
 

 

 
 

International Journal of Research in Social Sciences 
 (ISSN: 2249-2496) 

CONTENTS 
 

Sr. 

No. 
TITLE & NAME OF THE AUTHOR (S) 

Page 

No. 

1 
Influential Factors Effect to the Trends of Online News Business. 

Teetima Piyasirisilp and Chanchai Bunchapattanasukdav 
1-19 

2 
Small and Medium Scale Enterprises and Economic Growth in Nigeria. 

Obasan Kehinde A. and Adediran, Olanrewaju Adewole 
20-46 

3 
Need and Importance of Professional Growth. 

Dr. M. Sugunatha Reddy and Dr. B. Rama Bhupal Reddy 
47-56 

4 
Non-formal Education in Punjab: Approaches for Lifelong Learning. 

Zarabi Dazy and Nair Balakrishan 
57-78 

5 

Effective Approach of Web Based Human Resource Management System for Optimistic 

Development of Institutions. 

Akmal Rehan, Nayyar Iqbal and Muhammad Milhan Afzal Khan 

79-96 

6 
Food Security- Need for a Commitment to Universal Distribution System. 

Dr. G. V. Kokkalki
 97-105 

7 
Meaning and Determinants of Values: Research Insights. 

Dr. S.L. Kaushal and Dr. Yasmin Janjhua 
106-124 

8 
Consumer’s Expectation from Pharmaceutical Companies in Pune City. 

Richa Arora and Nitin R. Mahankale 
125-146 

9 
Rural Industrialization through Khadi and Village Industries: a Study. 

M. Rama Satyanarayana and Ch. V. Krishna Reddy 
147-160 

10 
The Socio-economic Characteristics of the Poor in Rural Kerala. 

K. Rajan 
161-189 

11 
Various Techniques in Intrusion Detection: A Survey. 

Jay Kant Pratap Singh and Abhishek Kumar Sahu 
190-204 

12 
Growth of Services Sector Under the WTO: An Analysis. 

Dr. Jamil Ahmad 
205-225 

13 
Dominance of Innovative Leadership in Construction Project Management. 

S. Binil Sundar 
226-254 

 



            IJRSS                  Volume 1, Issue 2                   ISSN: 2249-2496  
_________________________________________________________         

A Quarterly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 
Indexed & Listed at: Ulrich's Periodicals Directory ©, U.S.A., Open J-Gage, India as well as in Cabell’s Directories of Publishing Opportunities, U.S.A. 

International Journal of Research in Social Sciences 
 http://www.ijmra.us                                             

 
126 

November 

2011 

Chief Patron 
Dr. JOSE G. VARGAS-HERNANDEZ 

Member of the National System of Researchers, Mexico 

Research professor at University Center of Economic and Managerial Sciences,  

University of Guadalajara 

Director of Mass Media at Ayuntamiento de Cd. Guzman 

Ex. director of Centro de Capacitacion y Adiestramiento 
 

 

Patron 
Dr. Mohammad Reza Noruzi 

PhD: Public Administration, Public Sector Policy Making Management, 

Tarbiat Modarres University, Tehran, Iran 

Faculty of Economics and Management, Tarbiat Modarres University, Tehran, Iran  

Young Researchers' Club Member, Islamic Azad University, Bonab, Iran 

 

Chief Advisors 
Dr. NAGENDRA. S.  
Senior Asst. Professor,  

Department of MBA, Mangalore Institute of Technology and Engineering, Moodabidri 
 

Dr. SUNIL KUMAR MISHRA 
Associate Professor,  

Dronacharya College of Engineering, Gurgaon, INDIA 
 

Mr. GARRY TAN WEI HAN 
Lecturer and Chairperson (Centre for Business and Management),  

Department of Marketing, University Tunku Abdul Rahman, MALAYSIA 

  
MS. R. KAVITHA 

Assistant Professor,  

Aloysius Institute of Management and Information, Mangalore, INDIA 

  
Dr. A. JUSTIN DIRAVIAM 

Assistant Professor,  

Dept. of Computer Science and Engineering, Sardar Raja College of Engineering,  

Alangulam Tirunelveli, TAMIL NADU, INDIA 



            IJRSS                  Volume 1, Issue 2                   ISSN: 2249-2496  
_________________________________________________________         

A Quarterly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 
Indexed & Listed at: Ulrich's Periodicals Directory ©, U.S.A., Open J-Gage, India as well as in Cabell’s Directories of Publishing Opportunities, U.S.A. 

