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Understanding Customer Expectations — An
empirical direction to better business decision
making
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Alsionet > Dae of the miggor challenges fuocd by business decisanenukirs i5 — “venderstanding cistaner expectations”, Shccess o
falure an buginess may be a Nimetiig of ihie tmgonamoe given 1o this very basie tderstanding of the Hileepinaing eguired 1o
suceoel Flas study s tmvestigated whetler business firms are wgnint of the crilienl wnporlance of uneherstsndsng cusiamer
requiresnentss hew do Uey go sbod this: why ¥ Enpirical rescarch 1o ascertuin this was illuminating and pomied, Emplications
ol ol paydng altentivn 1o customer reguireinents are discussed.

Heywaords — Cugopor Expreetation, Bustines decistong

INTRODUCTION

Clistisnrier satas Fsctivn 15 inastricabl ¥ 1w b thie dden of Custaner eXpeclalisn,

Businesses lave s great mosd 1o “weyuies euslomers” and 1 “retain ClRlomeTs". Sweess markiting rests lwsavily an maglerly
execttim of Twe processes - cuslomer seguisilion provesses and customes relention processes. Business decision mukers ned
Ler understand custonmer sxpeetitions to sisecessfully executs the two processes. (lane undergands customer expeclations, the
bursiness foackeling decsion-maker i bissaness can adifress epnsumser coneeens and expectaivnes better, Ansed witl knewledge
of customer expectations befshe can commueate pestinent and relevant information T Lot aucdienees i Larget macker, This
anderstandiog of custamner vapectations will foed well inte the decision-muaker's decisions ag repirds buikling guality
(eonformance quality wsd pecformmmnes spuaivy} inte thiis firon's product seevices - b acguine wnd 6o retsin customers betier,

Lysenatiee feview
Enellent cistomer service and bigh customer stislseton must star with understanding customer expeclations, Wien DS g
CUstemer subisfaction, companis penenilly msk customers whither (e prisduet vrservice has met ar enceeded sxpectasins, This
B important goestion & ask and i i key fuctior behind developing a finm's ability o deliver sutisfaction to targel market
Lestoners, Lt expictilion sof the bar for cusler satisletion which also affeees repurchase decisions sid leads fo custmer
boyalty,

According 1o Rey Hollister Williams - =1 he liest step in excosding your customers vhpectabivng is o know tiose expeclilions,™

Aostudy by A Parasurarman, Leonurd L, Berry and Valurie A, Zeithaml which was posted by the MIT Sloan Review, foud Ths
key insights wien they were researching customer exgectitions. Those inclide seryiee basis, swiliness, Cilesy, competienee,
conmiiment, wnderstandings, relabionship & promises, Ty Bonemcd st expocistions s relibed 1o 1w levels: die desined level
and the sullivient level. The desired feviel 35 the serviee the eustomer hispes 1o abtsin while he sullicaent hevel is the servico

which the cwstomer liewls sevepiahle.

Uity und Dunaas { 1987 ) gutline sever camnpanics msde u priy il avoiding distiner dusizn departizments for te intangable parts of
o cuslomer expecience. They ange that sucl slepariments milght lose wich with reidity aned elo ot havie the s understanding ol
Lustoaners” noeds amd wishes as the peeple who are actuadly involved with delivening the srviee. Therefore, deszgm and inasvation
were part of cach linctioies) area, whicl o wre reguaried o Sulfal] costomer's EApecialion,

Dravidonw s Leal | 1050 proposed tal cistomer expectation i fonmed by many uncontzollyble Tactors, which include preeviaus
expetience with ather compiaies, wnd their mlvertising, cus papers reychological condition at the me of serviee delivery. customer
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Abstract

Key Words
Conflict, Conflict Resolution, Nonviolent, Rational, Strategic, Dynamics,

Introduction

Ancient societies are often characterized by competition for resources, territorial
disputes, and power struggles among leaders. Conflicts arise from a variety of factors
including economic needs, social hicrarchies and cultural differences, In many cases,
these disputes escalated info violent confrontations, as the prevailing belief was that
strength and dominance were the ultimate means of resolving disagreements, Warfare
Was a primary method of conflict resolution in ancient times, Societies would engage in
battles to assert dominance over rival groups or to reclaim lost territory. The outcomes
of these wars often determined the political landscape for gencrations: Asin the Second
World War, conflict between Allied and Axis power blocks resulted into war Ehat took
st of the major countrics in its ambit, Allicd powers won the war and Axis power
Surrendered but the result was violence, misery, hatred and loss of humanity all over.
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Understanding the Security and Privacy Risks in Healthcare and
Insurance Records Management

