorphic changes  

2) Highly durable order  

3) Equilibrium for an 

extended period 

 

Goal Alignment  

Organizational Agility  

1) Rapid & Radical spurts in 

change  

2) Change is incremental  

3) Resistance to Change  

4) The crisis that breaks the 

systemic inertia 

5) Opportunity to learn  

6) Development of new structures  

7) Incremental adaptations  

Transformational Leadership  

Innovation  

Strategic Alignment  

External 

Environment  

Environment 

Characteristics  

Stable  Complex environment  

Turbulence in the task environment  

 

Strategy  

Exploitation  

Incremental Exploration  

Exploration  

Incremental exploitation is not 

sufficient  

Table 1 discusses the Strategic Alignment through the theoretical lens of dynamic punctuated 

equilibrium. (Hirschheim and Klein, 1989) in their research paper, they have addressed the 

issue of Strategic IS Alignment using the theoretical lens of Dynamic Punctuated Equilibrium. 

The author has analyzed the alignment between the business and Information systems using 

Snow & Miles typology. The author argues that organizations undergo evolutionary changes 

during long periods of relative stability. This phase is followed by brief periods of revolutionary 

changes during which the revolutionary changes occur. Business strategies differ according to 

the phase of organizational change. (Sabherwaal et al., 2001) in their research paper argue that 

the business strategies can be classified as Defenders, Prospectors & Analysers. These pertain 

to business strategy attributes such as Defensiveness, Risk Aversion, Aggressiveness, 

Proactiveness, Analysis, and Futurity. As per the literature, the Defender strategy is suitable 

for defensive businesses, risk-averse and low on aggressiveness, proactiveness, analysis & 

futurity, and Prospectors & Analyzer strategies are suitable for players who are low to medium 

on defensiveness, risk aversion, and high to medium on aggressiveness, proactiveness, 

analysis, and futurity. (Gersick, 1988) in their research study have highlighted that groups 

follow a punctuated equilibrium model of development through alternating between inertia and 

revolution.. (Uotila, 2017 ) in their research study, they have discussed how the task 

environment, which comprises complexity and turbulence, impacts organizational change. In 

turbulent and complex environments, punctuated equilibrium is replaced by a dynamic 

equilibrium of ambidextrous nature. (Huberman, Loch and, 1997) in their research paper, have 

used the Dynamic Punctuated Equilibrium approach to discuss the issue of technology 

diffusion. The author argues that during incremental shifts, organizations adopt new technology 

and maintain the old technology. The long period of gradual changes is characterized by 

business strategies that are more akin to Innovators. Thus, this stage is marked by continuous 

business innovation.  
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3. RESEARCH METHODOLOGY  

For our study, we have adopted the case study approach as we wish to study the research 

questions on “how” the self-help groups in Haryana, Fatehabad district have accepted 

technological changes in the form of implementation of the E Shakti and PaySe to improve the 

organizational performance, (Walsham, 2006). The case of agricultural self-help groups in 

Fatehabad, Haryana, is apt for our research study as IT-based banking solutions have been used 

to facilitate the implementation of business strategies that transform the domain of SHG Bank 

Linkage into a sustainable banking solution to ensure financial inclusion of the marginalized 

poor at the bottom of the pyramid. The phenomenon is sufficiently complex and warrants a 

more subjective interpretation of the problem for the benefit of different stakeholders (Meyers, 

1999). The main stakeholders are women who are marginalized and from very backward 

background, who show resistance to change. Despite benefits of digitization, the groups are 

unable to adopt technology due to lack of training, financial literacy, motivation and weak 

infrastructure. As per various studies, the collection of savings from the members and 

deposition in the bank is the biggest bottleneck for the self-help groups members, due to 

distance from the banks which are 10 to 12 kms.  There is no study on how the agile 

infrastructure deployment, social intermediation and capacity building by the State Rural 

Livelihood Mission, under the Government can enable technology deployment and usage to 

ensure sustainability of self-help groups. Thus, the overall research design adopted for the case 

study is exploratory case study (Siggelkow, 2007). To derive inductive theories from the 

exploratory research design, a case study has been used (Eisenhardt, 1989).  

Two criteria were used for the selection of the organizations. First, the selected organization 

must be a group that has leveraged the ICT (Information Communication Technologies) based 

interface PaySe for conducting the financial transaction in the context of an Indian Self-help 

group. The adopted technology must have been used in the group-based semi-formal lending 

organization to enhance the business environment. The case of the self-help groups in 

Fatehabad, Haryana district, is particularly appropriate for the purpose, as technologies have 

been used to facilitate the implementation of business strategies.  

