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Ms. Harshali Business to Business Bus!ness to 978-93- SC|ent|f!c
1 Bhalerao Marketing Business 5625-126-7 International 2022
Marketing Publishing House
Adapt and
Believe and Achieve- Innovate : Best .
2 | Dr. B.H. Nanwani | (Case Studies of Women | Mantra for 978-93- Ave Maria 2022
) . 93008-40-4 | Publications
in Entrepreneurship) Successful
Business
. Believe and Achieve- .
Dr. Divya Yogesh - . 978-93- Ave Maria
3 Lakhani _(Case Studies of V_\/omen Delectable Dishes 93008-40-4 | Publications 2022
in Entrepreneurship)
. . Chapter: Art
Ms. Vaishali Believe and Achieve- Galleria 978-93- Ave Maria
4 . . (Case Studies of Women ) . L 2022
Rajendra Patil ) . Emotions on 93008-40-4 | Publications
in Entrepreneurship) ,
Glass
Believe and Achieve- .
5 | Ms. Sonali Joshi (Case Studies of Women A Journey of 978-93- Ave Maria 2022
) . Passionate lady 93008-40-4 | Publications
in Entrepreneurship)
6 Ms. Harshali (Bceilszvgtzrc]i?esg?l\(/e\\llgr-nen KKR : Hair and 978-93- Ave Maria 2022
Rahul Bhalerao ) . Beauty Salon 93008-40-4 | Publications
in Entrepreneurship)
2| Ms. Harshali ?g;'s‘zvgtir&?e?g?'\?\‘/’g&]en KKR : ALFA 978-93- Ave Maria 2022
Rahul Bhalerao ) . Pets 93008-40-4 | Publications
in Entrepreneurship)
Dr. Kaiwade Believe and Achieve- .
8 | Abhijeet (Case Studies of Women | Home Tuition 978-93- Ave Maria 2022
) . 93008-40-4 | Publications
Jayprakash in Entrepreneurship)
Believe and Achieve- .
Dr. Kalpana - . 978-93- Ave Maria
9 Babaso Salunkhe .(C&SG Studies of Women Young Designer 93008-40-4 | Publications 2022
in Entrepreneurship)
10 Dr. Reshma (B(?;!sivgtzg?eﬁg?l\(/a\yg%en A Motivational 978-93- Ave Maria 2022
Pramod Kadam . . Teacher 93008-40-4 | Publications
in Entrepreneurship)
Believe and Achieve- . . .
11 | Dr. B.H. Nanwani | (Case Studies of Women Multi Business 978-93- Ave Maria 2022
\ . Owner 93008-40-4 | Publications
in Entrepreneurship)
12 Dr. Divya Yogesh (Bgzlllseevgtz?j?e?g?l\(/a\\llc%en New Look Fancy | 978-93- Ave Maria 2022
Lakhani ) . Store 93008-40-4 | Publications
in Entrepreneurship) A
. . Believe and Achieve- Invictus - A .
Ms. Vaishali - 978-93- Ave Maria | o
13 Rajendra Patil _(Case Studies of V_Vomen Kerala Grocery 93008-40-4 | Publicationsh 1~ 2022
in Entrepreneurship) Store
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Believe and Achieve- 978-93- Ave Maria
14 | Ms. Sonali Joshi (Case Studies of Women Dream 9 Studio 93008-40-4 | Publications 2022
in Entrepreneurship)
. Believe and Achieve- JM Stores : An .
15 Ms. Harshali (Case Studies of Women | Online Kerala 978-93- Ave .'V'af'a 2022
Rahul Bhalerao ) . 93008-40-4 | Publications
in Entrepreneurship) Mart
Believe and Achieve- .
16 | Dr. B.H. Nanwani | (Case Studies of Women | We Style You 3230%340 4 QXSI il\c/la?gz)e:]s 2022
in Entrepreneurship)
Dr. Kaiwade Believe and Achieve- . .
17 | Abhijeet (Case Studies of Women An Atitude to 978-93- Ave Maria 2022
) . Never Give Up 93008-40-4 | Publications
Jayprakash in Entrepreneurship)
1g | Dr. Kalpana (nggivgtig?e?g?wgr-nen Customised 978-93- Ave Maria 2022
Babaso Salunkhe | . . Online Business | 93008-40-4 | Publications
in Entrepreneurship)
Believe and Achieve- :
Dr. Reshma : 978-93- Ave Maria
19 Pramod Kadam _(Case Studies of Women The Shutterbug 93008-40-4 | Publications 2022
in Entrepreneurship)
Policies,
Processes and Sadhu Vaswani
POLICIES for Good Procedures in 978-81- Institute of
20 | Dr. B.H. Nanwani | Governance for Higher Educational 954143-7-6 Management 2022
Educational Institutions Institutions: Studies for Girls,
Roadmap to Pune
Quality
Sadhu Vaswani
Dr. B.H. Nanwani | POLICIES for Good Certificate 978-81- Institute of
21 | and Ms. Vaishali Governance for Higher Courses- Policy 954143-7-6 Management 2022
Rajendra Patil Educational Institutions and SOPs Studies for Girls,
Pune
Dr. B.H. Nanwani Sadhu Vaswani
and Ms. Vaishali POLICIES for Good Summer 978-81- Institute of
22 | Rajendra Patil and | Governance for Higher Internship Project 954143-7-6 Management 2022
Dr. Divya Yogesh | Educational Institutions (SIP) Studies for Girls,
Lakhani Pune
s Sadhu Vaswani
Dr. B.H. Nanwani | POLICIES for Good ﬁ;ﬁ;‘fﬁe“ 978.8L. Institute of
23 | and Ms. Vaishali Governance for Higher Mechanism 954143-7-6 Management 2022
Rajendra Patil Educational Institutions . Studies for Girls,
Policy Pune
Sadhu Vaswani
Dr. B.H. Nanwani | POLICIES for Good Institute of
24 | and Dr. Divya Governance for Higher Sg;ig?gf;;ﬁg 82212276 Management 2022
Yogesh Lakhani Educational Institutions y Studies for Girls,
Pune
; Sadhu Vaswani
Enrd %:'.K':?vr\]/\;vc?gl POLICIES for Good Advanced and 978-81- Institute of
25 Abhi'eét Governance for Higher Slow Learner 954143-7-6 Management 2022
. Educational Institutions Policy Studies for Girls,
Jayprakash Pune
Comprehensive Sadhu Vaswani
Dr. B.H. Nanwani | POLICIES for Good P Institute of
. . . Concurrent Exam | 978-81-
26 | and Ms. Vaishali Governance for Higher Grievance 954143-7-6 Management 2022
Rajendra Patil Educational Institutions Studies for Girls,
Redressal Pune
Sadhu Vaswani
Dr. B.H. Nanwani | POLICIES for Good 978-81- Institute of
27 | and Ms. Harshali | Governance for Higher Research Policy 954143-7-6 Management 2022
Rahul Bhalerao Educational Institutions Studies for Girls,
Pune
; : Sadhu Vaswani
Dr. B.H. Nanwani | o) |E5 for Good Innovation, Institute of
and Dr. Kaiwade . Incubationand , | 978-81-
28 o Governance for Higher I Management 2022
Abhijeet . L2 Start Up (11SC) | | 954143-7-6 : .
Educational Institutions - 30 Studies for Girls,
Jayprakash Policy ANP\L/ Pune
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Sadhu Vaswani

