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ABSTRACT: This report investigates strategies for maximizing customer satisfaction and improving productivity
through effective product solutions at Pharmarack, Pune, India’s largest integrated B2B healthcare platform. Pharmarack
leverages technology, analytics, logistics, supply chain, and financing to cater to a diverse clientele, including
pharmaceutical companies, distributors, retailers, and hospitals. Despite its robust market presence, the company faces
challenges in optimizing its product solutions to better meet customer needs.

The study employs a mixed-method approach, utilizing both quantitative surveys and qualitative interviews with key
stakeholders. Findings reveal that while Pharmarack's product solutions are strong, there are areas requiring
improvement, particularly in streamlining processes and enhancing customer engagement. The report identifies product
quality, service efficiency, and customer support as critical factors impacting satisfaction and productivity.

Key recommendations include adopting advanced analytics and CRM systems, optimizing the supply chain, and investing
in employee training to enhance service delivery. The report emphasizes the need for continuous innovation to adapt to
the evolving market and maintain Pharmarack’s competitive edge. These strategies are crucial for boosting customer
satisfaction and positioning the company for sustainable growth.

KEYWORDS: Customer satisfaction, B2B Platform, Advance Analytics, CRM System.
I. INTRODUCTION

Pharmarack, based in Pune, is India’s largest integrated B2B healthcare platform, offering a range of services through
the integration of technology, analytics, logistics, supply chain, and financing. The company serves various stakeholders,
including pharmaceutical companies, distributors, retailers, and hospitals. Despite its strong market position, Pharmarack
faces challenges in optimizing its product solutions to fully meet customer needs. This study explores key factors
influencing customer satisfaction and productivity, such as product quality, service efficiency, and customer support. It
also examines how advanced analytics and technology-driven solutions can help Pharmarack overcome these challenges
and enhance its market competitiveness.

II. COMPANY OVERVIEW

Pharmarack Pune is a leading pharmaceutical distribution company located in Pune, Maharashtra. Since its establishment
in [2016], Pharmarack has developed into a major player in the pharmaceutical distribution sector. The company
specializes in the distribution of a wide range of pharmaceutical products, including prescription medications, over-the-
counter (OTC) drugs, and various healthcare supplies.

Mission Statement

Pharmarack Pune's mission is centered around enhancing healthcare accessibility by delivering high-quality
pharmaceutical products and services. The company is dedicated to:

Efficient Distribution, Partnerships with Healthcare Providers, Community Health Improvement.

Market Position
Pharmarack Pune holds a prominent position in the pharmaceutical distribution market in Pune. Its reputation is built on
several key factors:

Diverse Clientele: The company serves a wide array of clients, including independent pharmacies, hospital chains, and

healthcare institutions. This diverse client base demonstrates Pharmarack’s ability to cater to various segments within the
healthcare industry.
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Reputation for Reliability: Pharmarack is known for its reliability in product delivery and service quality. The company’s
commitment to meeting client needs and addressing any issues promptly has earned it a strong reputation in the market.
Operational Efficiency: The company’s efficient supply chain and logistics operations are crucial in maintaining its
competitive edge and ensuring customer satisfaction.

Problem Statement

Issues Related to Customer Satisfaction:

Delayed Deliveries, Product Availability, Order Accuracy.

Issues Related to Productivity:

Inefficient Processes, Technology Integration, Employee Training.

III. OBJECTIVES

To Assess Current Levels of Customer Satisfaction.

To Analyze Productivity Challenges.

To Recommend Strategies for Enhancing Customer Satisfaction.
To Propose Solutions for Boosting Productivity.

To Evaluate the Impact of Recommended Solutions

IV. RESEARCH METHODOLOGY

Qualitative, Quantitative, or Mixed-Method Approach: For this study, a mixed-method approach is proposed. This
approach combines both qualitative and quantitative research methodologies to provide a comprehensive analysis of how
effective product solutions can enhance customer satisfaction and productivity at Pharmarack Pune.

Data Analysis Methods

e Quantitative Data Analysis
e Qualitative Data Analysis
e Integration of Findings

Method: Combining quantitative and qualitative findings to form a comprehensive view of the impact of product solutions
on customer satisfaction and productivity.
Output: A cohesive analysis that draws on both statistical evidence and contextual understanding.

V. SCOPE AND LIMITATIONS

Scope: This study will focus on Pharmarack Pune’s operations and performance in relation to customer satisfaction and
productivity. The research will encompass:

Customer Feedback Analysis, Productivity Assessment, Recommendations Development, Pharmaceutical Distribution
Processes, Customer Interaction Points, Operational Efficiency.

Limitations: The study will face several limitations:

Data Availability, Sample Size, External Factors.