Ms. Jaspreet Kaur

Research Scholar

University Institute of Computing
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Abstract-Globally, healtheare fraud is a major problem that
affects patient confidence, healthcare organizations, and
financial stability. Specifically in insurance claims, billing,
and medical reporting, the healthcare sector is confronted
with formidable obstacles in its fight against fraud. The
inability of TFD (Traditional Fraud Detection) techniques to
identify complex fraudulent activity frequently results in
significant  financial losses and impaired  health
care. Thisstudy applies blockchain technology to improve
fraud detection and prevention in the healthcare sector, This
study will suggest a NFDS (Novel Fraud Detection Strategy)
to spot healtheare fraud by utilizing the concept of Block
Chain Technology as the Block Chain has properties of
immutability and transparency in conjunction with data
analytics integration. Through a detailed analysis of the
literature of recent research, case studies, and examples, the
report explains the benefits and challenges of using block
chain-powered NFDS. Important areas of focus include
developing new algorithms, applying data analytics
techniques, and integrating block chain technology into the
healthcare system. In addition to evaluating how well
different fraud detection algorithms and models perform in
identifying fraudulent activity in insurance claims, billing
procedures, and medical reports, the study will also examine
the integration of Dblock chain technology to enhance
auditability, security, and data integrity. This study also
emphasizes how smart contracts may automate fraud
detection procedures, minimize human participation, and
guarantee real-time transaction verification. The study
investigates the ways in which decentralized identity
management can improve patient data security while
upholding legal requirements. The results will ultimately
support continued efforts to improve privacy and security in
the administration of medical and insurance records.

Keywords:Block Chain-Powered Model, Fraud Detection
Algorithms, Fraudulent Activity, NFDS,TFD.

1. INTRODUCTION

In 2008, a single or anonymous group of researchers going
by the name of Satoshi Nakamoto created blockchain
technology. It was presented as a long-term fix for the
double spending issue. Block chain technology has
expanded across a wide range of industries, including
manufacturing, insurance coverage, energy, health care,

Dr.Gagandeep Chawla

Associate Professor

University Institute of Computing
Chandigarh University,Punjab

educational institutions, technology, Internet of Things, the
farming industry, social media, and entertainment, after
getting significant interest in the financial sector. Block
chain technology is wused to provide reliability,
effectiveness, anonymity, immutability, ownership, ease of
auditability, and other benefits in businesses that may not
utilize cryptocurrency[1]. Due to the increase in fraudulent
activities, which threaten patient safety and confidence in
addition to causing significant financial losses, fraud
detection and prevention have taken on a critical
itmportance in the healthcare sector.

Healthcare fraud is a worldwide issue that affects both
industrialized and underdeveloped nations. It is
particularly harmful to people who get high-quality
medical care, particularly those who have health insurance
[2][3]. The 2015 study on the financial effect of healthcare
fraud found that a total of roughly £303.8 million was lost
as a result of healthcare fraud. [4]. The £22.9 million for
optical charge fraud, the £43.9 million for dental charge
fraud, and the £237 million for prescription charge fraud
are the three distinct categories for this sum. Similarly,
healthcare fraud is predicted to cost Europe and Korea,
respectively, €56 billion and 798.2 billion annually,
according to Thaifur et al. [5]. Government-sponsored
health insurance programs in Africa assist the
impoverished by shielding them from having to pay cash
for medical services and prescription drug purchases.
There is enough proof in the literature to conclude that
health insurance systems in Africa are fraudulent. For
example, based on the clinical audit report and claim
intelligence data gathered, GenKey SOLUTIONS, B.V.
estimates that fraud wastes 15% to 20% of healthcare
spending[6]. This translates to an estimated $487 billion in
fraud losses every year. The monthly medical assistance
contributions that participants in South Africa's national
health insurance program pay rise from R192 ($14) to
R410 ($30) as a result of fraud. The expected sum of these
minor healthcare cost overruns is $882 million. Numerous
scholars have put out numerous suggestions to address this
problem as discussed in Amponsah et al. [2]. The authors
proposed an efficient block chain-based data management
system and a claims processing system that ensures service
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Charting the Path to Economic Resilience in Gig Economies:
Opportunities, Challenges, and Strategic Insights
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ABSTRACT:

Gian Jyoti Institute of Management and Technology

The gig economy has transformed the global employment landscape, characterized by freelance and shott-term contract work
88 ) 8 y ) ¥

facilitated ptimarily through digital platforms. While it offers flexibility and autonomy for workers, the gig economy also
presents significant challenges in terms of economic sustainability. This paper explores key issues such as income stability, job

security, and the scalability of digital platform business models that affect both wotkers and companies. 1t also examines the

regulatory landscape, social considerations, and ethical implications surrounding gig wotk. Strategies for enhancing economic

sustainability in the gig economy are presented, including income diversification, fair compensation practices, policy

interventions, and skill development. By addressing these challenges and embracing sustainability-focused reforms, the gig

economy can evolve toward a more tesilient and equitable futare. The papet concludes with an analysis of the potential

trajectories and opportunities for a sustainable gig economy, emphasizing the roles of wotkets, businesses, and policymalets.

Keywords: Gig Economy, Econonic Sustainability, Incone Stability, Digital Labor Platforms, Labor Policy

INTRODUCTION

The gig economy has significantly
reshaped the global job market, offering
a wide array of freelance, temporary,
and on-demand work opportunities via
digital platforms. This shift towards
short-term work arrangements, such as
ride-hailing, freelance writing, and
delivery services, marks a break from
traditional, long-term employment
models and is becoming increasingly
prevalent across both advanced and
.eveloping economies (Kaine &
Jossetand, 2019). Despite its growing
role in the workforce, concerns about
the economic sustainability of the gig
economy have surfaced, leading to
questions about its ability to provide
lasting benefits to workers, companies,
and society at large (De Stefano, 2016).
This paper delves into these concerns,
evaluating the challenges and future
outlook of sustaining economic stability
within the gig economy. At first glance,
the gig economy offers several appealing
benefits, Workers gain autonomy and
fHlexibility, enabling them to generate
income on their own terms, unlike many

conventional jobs. Gig workers typically

enjoy the freedom to set theit own hours
and decide where and how much they
want to work (Pesole et al., 2018), This
flexibility appeals especially to those in
areas where formal job opportunities
may be limited. Additionally, companies
benefit from the gig economy by
accessing a flexible labor force without
the long-term financial obligations tied
to full-time employees, such as benefits,
pensions, or job security (Kalleberg &
Dunn, 2016). This allows businesses to
scale operations efficiently based on
market demand, avoiding the
complexities of traditional hiring,
However, the features that make the gig
economy attractive also raise doubts
about its sustainability. While workers
enjoy autonomy, they often sacrifice
financial security and stability. Gig
wotkers face income instability, job
insecurity, and the absence of traditional
employment perks like healthcare, paid
time off, and retirement savings
(Woodcock & Graham, 2020). Since
most gig workers are classified as
independent contractors, companies are

not obligated to provide these

protections, leaving workers vulnerable
to economic downturns, This situation
begs the question: Can the gig economy,
as it stands, offer sustainable livelihoods
for its workers, or is it inherently
unstable? Income unpredictability is one
of the core challenges in the gig
economy. Earnings are often
inconsistent, depending on wotk
availability, customer demand, and
sometimes, algorithms that allocate
jobs. For many, gig income fluctuates
too much to ensure financial stability,
potentially leading to economic
hardship duting low-demand petiods
(Berg et al., 2018). This instability is
compounded by the lack of benefits like
unemployment insurance or paid leave,
making financial security even more
elusive for gig workers. Job security is
another pressing concern. Unlike
traditional employees, gig workers lack
the safety of labor contracts and can
lose their income without warning, As
independent contractors, they are
excluded from labor protections such as
minimum wage, overtime pay, and

protection against wrongful termination

©




ASSESSING THE IMPACT OF MENSTRUAL LEAVE POLICIES 0
WOMEN'S CAREER PROGRESSION: AN INDIAN AND
INTERNATIONAL PERSPECTIVE

Bushra 8. p, Singp!
Swari Bhagjy
Abstract

o W A Mectiveness of menstrual leave policies p
This paper explores the impact and (fftf‘cﬁl—(.!u,‘s..\ af mensiri | ‘7‘ policies on Women'
career progression and workplace equity. Focusing on a sample of 200 women from Varioys
incustries and ()ygunjgufiunal levels across India, the stur/y captures a range qj experien ces
and viewpoinis. The participants were drawn from different states, including 40 from Dejy;

35 from Maharashtra, 30 from Tamil Nadu, 23 from Karnataka, 20 from West Bengal, |5

firom Uttar Pradesh, 15 from Gujarat, 10 from Rajasthan, 1 (}ﬁ'mn Punjab, and 30 from o ey

regions. This regional diversity allows for a comprehensive understanding of how menstyyql
leave policies are perceived and implemented across different cultural contexts. The reseqyel,
investigates the potential benefits of these policies in supporting women’s health and we)|.
being while addressing the potential dangers of stigma and biases that could arise from theiy
implementation. The study highlights the importance of cultural and w;euniz‘(m:)nalfrrcfors in
shaping the success of these policies, emphasizing the necessity of context-specifie
approaches. By examining case studies from India and other countries, the paper provides
recommendations for designing and implementing menstrual leave policies that foster gender
equality and career growth. The findings suggest that, when thoughtfully implemented,
menstrual leave policies can contribute to a more inclusive and equitable work environment,
benefiting both women and organizations.