Dr. B.H. Nanwani | POLICIES for Good Institute of
29 | and Dr. Divya Governance for Higher ?:}a}E(f:Welfare 8221%76 Management 2022
Yogesh Lakhani Educational Institutions Y Studies for Girls,
Pune
. Sadhu Vaswani
Dr. B.H. Nanwani | 5, |5 for Good . Institute of
and Dr. Kaiwade . Scholarship 978-81-
30 - Governance for Higher - Management 2022
Abhijeet . Y Policy 954143-7-6 ; .
Educational Institutions Studies for Girls,
Jayprakash P
une
Dr. B.H. Nanwani
and Dr. Divya .
; Sadhu Vaswani
Yogesh Lakhani | 5, 1 01E5 for Good Institute of
and Dr. Kaiwade . 978-81-
31 o Governance for Higher Events Management 2022
Abhijeet . e 954143-7-6 - .
Educational Institutions Studies for Girls,
Jayprakash and Pune
Ms. Vaishali
Rajendra Patil
Sadhu Vaswani
. POLICIES for Good Resource Institute of
32 E;id?;n?a Yogesh Governance for Higher Mobilization and 8231%76 Management 2022
Educational Institutions Utilization Studies for Girls,
Pune
; Sadhu Vaswani
Dr. B.H. Ngnwanl POLICIES for Good Institute of
and Dr. Kaiwade . Infrastructure and | 978-81-
33 o Governance for Higher . Management 2022
Abhijeet . L2 Maintenance 954143-7-6 - .
Educational Institutions Studies for Girls,
Jayprakash p
une
Sadhu Vaswani
Dr. B.H. Nanwani | POLICIES for Good e-Governance 978-81- Institute of
34 | and Dr. Divya Governance for Higher Polic 954143-7-6 Management 2022
Yogesh Lakhani Educational Institutions y Studies for Girls,
Pune
Dr. B.H. Nanwani Sadhu Vaswani
and Ms. Sonali POLICIES for Good 978-81- Institute of
35 | Joshi and Ms. Governance for Higher Gender Policy 954143-7-6 Management 2022
Vaishali Rajendra | Educational Institutions Studies for Girls,
Patil Pune
Sadhu Vaswani
Dr. B.H. Nanwani | POLICIES for Good Green and 978-81- Institute of
36 | and Ms. Sonali Governance for Higher Sustainable 954143-7-6 Management 2022
Joshi Educational Institutions Campus Policy Studies for Girls,
Pune
Sadhu Vaswani
Dr. Divya Yogesh | POLICIES for Good . a1 Institute of
37 | Lakhani and Ms. Governance for Higher EIC:;% for Ban on 8221%7_6 Management 2022
Sonali Joshi Educational Institutions Studies for Girls,
Pune
Sadhu Vaswani
Dr. B.H. Nanwani | POLICIES for Good Institute of
. . Water 978-81-
38 | and Dr. Divya Governance for Higher Conservation 954143-7-6 Management 2022
Yogesh Lakhani Educational Institutions Studies for Girls,
Pune
Sadhu Vaswani
Dr. B.H. Nanwani | POLICIES for Good Disabled- 978-81- Institute of
39 | and Ms. Sonali Governance for Higher Friendly, Barrier 954143-7-6 Management 2022
Joshi Educational Institutions Free Environment Studies for Girls,
i Pune
|
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Title- Business to Business Marketing