International Journal of Research in Social Sciences 
 http://www.ijmra.us                                             

 
127 

November 

2011 

Editorial Board 
 

Dr. CRAIG E. REESE 
Professor, School of Business, St. Thomas University, Miami Gardens 

 

Dr. S. N. TAKALIKAR 
Principal, St. Johns Institute of Engineering, PALGHAR (M.S.) 

 

Dr. RAMPRATAP SINGH 
Professor, Bangalore Institute of International Management, KARNATAKA  

 

Dr. P. MALYADRI  
Principal, Government Degree College, Osmania University, TANDUR  

 

Dr. Y. LOKESWARA CHOUDARY  
Asst. Professor Cum, SRM B-School, SRM University, CHENNAI 

 

Prof. Dr. TEKI SURAYYA 
Professor, Adikavi Nannaya University, ANDHRA PRADESH, INDIA 

 

Dr. T. DULABABU 
Principal, The Oxford College of Business Management, BANGALORE 

 

Dr. A. ARUL LAWRENCE SELVAKUMAR 
Professor, Adhiparasakthi Engineering College, MELMARAVATHUR, TN 

 
Dr. S. D. SURYAWANSHI 

Lecturer, College of Engineering Pune, SHIVAJINAGAR

 

Dr. S. KALIYAMOORTHY 
Professor & Director, Alagappa Institute of Management, KARAIKUDI

 
Prof S. R. BADRINARAYAN 

Sinhgad Institute for Management & Computer Applications, PUNE 

 

Mr. GURSEL ILIPINAR 
ESADE Business School, Department of Marketing, SPAIN  

 

Mr. ZEESHAN AHMED  
Software Research Eng, Department of Bioinformatics, GERMANY 

 



            IJRSS                  Volume 1, Issue 2                   ISSN: 2249-2496  
_________________________________________________________         

A Quarterly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 
Indexed & Listed at: Ulrich's Periodicals Directory ©, U.S.A., Open J-Gage, India as well as in Cabell’s Directories of Publishing Opportunities, U.S.A. 

International Journal of Research in Social Sciences 
 http://www.ijmra.us                                             

 
128 

November 

2011 

Mr. SANJAY ASATI 
Dept of ME, M. Patel Institute of Engg. & Tech., GONDIA(M.S.) 

 

Mr. G. Y. KUDALE 
N.M.D. College of Management and Research, GONDIA(M.S.) 

 
 

Editorial Advisory Board 
 

Dr. MANJIT DAS 
Assistant Professor, Deptt. of Economics, M.C.College, ASSAM 

 

Dr. ROLI PRADHAN 
Maulana Azad National Institute of Technology, BHOPAL 

 

Dr. N. KAVITHA  
Assistant Professor, Department of Management, Mekelle University, ETHIOPIA 

 

Prof C. M. MARAN 
Assistant Professor (Senior), VIT Business School, TAMIL NADU  

 

Dr. RAJIV KHOSLA 
Associate Professor and Head, Chandigarh Business School, MOHALI 

 

Dr. S. K. SINGH 
Asst. Professor, R. D. Foundation Group of Institutions, MODINAGAR 

 

Dr. (Mrs.) MANISHA N. PALIWAL 
Associate Professor, Sinhgad Institute of Management, PUNE 

 

Dr. (Mrs.) ARCHANA ARJUN GHATULE 
Director, SPSPM, SKN Sinhgad Business School, MAHARASHTRA 

 

Dr. NEELAM RANI DHANDA 
Associate Professor, Department of Commerce, kuk, HARYANA 

 

Dr. FARAH NAAZ GAURI 
Associate Professor, Department of Commerce, Dr. Babasaheb Ambedkar Marathwada 

University, AURANGABAD  

 



            IJRSS                  Volume 1, Issue 2                   ISSN: 2249-2496  
_________________________________________________________         

A Quarterly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 
Indexed & Listed at: Ulrich's Periodicals Directory ©, U.S.A., Open J-Gage, India as well as in Cabell’s Directories of Publishing Opportunities, U.S.A. 