A (Structured Pragmatic Situational) approach was used for conducting a case study. This 

involved various steps (1) access negotiation (2) conceptualizing the phenomenon (3) 

collecting and organizing data (4) constructing & extending theoretical lens (5) confirming and 

validating the data (6) selective coding (7) theory – data alignment (8) case study report, (Pan, 

2011) Research access was negotiated through the gatekeepers and granted access in 

September 2021 and a total of 11 interviews were conducted. Due consideration was given to 

the principal rights, and ethical considerations were kept in mind while interviewing the 

individual respondents. The approvals were solicited from the IRB (Institutional Review 

Board).  To collect data the semi structured interviews were conducted. The interviews were 

conducted with a State Level Banking Committee member, members of the NABARD E Shakti 

implementation unit and District Level Rural Livelihood Mission in Fatehabad, Haryana, India. 

The interviews were placed over three months, and a longitudinal method was used for 

analysis. It aimed to study past activities and observe the opportunities in current practices, 

strategy formulation, and implementation. 3 interviews with non-SHG members were aimed to 

get a fair and unbiased picture of the group task environment. Interviews conducted have been 

transcribed manually. To validate the data triangulation approach has been used for data 

analysis. These sources include brochures, publications, videos, websites, and magazines or 

chroniclers. The research begins with the access negotiation, and then the process enters the 

framing cycle. The background information is gathered on the organization and phenomena of 
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interest (Corbin, 1998). Data was collected and analyzed simultaneously, and potential theories 

were shortlisted for analysis (G, Walsham, 2006). Using initial theory as a sensitizing device, 

the theoretical lens was constructed using the constructs from the initial theory of Dynamic 

Punctuated Equilibrium and Snow and Miles Typology. This sensitizing theory was used as a 

guide for subsequent data collection and analysis. (Klein & Myers, 1999) While interpreting 

the data, the principle of multiple interpretations, contextualization, and the hermeneutic circle 

were kept in mind. (Langley, 1999) the narrative strategy was used for the temporal analysis 

of the data. Data collection and analysis were continued till Theoretical Saturation was 

achieved.    

 

4. CASE DESCRIPTION  

The case study pertains to the digitization of the agricultural self-help groups covered under 

the Self-help group bank linkage program, Haryana State Rural Livelihood Mission to provide 

access to financial services at the doorstep of the citizens of the nation.   

Social Innovation - SHG Bank Linkage Programme  

Microfinance is a way to give the poorest of the poor access to finance. Until the 1980s, most 

self-help groups were subsidized. During the 1990s financial crisis, the Government could not 

sustain the donor-based microfinance programme through self-help groups. NABARD and 

MYRADA launched the SHG Bank Linkage initiative in 1987. The Reserve Bank of India 

piloted the SHG Bank Linkage initiative in 1991 and 1992. The Government of India formed 

a Working Group in 1995, headed by Sh. SK. Kalia, Managing Director of NABARD. In 

addition, the Union Budget announced that NABARD would credit link 2 lakh self-help groups 

in 5 years.. Self-help group bank linkage has evolved as a prominent model due to more 

excellent loan recovery, savings, and transaction costs (Srivastava, 2005). The temporal 

evolution of the SHG Bank Linkage initiative in India is shown below: 

Table 4: Surviving Financial Crisis - Business Innovation as Business Correspondent 

Channel 

Typology  Task Environment  

Uncertainty & Financial resource 

constraints  

“In the 1990s, financial depression took place, and the Priority 

sector lending program run by the Government became infeasible. 

Donor-based funding to the poor became impossible.” 
 Key Objectives  

• Organizational Survival and 

Stability  

• Need to include the poor 

financially 

• Need for new credit products 

for the poor 

“The key objective of the Government in this phase was to achieve 

the objective of sustainable finance. Joint Liability Groups by 

Social Capital aimed at providing access to finance for the poor 

people at the bottom of the pyramid were formed under the aegis 

of the self-help group bank linkage programme” 

 

“After the adoption of UN Sustainable Developmental Goal of 

Poverty reduction, financialization of the poor became crucial.” 