Cover Page

Avuthor’s Profile
’ W-u-sn-nlm-vnmmd t BUS'NESS TO BUSINESS

e e s MARKETING

Microblology, Blotechnology and non-technical subjects like Marketing, Soft Skills and
Business Communication to students pursuing graduate and post graduate programs.
She graduated with major subject as Microbiology from Garware College, Pune, which is
affiliated to Savitribai Phule Pune University. She has completed her double Masters with
‘one majoring in Marketing Management and the other in Microbiology from Savitribai
Phule Pune University. She is currently pursuing her Ph.D in the field of Marketing
Management from Savitribai Phule Pune University. She has written and presented
numerous papers in National and seminars and

She has ks, Basics of Trends in

International Business Environment. Her interest spectrum includes teaching, training,
consultancy and research in subjects like Marketing Management, Health Care,
Language.

2

Management, MBA from Savitribal Phule Pune and in

from Fergusson College from Savitribal Phule Pune University, Pune. He is currently
‘working as Assistant Professor In Sinhgad Business School, Pune Since 2010. He has 6
Years and 12 Years of ng His area
of interest is and He also has special
interest in field of Finance with special reference to Equity, Insurance and Mutual fund
domain. His research area include field of marketing, and finance domain. He has
published research paper in varlous international journals.

. Dr. Jairaj Janakraj Sasane is holding Ph.D from Nagpur University in Business
y
3