Keywords: Career Progression, Gender Equality, Menstrual Leave Policies, Women's
Health, Workplace Equity

INTRODUCTION

Menstrual leave policies aim to address the specific health needs of menstruating individuals
by offering paid or unpaid leave during their menstrual cycle. These policies are designed to
mitigate the physical discomfort and health challenges associated with menstruation, thereby
enhancing employees' well-being and productivity. The concept of menstrual leave has had
varied Jevels of acceptance and implementation across cultures and nations. For instancé
nations such as Japan and South Korea have mandated menstrual leave for decades.
acknowledging the significance of considering menstrual health in the professiot}a]
environment. These policies often align with broader movements promoting gender equality

and workers' rights, recognizing that menstrual discomfort can significantly impact 47
individual's work performance.
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REGULATING ARTIFICIAL INTELLIGENCE: ETHICAL, LEG4),
AND MANAGERIAL CHALLENGES IN THE DIGITAL AGE:

Bushr §, P, Sing| w
3 i ; ‘
Swali Bhatiga,

ABSTRACT

The rapid advancements in Artificial Intelligence (A 1) have brought transformative benefits aerogg inclusgy,
vet they alvo present significant ethical, tegal, and managerial challenges. This paper explores the p,_,,,,m.wllj
'ug" Al governance in the digital era, examining isswes sueh as algorithmic bias, data privacy concems, 1, fes
nlx'r.nmm.fn'lir;\z and corporate governance, It highlights the need for robust regulatory frameworks 1, mevg‘*f
sustems operate transparenty, ethically, and in alignment with societal values, By analyzing globaj ‘:’
regulations, case studies, and industry best practices, the stuy provides insights into effective oy ’1
mechanivms. The research underscores the necessity of balancing innovation with ethical mn.\'iderm}rﬁ :
advocating for interdisciplinary collaboration between policymakers, businesses, and researchers, Ufﬂ'mrug;j:

the paper aims to contribute to the ongoing discourse on responsible Al development, offering recommendyyj,
s

for sustainable and adaptive regulatory models.

Keywords: Artificial Intelligence (Al), Al Governance, Ethical Al, Algorithumic Bias, Data Privacy, Legat
Accountability.

INTRODUCTION

Artificial Intelligence (AI) has profoundly transformed numerous sectors, including healtheare, finance
education, and public administration. This field integrates technologies such as machine learning, ﬂaﬁwa:
language processing, and robotics to replicate aspects of human cognition'. The rapid progress in computationg|
resources and data availability has significantly enhanced AD’s ability to perform intricate tasks, enabling
advanced decision-making and automation across diverse fields.?

However, alongside these technological strides, Al introduces substantial ethical, legal, and operational
challenges. Issues such as biased algorithms, breaches of personal privacy, questions ol accountability, and the
potential displacement of workers underscore the urgent need for oversight mechanisms.® Governments,
corporations, and academic bodies increasingly acknowledge the importance of establishing robust guidelines io
ensure Al aligns with societal values and ethical standards.” As a resull, the governance of Al has become a
pressing matter in today's digital landscape.

The Necessity of Al Governance in the Modern Era

The extensive integration of Al systems into everyday life highlights the critical need for well-defined
regulatory structures to address risks and promote ethical integrity. Effective oversight is vital to guarantee
transparency, responsibility, and equity in automated processes.” In the absence of proper confrols, Al
technologies may perpetuate inequities, infringe upon individval rights, and widen economic divides.’
Moreover, the deployment of AT in high-stakes areas such as medical diagnostics and law enforcement demands
rigorous ethical evaluation to avert harmful consequences.”

In addition to cthical dimensions, legal and managerial considerations further emphasize the importance of
structured Al governance. Legal systems must clarify responsibility for Al-gencrated decisions, delincate

* Assistant Professor, Gian Jyoti Institute of Management and Technology

**Professor & Head-RDC, Asion Business School
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