International Journal of Research in Social Sciences 
 http://www.ijmra.us                                             

 
129 

November 

2011 

Prof. Dr. BADAR ALAM IQBAL 
Associate Professor, Department of Commerce, Aligarh Muslim University, UP 

Dr. CH. JAYASANKARAPRASAD 
Assistant Professor, Dept. of Business Management, Krishna University, A. P., INDIA 

 

 

Associate Editors 

Dr. SANJAY J. BHAYANI 
Associate Professor ,Department of Business Management, RAJKOT (INDIA) 

 

MOID UDDIN AHMAD 
Assistant Professor, Jaipuria Institute of Management, NOIDA 

 

Dr. SUNEEL ARORA 
Assistant Professor, G D Goenka World Institute, Lancaster University, NEW DELHI  

 

Mr. P. PRABHU  
Assistant Professor, Alagappa University, KARAIKUDI 

 

Mr. MANISH KUMAR 
Assistant Professor, DBIT, Deptt. Of MBA, DEHRADUN 

 

Mrs. BABITA VERMA  
Assistant Professor, Bhilai Institute Of Technology, DURG 

 

Ms. MONIKA BHATNAGAR 
Assistant Professor, Technocrat Institute of Technology, BHOPAL 

 

Ms. SUPRIYA RAHEJA 
Assistant Professor, CSE Department of ITM University, GURGAON 

  



            IJRSS                  Volume 1, Issue 2                   ISSN: 2249-2496  
_________________________________________________________         

A Quarterly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 
Indexed & Listed at: Ulrich's Periodicals Directory ©, U.S.A., Open J-Gage, India as well as in Cabell’s Directories of Publishing Opportunities, U.S.A. 

International Journal of Research in Social Sciences 
 http://www.ijmra.us                                             

 
130 

November 

2011 

 

 

 

 

CONSUMER’S EXPECTATION FROM 

PHARMACEUTICAL COMPANIES IN PUNE CITY 

 

 

 

 

 
Richa Arora 

 
Symbiosis International University, 

SCMS-UG, Pune-14 

 
 

 
Nitin R. Mahankale 

 
Symbiosis International University, 

SCMS-UG, Pune-14 

 

 

 

 

 

 

 

Title 

Author(s) 



            IJRSS                  Volume 1, Issue 2                   ISSN: 2249-2496  
_________________________________________________________         

A Quarterly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 
Indexed & Listed at: Ulrich's Periodicals Directory ©, U.S.A., Open J-Gage, India as well as in Cabell’s Directories of Publishing Opportunities, U.S.A. 

International Journal of Research in Social Sciences 
 http://www.ijmra.us                                             

 
131 

November 

2011 

ABSTRACT: 

This paper attempts to assess consumer’s expectations from Pharmaceutical companies among a 

sample of Five Hundred working & non working individuals. Further a study has been done 

where the performance of the Pharmaceutical Companies has been observed on the expectations 

kept by consumers. After assessing the sample selected the interesting facts were observed like 

majority of people selected, feels that Pharmaceutical companies are still behind the expectations 

set by consumer but on certain parameters/ expectations Pharmaceutical companies are in line 

with the expectations of Consumer like providing innovations in Innovation on life saving & life 

extending drugs. Further Pharmaceutical companies do need to spread the awareness among the 

consumers on the contribution they are providing towards Environment.  

Key Words: Medicines, Consumers, Marketing, Business Ethics and Health & Safety.  

 

INTRODUCTION: 

Companies must gain better understanding of consumer perceptions & expectations about 

corporate social responsibility if they are to win the public’s trust. There is no greater challenge 

for a business today than determining how to meet a customer's expectations. How can you know 

what perceptions your customer has of your company's products and services? What are the 

expectations regarding your merchandise? Are you falling short in presenting these items in an 

attractive, yet informative, way? Do you leave your customers confused or frustrated when 

they've tried to place an order, or simply communicate with you? The best solution to these 

entire problems is to gain better understanding of consumer perceptions & expectations and to 

win public trust.  