Symbiosis Centre for Management Studies, Pune, Is an accomplished professional with
over 26 years of experience. He brings with him quality experience from the corporate
‘world that blends with theory and enhances academics. He has been active in anchoring
and conducting Corporate Research Projects and Managerial Development programs.
Notable companies with which he has had a long association in the past are Coca-Cola,
Yazaki India Ltd., Al Vazaratud Saifaiyah, Space Magnum Equipments Ltd. etc. An
entrepreneur himself, he set up his own food business under the Brand - Brand Chef. An
and believer in he has several papers, including his

research paper titled of FMCG iniIndia'. He

has also published his research in the Scopus index under the titles “Awareness and -~
Parception of chatbots / chat box amongst customers” and “A study on the future of Prof. Harshali Bhalerao
‘campus placements In India post the pandemio: an industrial perspective”. With a rich
mmm::’:mummmma:‘mmmmmmmn Dr' Jalra] Janakraj sasane

fy gy to make learning and fruitful.
Dr. Ashutosh Mathur

& Dr. Ashutosh Mathur, Assistant Professor and Head of Placements and Corporate Affairs,

BUSINESS TO BUSINESS MARKETING

‘&~ Scientific International
13
I 'SIEH Publishing House
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Content Page

TABLE OF CONTENTS
Unit No Contents Page No
1 SERVICES MARKETING-AN INSIGHT INTO 1

EMERGING SECTOR OF ECONOMY
1.1 Introduction |

1.1.1  Services marketing I

1.1.2  Scope of service marketing |
1.1.3 Service Economy 3
1.1.4 Factors contributing to the growth of 3

service sector

1.1.5 Imporiance of service marketing 5
I.1.6 Challenges and issues in service 7
marketing
1.1.7 Marketing challenges of services 8
1.2 Difference between goods and services 10
1.3 Goods-service continuum 1
1.4 Key classification of the services 14
1.5 Characteristics of services 18
1.5.1 Intangibility-services cannot be felt I8
before buying
1.5.2 Intangibility-service are generated and 19

consumed together.

1.5.3 Variability — Service Quality Never 20
stay the Same
1.5.4 Perishability — Services Cannot Be 20
Stored
1.6 Traditional elements of services Mix 21
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1.7 Extended Marketing Definition 26
1.7.1  Need for extended marketing mix 27

element in services

1.7.2  Opening of new ideas 28

I.7.3  Advancement of economy 28

1.7.4  Making informed decisions 28

1.7.5  Developing a budget 29

1.76  Creating a complete plan 29

1.7.7  Marketing research process 29

1.8 Need to study service marketing 30

1.9 Evolution of service as value contributors 31

1.10 Service sector beyond 2020 i3

1.10.1 India 13

1.10.2 Service sector beyond 2020-Asian and 37

Pacific perspective

I.11 Strategies Adopted For Service Marketing 39

ROLE OF PROCESS, PEOPLE g PHYSICAL 45
EVIDENCE IN SERVICES MARKETING

2.1 Introduction 45

2.2 The 7 Ps service marketing 46

2.3 Role of process in service marketing 51

2.3.1 Types of processes 52

2.4 Services system, Servicescape and Servution 55

System

2.4.1 Service system in service marketing 35

242 Servicescape system 59

2.4.3 Servuction system 67

70

-
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2.5 Mapping the process 71

2.5.1 Types of process maps 71
2.6 Variety in service process 72
2.7 Value addition in process 75
2.8 People as part of the marketing mix 76
2.9 People dimensions in services marketing 79
2.10 Service profit chain 85
2.11 Physical evidence in service marketing 88
2.11.1 Types of physical evidence 89
2.11.2 Components of physical evidence o0
2.11.3 Managing physical evidence 02
2.12 Physical evidence strategy in service 93

marketing

MANAGING CONSUMER BEHAVIOUR & 97

SERVICE QUALITY

3.1 Introduction 97
3.1.1 Meaning of service quality 98

3.2 Consumer and organizational behavior in 99
Services
3.2.1 Understanding our customers & 100

Collaborators in service

3.3 Stages of service consumption service quality 102
3.3.1 Dimensions of service quality 107
3.4 Service quality models 110
3.5 Managing demand and capacity s
3.5.1 Strategies for managing capacity to match 19
Demand
3.5.2 Capacity constraints in service marketing 120
3.5.3 Understanding the demand pattern 122
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3.6 Service recovery process 126