 Key Strategies Adopted 

Structure  

• New institutional forms 

adopted to ensure the 

financialization of the Poor 

Business Strategy  

• Business Innovation & 

Restructuring  

The Reserve Bank of India took action: 

1) SHG Bank Linkage program was started to provide credit to 

a group of homogenous people based on profession, domicile, 

or geography 

2) “SHG Bank Linkage has emerged as a landmark model in 

Microfinancing, as it provides access to finance to people at 

the bottom of the pyramid.” 
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3) NABARD entered into a partnership with the MYRADA 

NGO 

 Market Orientation  

Credit Linkage to provide 

access to finance  

1) SHG Bank Linkage aimed at providing access to the poor at 

the bottom of the pyramid  

2) Groups through Social capital were eligible to raise capital 

from the banks  

3) Marginalized poor became eligible to access formal finance  

Precedent for Self-help Group Bank Linkage Model 

The Swarn Gram Jayanti Yojana (SGJY) was launched to provide for the financial inclusion 

of the poor at the bottom of the pyramid. Credit was provided using savings as collateral in two 

districts in 2015.  

It penetrated 75 more Indian communities in 2017. E Shakti worked for the PM Jan Dhan 

Yojana in 2018. PaySe launched in 2019 to provide online personal banking for the 

underprivileged. PaySe software improved the lives of self-help group members.  

The Pradhan Mantri Jan Dhan Yojana encourages people to save money. In 2016, digital 

transactions got a considerable boost. The NABARD Financial Inclusion initiative promoted 

technology in Rural Cooperative Banks. Promoting financial literacy in rural India has become 

a priority.  

RQ1: How organizational agility leads to technology acceptance? 

Process map for self-help groups through theoretical lens of punctuated equilibrium  

Process for self-help group comprises of forming, storming, norming and performing stage. In 

traditional model with manual operations the process is without any strategic IT alignment.  

 

Figure 1(a) – Manual operational processes of self-help group (Evolutionary period – 

2018-19) 
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Strategic alignment through technology deployment  

 

Figure 1(b):  Dynamic Equilibrium, Technology Acceptance Model, Enterprise Agility 

(Revolutionary period since 2019) 

Figure 1 discusses the technology acceptance in a Group and its impact on organizational 

agility. During the group formation and storming stage, self-help groups are in a state of 

equilibrium. However, after the norming and performing background, the groups undergo 

punctuated revolutionary changes. During these bursts of changes, organizations, as per the 

Technological Acceptance Model, change and develop intention and then actual usage of the 

system. This leads to organizational agility.  

Evolutionary Period 1: Since the start of the E Shakti initiative in 2018, NABARD has been 

highly proactive. Self-help groups are semi-formal institutions with no formal structure or 

form. As discussed in Figure 1(a) Individual Self-help organizations are responsible for 

maintaining the books of account, including the Savings, Loans, and Attendance registers. In 

2018, the State Level Rural Mission in Fatehabad district, Haryana, introduced the PaySe 

application, giving users a personal interface. In one of the interviews the group member 

responded that “There is no bank in the village and the villagers have to travel approximately 

10 to 12 kms to access banking”. Thus, the banking remains the biggest bottleneck for the 

women, besides book keeping. Moreover, to adopt technology, the State rural livelihood 

mission appointed Nucleus software for Payse web solution for banking, a third-party vendor. 

From 2018 to 2019 SRLM Haryana conducted training sessions through business 

correspondents to train SHGs (Self-help groups). This helped to improve the technological 

readiness of the self-help groups. Thus, the first hypothesis that organizational agility leads to 

technology readiness and adoption is accepted.   

RQ2: How technology enhances organizational performance during the crisis and 

revolution? 

Revolutionary Period: Following the Covid 2019 pandemic, Haryana Livelihood Rural 

Mission adopted PaySe for self-help group members. Members get a personal card with savings 

loaded on it. Members can deposit savings with a representative or at a PaySe. E shakti was 

quickly deployed to ensure online MIS preparation and update loan, savings, and attendance 

registers. It eliminated the need to meet or deposit cash at the bank. PaySe IT initiatives bring 

revolutionary improvements and ensure organizational resilience. As in Fig 1 (b) It saved time 

traveling to the bank and negotiating with members, taking loans, and depositing money. Users 



 
 

Theme 1 – Recent Advancement in Digital World, Economics and Entrepreneurship   39 

Accountancy Business and the Public Interest 
ISSN: 1745-7718 

www.abpi.uk  

Special Issue  
Theme 1 May 2025 

www.abpi.uk    

or the members of the group are counselled by PaySe to understand the relevance of this 

technology. Some members initially resisted the adoption of technology, but with social 

intermediation, counselling by Didis and bank sakhis, role plays, nukad nataks and cultural 

plays the technology was seamlessly integrated into the system leading to organizational 

agility. This helped the poor borrowers improve their lives through technology and helped the 

self-help groups in Haryana, Fatehabad, India emerge as more agile informal organizations.  