This paper discusses consumer expectations from a pharmaceutical companies and how well 

pharmaceutical companies are addressing various socio economic problems such as Health and 

safety of medicines, Affordability of drugs in market, Investment in innovative drugs, 

Development & Investment in Life Saving or Life extending Drugs, Accessibility of Medicine 

etc. The survey findings suggest that to win the public’s trust, pharmaceutical companies should 

build a deeper and more nuanced understanding of what consumers think about and expect from 

them so that they can tailor their approaches accordingly.  
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OBJECTIVES: 

1. To find what consumer expects from Pharmaceutical Companies in Pune. 

2. To find out how well Pharmaceutical companies are performing to those set expectations 

of the consumers 

 

RESEARCH METHODOLOGY: 

Primary data for the study has been collected from the respondents who were mix of judgment 

and Stratified Random sampling from Pune city during the period from January 2011 to March 

2011.  

Primary Data was collected through a pre test questionnaire cum interview method from the 

selected respondents. The questionnaire was designed based on the literature survey and 

discussions held with many academicians and professionals in the field. The content validity of 

the questionnaire was tested by having many discussions on the relevance, comprehension and 

depth of study and the questionnaire was found appropriate. The feedback which was collected 

was incorporated before administering the questionnaire. Secondary data was collected from 

books, journals, reports etc. Five hundred (500) respondents from Pune City participated in the 

present study. 

 

ANALYSIS AND FINDINGS: 

Q1: Do you think is it important for the pharmaceutical companies to address under mentioned 

issues: 

Health and safety of medicines, Affordability of drugs in market, Investment in innovative drugs, 

Development & Investment in Life Saving or Life extending Drugs, Accessibility of Medicine/ 

Drugs, Impact of Business practices on environment, Adherence to Ethical Standards, & 

Transparency about medicine/ drug risk. 
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Table: 1 

Important for Pharmaceutical Companies 

to address above mentioned issues 
Respondents (%) 

Yes 94 

No 6 

 

Figure 1: Is it Important for Pharmaceutical Companies to address above mentioned issues: 

 

Key Highlight: 94% of Respondents say it is important for Pharmaceutical companies to address 

various issues highlighted above. 

 

Q2.  How important is it for the Pharmaceutical companies to address “Health & Safety of the 

Medicines” before reaching it out to the final consumer? 

Table 2: 

How important is it for the 

pharmaceutical companies to 

address “Health & Safety of 

the Medicine” before reaching 

it out to the final consumer 

Respondents 

(%) 

How well the pharmaceutical 

companies are performing to 

address “Health & Safety of 

the Medicine” before reaching 

it out to the final consumer 

Respondents 

(%) 

94%

6%

Yes

No
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Not at all important 2 Poor 1 

Not Very Important 5 Average 28 

Somewhat important 10 Good 44 

Very Important 25 Very Good 17 

Extremely Important 57 Excellent 10 

Total 100 Total 100 

 

 

 

 

Key Highlight:  

82% Respondents expect that Health & safety of the medicine should be considered as very & 

extremely important area to be addressed where as Performance Matrix reveals that only 17% & 

10% (27%) of said expectation are standing under Very good or excellent job in addressing these 

0%
20%
40%
60%

Not at all 
important

Not Very 
Important

Somewhat 
important

Very 
Important

Extremely 
Important

2% 5% 10%
25%

57%

How important is it for the pharmaceutical companies to address “Health & 
Safety of the Medicine” before reaching it out to the final consumer

0%

20%

40%

60%

Poor Average Good Very Good Excellent

1%

28%
44%

17% 10%

How well the pharamaceutical companies are performing to address “Health 
& Safety of the Medicine” before reaching it out to the final consumer



            IJRSS                  Volume 1, Issue 2                   ISSN: 2249-2496  
_________________________________________________________         

A Quarterly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 
Indexed & Listed at: Ulrich's Periodicals Directory ©, U.S.A., Open J-Gage, India as well as in Cabell’s Directories of Publishing Opportunities, U.S.A. 