Overall, while the study aims to provide comprehensive insights and actionable recommendations, the findings will be
based on the available data and may need to be adapted to changing conditions.
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VI. DATA ANALYTICS

1. Demographic Characteristics of Respondents.

TABLE
Age Number of
Group Respondents Percentages (%)
18-25 50 25%
26-35 70 35%
36-45 40 20%
46-45 30 15%
56+ 10 5%
Pie Chart
Number Of Respondents

= 18-25 ®=32635 36-45 46-55 =56+

In this pie chart we can clearly see that the Number of Respondent in age 26-35 is maximum as compaire to old people.

2. Demographic Characteristics of Respondents

TABLE
Number of Percentage (%)
Gender Respondent
Male 120 60
Female 80 40%
Bar Graph
Chart Title
Female | —
Male
(o] 50 100 150
Male Female
M Female 60 40
W Male 120 4]

H Female ®Male

Acording to the graph ,40 percentage of females and 60 percent of males uses the service.
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3. Demographic Characteristics of Respondents

TABLE
Number of Percentage (%)
Gender Respondent
Male 120 60%
Female 80 40%
Bar Graph
Chart Title
remale | —
Male [ ——
0 50 100 150
Male Female
N Female 60 40
H Male 120 60

M Female M Male

Acording to the graph ,40 percentage of females and 60 percent of males uses the service.

4. Awareness Level of Various Marketng Campaigns

Awareness Level
Marketing Campaigns (%)
Digital Ads 80%
Boards 75%
News 70%
Radios 85%

Trend Line

Awareness Level

100

50

Digital Ads ~ Board Mews Radio

— A wEreness Leve

.......... Linear (Awareness Level)

According to survey, here we can clearly see that, the Awareness level is Incresing day by day.
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5. Effectiveness of Marketing Channels

Average Effectiveness Rating (Out

Marketig Channel of 5)
Digital 4.5
Print 3.8
TV 4.2
Outdoor 3.5

Radar

Average Effectiveness Rating

(Out of 5)
Average Effectiveness Rating (Out of 5)
Digital
&
4
Cutdoor Print
T\_.'

According to we can see that Digital Platform is much more effective for spreading the awareness in people.

6. Impact of Marketing Strategies on Customer Acquisition and Retention

Year Counts Percentages
2019 30 85
2020 35 88
2021 40 90
2022 45 92
Line Graph
Chart Title
- 20 45
40 30 e
30
20
10 35% 38% 90% 92%
0
2019 2020 2021 2022

Acquisition Rate (%)
m——— Retention Rate (%)

---------- Linear (Acquisition Rate (5))

According to survey, the Acquision rate is constantly increasing.
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Analysis of Data

Interpretation of demographic data and its implications for marketing strategies:

The demographic data provides valuable insights into the customer base of Pharmarack enterprise, influencing how
marketing strategies should be tailored. Key interpretations and implications include

Age Distribution: The majority of respondents fall within the 26-35 age group, suggesting that marketing efforts should
heavily target this demographic.

Gender Distribution: Understanding the gender distribution helps in crafting gender-specific marketing messages.
Occupation and Income Levels: These factors influence purchasing power and financial needs, guiding the
customization of Pharma Product offerings and promotional campaigns.

Limitations of the study and future research

Despite the valuable insights gained, several limitations should be acknowledged

e Data Collection Constraints: The study relied primarily on self-reported data from customer surveys, which may
introduce biases or inaccuracies.

e External Factors: External market conditions and competitive dynamics were not extensively analyzed, which
could impact the interpretation of findings.

e Scope of Study: The study focused primarily on PHARMARACK marketing strategies within a specific timeframe
and geographical context, limiting generalizability.

VII. FINDINGS

e Customer Satisfaction Insights: The study found that customer satisfaction at Pharmarack is influenced by the quality
of customer support, product customization, and timely product delivery. Key areas needing improvement were
identified as communication channels and feedback integration.

e  Productivity Enhancements: Analysis showed that operational inefficiencies and outdated technology were major
barriers to productivity. Recommendations included automating processes, adopting lean management practices, and
upgrading technology.

Effective Product Solutions: The research highlighted that tailored product solutions and robust quality assurance

measures are critical in meeting diverse customer needs and improving overall productivity.

Future Research Directions

e Customer Experience Analysis: Further research could focus on a deeper analysis of customer experience metrics
and their direct impact on customer satisfaction and retention.

e Technological Advancements: Investigate the impact of emerging technologies, such as Al and machine learning, on
product solutions and operational efficiency within the pharma industry.

e  Competitive Benchmarking: Comparative studies with other leading companies in the pharma sector to identify best
practices and benchmarks for customer satisfaction and productivity improvements.

Recommendation

e Enhance customer support services with 24/7 availability and multichannel support.

Optimize product solutions through customization and feedback integration.

Improve operational efficiency by automating processes and optimizing the supply chain.

Strengthen communication and engagement with personalized marketing and customer engagement programs.
Expand market reach and explore new strategic partnerships.
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