Strategic Management of Change: These community organizations improvised the change 

through business process reengineering and deploying the process-oriented IT capabilities 

through social intermediation and training. The groups gained competitive advantage in terms 

of access to markets and banks through technology at reduced cost. Strategic alignment by 

SRLM Haryana helped groups at Fatehabad Haryana to become operationally and financially 

sustainable. Thus, the second research question that technology acceptance enhances the 

financial and organizational sustainability of self-help groups is accepted. 

Organizational agility and technology acceptance  

SRLM Haryana has contributed immensely to capacity building through bank Sakhis, Didi’s, 

business correspondents. These people act as agent of change through trainings, capacity 

building and monitoring. Table 5 depicts the many characteristics of technology acceptance 

and organizational agility as seen through the theoretical lens of Dynamic Punctuated 

Equilibrium. This helped us achieve data theory alignment and theory model alignment. While 

generating the theory, care was taken that the theory is parsimonious (Warren Thorngate, 

1976). The emergent model was found to conform to the principles of interpretative research 

(Klein & Meyers , 1999).  

Table 5: Organizational Agility through IT Alignment through theoretical lens of 

Dynamic Punctuated Equilibrium Model 

Paradigm Task Structure Technology 
Organizatio

nal Agility 

Resource-

Based View 

Group-specific 

1) Leader selection 

2) Literacy 

3) VRIF 

4) Resource 

allocation 

1) Semi-formal 

group 

2) Social Cohesion 

3) Collaborative 

4) Organisational 

capabilities 

1) Digital Proficiency 

2) Technological 

capabilities 

Competitive 

Advantage 

 

 

“Dynamic alignment of Business and Information Systems in a complex 

and ever-changing business environment, to ensure appropriate 

leveraging of the resource capabilities in an organization. It leads to the 

emergence of the Dynamic Capabilities” 

 

Dynamic 

Alignment 

Business 

1) eBooks 

2) Transactional 

data 

3) Grading 

4) Reports 

5) MIS 

 

Structure 

1) Business Process 

Reengineering 

2) IS Alignment 

3) IM Alignment 

4) IT Alignment 

IT Capabilities 

Business Capabilities 

Differentiator 

Technology 

1) Web-based 

technologies 

2) MIS 

3) IT-based business 

ecosystem 

Sensing 

 

 

Responding 
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Strategy 

Evolutionary 

 

Revolutionary 

Prospector 

 

Analyzer 

 

Proactive 

 

Reactive 

 

Mechanistic, 

Centralized 

 

 

1) Low cost 

2) Differentiation 

3) Alliance 

4) Innovation 

 

Table 5 highlights that the groups at Fatehabad, Haryana could sense and response proactively 

to challenges of Covid-19 as social distancing. The differentiating factor is IT alignment and 

change management. At the block level and district level SRLM Haryana deployed vendor who 

provided infrastructure and provided trainings to the members of the self-help groups.  

 

Figure 2: Technology Acceptance Model for Self-help groups within the framework of 

Dynamic Punctuated Equilibrium 

Figure 2 describes the technology acceptance model for the Self-help group within the 

framework of Dynamic Punctuated Equilibrium. From the RBV (Resource Based View) 

framework, the organization has various functional capabilities such as financial capabilities, 

and technological capabilities that are valuable, rare, and cannot be imitated. Self-help groups 

in Haryana with a well-honed sensing capability responded by implementing PaySe Web 

applications. Technological capabilities lead to organizational agility. Dynamic alignment 

through the lens of punctuated equilibrium refers to a proactive approach to technology 

adoption during a crisis period. It involves sensing and responding, and technological 

capabilities comprise eBooks, transactional data, Grading, and MIS. As the business ecosystem 

changes from evolutionary to revolutionary the business strategy changes from prospector to 

the analyser. This   process of transformation leads to business innovation, differentiation, and 

alliance.  

 

5. CONCLUSION  

E Shakti and PaySe have emerged as strategic capabilities for Joint Liability Groups or Self-

help groups. These groups provide a strategic advantage in the form of Core competency and 

competitive advantage. Various externalities in the form of resources and organizational 

capabilities impact the success of the self-help group linkage program. These capabilities lead 

to core competency and then to competitive advantage for an organization. During the 

evolutionary period, that is during the period of stability; the organizations undergo incremental 
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changes and evolution in an organization. And during the revolutionary period, the Self-help 

groups have undertaken Information Technology implementation in the form of E Shakti and 

PaySe to leverage the organization's technological capabilities.  
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