International Journal of Research in Social Sciences 
 http://www.ijmra.us                                             

 
135 

November 

2011 

areas. Thus it clearly reflects that good amount of work need to be done by pharmaceutical 

companies to maintain Health & Safety of the Medicine before reaching it to the final consumer. 

Q3. How important is it for the Pharmaceutical companies to address “Affordability of drug in 

market” before reaching it out to the final consumer? 

Table 3: 

How important is it for the 

pharmaceutical companies to 

address “Affordability of drug 

in market” before reaching it 

out to the final consumer 

Respondents 

(%) 

How well the 

pharmaceutical companies 

are performing to address 

“Affordability of drug in 

market” before reaching it 

out to the final consumer 

Respondents 

(%) 

Not at all important 4 Poor 18 

Not Very Important 8 Average 36 

Somewhat important 18 Good 38 

Very Important 45 Very Good 3 

Extremely Important 25 Excellent 5 

Total 100 Total 100 
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Key Highlight:  

70% respondents expect that Affordability of drug in market should be considered as very & 

extremely important area to be addressed where as Performance Matrix reveals that only 3% & 

5% (8%) of said expectation are standing under Very good or excellent job in addressing these 

areas.  

Q4. How important is it for the Pharmaceutical companies to put efforts on ‘Investment in 

developing Innovative Drugs’ 

Table4: 

How important is it for the 

Pharmaceutical companies to 

put efforts on “Investment in 

developing Innovative Drugs”  

 

Respondents 

(%) 

How well are 

Pharmaceutical 

companies putting efforts 

on “Investment in 

developing Innovative 

Drugs”  

 

Respondents 

(%) 

Not at all important 12 Poor 12 

Not Very Important 13 Average 18 

Somewhat important 57 Good 20 

Very Important 14 Very Good 22 
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Extremely Important 4 Excellent 29 

Total 100 Total 100 

 

 

 

Key Highlights:  

57% of respondents feels that Investment in Innovative Drugs are of Somewhat important to 

them, where as to gain market share & survive in this  competitive market the respondents feels 

that huge amount of investments are being made by Pharmaceutical companies. 

Q5. How important is it for the Pharmaceutical companies to put efforts on “Developing & 

Investing in Life Saving & Life Extending Drugs” 
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Table 5: 

How important is it for the 

Pharmaceutical companies to 

put efforts on “Developing & 

Investing in Life Saving & 

Life Extending Drugs  

Respondents 

(%) 

How well are 

Pharmaceutical 

companies performing in 

“ Developing & Investing 

in Life Saving & Life 

Extending Drugs” 

 

Respondents 

(%) 

Not at all important 1 Poor 7 

Not Very Important 3 Average 13 

Somewhat important 17 Good 19 

Very Important 47 Very Good 35 

Extremely Important 32 Excellent 26 

Total 100 Total 100 
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Key Highlights:  

Majority of respondents feels that it is very & extremely important for the pharmaceutical 

companies to develop & invest in Life Saving & Life extending Drugs and Performance matrix 

also reflects that Pharmaceutical companies are doing Very Good & Excellent job in developing 

& investing in life saving & life extending drugs. 

Q6. How important is it for the Pharmaceutical companies to address ‘Accessibility of Medicine/ 

Drugs’  before reaching it out to the final consumer? 

Table 6: 

How important is it for the 

Pharmaceutical companies to 

address “Accessibility of 

Medicine/ Drugs” before 

reaching it out to the final 

consumer 

Respondents 

(%) 

How well Pharmaceutical 

companies are doing to 

maintain “Accessibility of 

Medicine/ Drugs” 

Respondents 

(%) 

Not at all important 3 Poor 2 

Not Very Important 5 Average 6 

Somewhat important 16 Good 14 

Very Important 58 Very Good 66 
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Extremely Important 19 Excellent 12 

Total 100 Total 100 

 

 

 

 

Key Highlights:  

Majority of respondents feels that it is very & extremely important for the pharmaceutical 

companies to address Accessibility of Medicine to final consumer and Performance matrix also 

reflects that Pharmaceutical companies are doing Very Good & Excellent job in maintaining 

Accessibility of Medicine to final consumer. 
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Q7. How important is it for the Pharmaceutical companies to address “Impact of Business 

practices on environment”  

Table 7: 