3.6.1 Importance of service recovery 130
3.7 Impact of service failures 133
3.8 Nature of complaining behavior 135
3.9 Complaint resolution in service marketing 136
SEGMENTATION, TARGETING &
POSITIONING OF SERVICES IN MODERN
ERA
4.1 Introduction 143
4.1.1 Market segmentation practices 144
4.1.2 STP in strategy building 145
4.2 Market segmentation 145
4.3 Market targeting 146
4.4 Market positioning 146
4.4.1 Targeting positioning marketing tips 147
4.4.2 Benefits of targeting positioning 148
4.4.3 Useful tools and resources for targeting 149
positioning
4.5 Selecting target markets 150
4.5.1 Market largeting approaches 151
4.6 Techniques of positioning services 158
4.6.1 Positiuning of services in service 160
Marketing
47 Managing of relationships in services 161
Marketing
47-1 Relationship marketing strategy ideas 163
4.7.2 Importance of customer relatig nship 166
management
e
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4.8 Service marketing triangle 166
4.9 Current customer retention and customer 171

lifetime value

4.9.1 Current customer retention 171
4.9.2 Important of customer retention 172
4.9.3 Measuring of your customer retention 173
rate
4.9.4 Ways to maximize customer lifetime 176
value
4.9.5 Strategy to build a customer retention 178
4.9.6 List of examples in customer retention 181
4.10 Service marketing strategies for small & 183

Medium business enterprises

4.11 Importance & Challenges of service 188
marketing
4.11.1 Importance of service marketing 188
4.11.2 Service marketing challenges 190

MARKETING OF SERVICES: NEW 193
PARADIGM AND PERSPECTIVES

5.1 Introduction 193
5.1.1 Working principles of new paradigm 196
5.1.2 Importance of new paradigm 196

5.2 Service marketing perspectives 197
5.2.1 Customer perspective 198

5.3 Customer as the center of attention 199
5.3.1 Managing tips to customer’s relationship 199
5.4 Services as key differentiators 202
5.4.1 Characteristics of a key differentiator 203
5.4.2 Types of competitive differentiators 204
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5.5 New service opportunitics 206

3.5.1 Future of service marketing 200
5.6 New technologies in services 210
5.6.1 New marketing technology to implement 214
3.6.2 Service marketing opportunities in India
5.7 Applications of service marketing 215
3.7.1 Hospitability marketing 215
5.7.2 Travel and tourism marketing 217
5.7.3 Banking and financial sector marketing 220
5.7.4 Health care market ing 225
3.7.5 Entertainment market ing 227
3.7.6 Retail marketing 228
3.7.7 Event management marketing services 231
5.7.8 Non-profit organizations 234
5.7.9 Airlines marketing 237
3.7.10IT & ITES marketing 243
3.7.11 Sports marketing 246
o
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Entrepreneurship)

Front Cover Page
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1 6, Koregaon Road, Next to St.Mira’s College
SWMS For Girls Pune, 411001
Sadbu Venwans s titate

of Mansgement Stedies Website - http://svims-pune.edu.in/

Encouraging Readers to Learn from
these Cases

The book on Women Entrepreneurs is an exquisite
collection of case studies that captures the beauty and
motivation behind the journeys of remarkable women.
Each case study explores the triumphs and challenges
faced by these entrepreneurs as they navigate through
various industries showcasing their resilience and
determination. It serves as a powerful source of
inspiration for aspiring female entrepreneurs illustrating
that with passion, hard work and innovative thinking one
can overcome barriers and achieve great success.

Through their compelling and well-researched stories this
book beautifully demonstrates the transformative power
of female leadership and entrepreneurship.

Address
Ave Maria Publications
10 B Mitali, 45/98 Bhusarl
Colony Paud Road,
Pune- 411038
Contact : 020-24452540

Email id : avemariapub23@gmail.com
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Significance of Artificial Intelligence in Talent Acquisition

Ms. Sonali Joshi

Assistant Professor

Sadhu Vaswani Institute of Management Studies for Girls
sonalijoshiidsyims=pune.edu.in

Ahstract

Ariificial invelligence (A1} is radically impacting all the seciors, depariments and indusiries ai
large revamping their operations, processes and systems; talent acquisition is not immune to this
disruption. Al is rapidly advancing to the point where people s acquisifions and even succession
planning ai companies is being dramatically shaped by Al technology. One of the mosi common
ways Al shapes talent aoguisition v by sonrcing and engaging condidates. Al-based recruifing
fechnology s being weed 1o avtomeatically reach out to potential emplovees, with data faken in
from multiple  public and  proprietary daia sources. Recruiters and falent  acquisition
professionaly wse A fools o source condidates more efficiently, assess them more aecuralely
and onboard them more quickly, This research paper aims to towch upon on the significance of
Al in companies, hig or small, to find and hire better emplovees that shall help them be more
successful, Is it true that Al supports HR in prioritizing the guality of their hives, workforce
diversity, and recruiter efficiency or is it just a trend being followed?