How important is it for the 

Pharmaceutical companies to 

address “Impact of Business 

practices on environment”  

Respondents 

(%) 

How well Pharmaceutical 

companies are doing to 

maintain “Impact of 

Business practices on 

environment” 

Respondents 

(%) 

Not at all important 3 Poor 20 

Not Very Important 5 Average 23 

Somewhat important 17 Good 14 

Very Important 53 Excellent 7 

Extremely Important 21 Not Aware 36 

Total 100 Total 100 

 

 

0%

20%

40%

60%

Not at all 
important

Not Very 
Important

Somewhat 
important

Very 
Important

Extremely 
Important

3% 5%
17%

53%

21%

How important is it for the Pharmaceutical companies to address “Impact of Business 
practices on environment”



            IJRSS                  Volume 1, Issue 2                   ISSN: 2249-2496  
_________________________________________________________         

A Quarterly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 
Indexed & Listed at: Ulrich's Periodicals Directory ©, U.S.A., Open J-Gage, India as well as in Cabell’s Directories of Publishing Opportunities, U.S.A. 

International Journal of Research in Social Sciences 
 http://www.ijmra.us                                             

 
142 

November 

2011 

 

Key Highlights:   

Majority of respondents feels that it is very & extremely important for the pharmaceutical 

companies to address Impact of Business Practices on Environment where as Performance 

matrix reflects that there is not much awareness on the amount of contribution Pharmaceutical 

companies are doing to maintain the Impact of Business practices on Environment. 

Q8. How important is it for the Pharmaceutical companies to address “Adherence to Ethical 

Standards” 

 Table 8: 

How important is it for the 

Pharmaceutical companies to 

address “Adherence to Ethical 

Standards” 

Respondents 

(%) 

How well Pharmaceutical 

companies are doing to 

maintain “Adherence to 

Ethical Standards” 

Respondents 

(%) 

Not at all important 3 Poor 2 

Not Very Important 5 Average 6 

Somewhat important 16 Good 14 

Very Important 58 Very Good 66 

Extremely Important 19 Excellent 12 

Total 100 Total 100 
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Key Highlights:  

Majority respondent feels that its extremely important for the pharmaceutical companies to 

maintain Ethical standards while imparting business practices but as per Performance Matrix it is 

reflected that Companies are doing average job in imparting Ethical standards. 

Q9. How important is it for the Pharmaceutical companies to address “Transparency about 

medicine/ drug risk”? 

 Table 9: 

How important is it for the 

Pharmaceutical companies to 

address “Transparency about 

Respondents 

(%) 

How well Pharmaceutical 

companies are doing to 

maintain “Transparency 

Respondents 

(%) 
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medicine/ drug risk” about medicine/ drug 

risk” 

Not at all important 2 Poor 1 

Not Very Important 4 Average 32 

Somewhat important 5 Good 39 

Very Important 32 Very Good 19 

Extremely Important 58 Excellent 9 

Total 100 Total 100 
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Key Highlight:  

Majority respondent feels that its extremely important for the pharmaceutical companies to 

address Transparency about medicine/ drug risk while imparting business practices but as per 

Performance Matrix it is reflected that Companies are doing average job in maintaining 

Transparency about medicine/ drug risk. 

 

CONCLUSION: 

It has been observed from the present study that good amount of work need to be done by 

pharmaceutical companies to maintain Health & Safety of the Medicine, provide medicines at 

affordable price in market before reaching it to the final consumer. Further Pharmaceutical 

companies are doing a considerable good job in developing Life Saving & Life Extending Drugs 

and also providing good accessibility of medicines & drugs to final consumer. Also they need to 

get started in the process of spreading awareness in the contribution they are making in Business 

Practices on Environment. 

 

LIMITATIONS OF THE STUDY: 

As often experienced in personal interview based questionnaires, interviewer’s bias may 

influence the respondent’s replies and the personal interest and attitudes of interviewers can also 

cause them to interpret responses differently. It was difficult to induce the respondents to provide 

the complete information .the completion rate varies from 65 to 95 percent .More than 50 

questionnaires were rejected for the same reason moreover the sample size was relatively small 

(500) hence the results cannot be generalized. 
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