Keywords: Artificial Intelligence, talent acquisition, disruptions, human resources.
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An Empirical Analysis of Personal Financial Planning in Emerging Economy

Ms Vaishali Patil

Assistant Professor

Sadhu Vaswani Institute of Management Studies for Girls
vaishalipatilialsvims-pune.edu.in

Ms Asawari Nawale

Student MBA

Sadhu Vaswani Institute of Management Studies for Girls

Abstract

This absiract presents an empivical analysis of personal financial planning in an emerging
econony. It highlichis the significance of understanding individual financial behaviors and
Planning sirategies within the confext of emerging economies, where unigue challenges and
OppOrtuniiies exist.

The study examines the factors influencing personal financial planning decisions, including
income levels, education, cultural factors, and access to financial services. It investigates the
effectiveness of various financial planning tools, such as budgeting, saving, investiment, and debt
maragement, in helping individuals achieve their financial goals.

Through gquantitarive analvsis of survey data and stavistical technigues, the study explores
paiierns and frends in personal financial planning practices. It assesses the level of financial
literacy among individuals and examines iis impaci on financial planning behaviors.

Furthermore, the study investigaies the role of financial insiiiutions, policvmakers, and
educational insiftutions in promoting effeciive financial planning in the emerging economy. [i
identifies barriers and challenges faced by individuals in accessing appropriate financial

products and services and sugwesis strafegies fo enhance financial inclusion and educaiion.

Understanding personal financial planning in emerging economies Is crucial for fostering
ecomomic growth, reducing poverty, and promoiing sustainable development, By ideniifying
effective strategies and addressing barviers, this study aimy to empower individualy and create

an enabling environment for sound financial decision-making in the emerging economy.

In conclusion, thisv empirical analysis sheds light on the dvnamics of personal financial planning
in an emerging economy. It emphasizes the importance of lailored approaches, financial
lideracy, and instifutional  suppord  in focilitating  individuals" financial  well-being  and
contribuiing to overall economic development.

Keywords: personal financial planning, financial literacy, financial services, Sustainable
Economical Development.
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Gender equality and women's empowerment : feminist mobilization for SDGs

Dr Abhijeet Kaiwade
Head of Department

Sadhu Vaswani Institute of Management Studies for Girls
Abhijeet kaiwade=hodi@svim s=punc.edu.in

Ms Isha Khandekar

student MBA

Sadhu Vaswani Institute of Management Studies for Girls

Abstract

This abstract explores the role of feminist mobilization in promoting gender equality and
women's empowermeni in the confexi of the Susiainable Development Goals (SDGs), It
highlighis the significance of feminist movements in advancing the SDGs" gender-related targets
and fostering a more inclusive and equitable society.

Through grassroots  activism, advocacy campaigns, and collaborative efforts,  feminist
movements have addressed a ranpe of Byues including vielence againsl women, dccess o
education and healthcare, economic empowerment, and political participation. They have sought
o dismantle instituiional bavviers that perpeivate gender disparities and hove worked towards
creafing a more just and melusive socieiy,

Feminist mobilization emphasizes the intersectionality of gender inequality, recognizing that
women's expericnees arve shaped by other forms of discrimination such as race, elass, ethnicity,
and sexuality. This approach ensures a more comprehensive understanding of gender issues and
enables the development of inclusive solutions for achieving gender equality and women's
empowerment.

Moreover, feminist mobilization has focused on empowering women as agents of change,
promoting their leadership and decision-making roles across all sectors. By challenging
traditional gender roles and advocating for equal opportunities, feminists contribute to a more
halanced and equitable society.

In conclusion, jeminist mobilizaiion is a crucial driving force behind progress towards gender
equality. and  women's  empowerment within the SDGs. Continoed  support for - feminist
movements, policies, and fniijatives iy essential for achieving sustainable development and
creating a world where pender equality is o reality for alf

Keywords: Gender equality, Feminist, agents of change, Sustainable Development.
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