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مقدمة

Pre and Post sales service is a highly personal assessment that is
greatly influenced by individual expectations. is sales service tells
how a customer feels about his satisfaction level in Shri Raj TVS. e
outcomes of this project would give the Organization a clear
understanding about the customer feedback as well as their
satisfaction level and also to understand what the problems faced at
Pre and Post sales service.e project report focuses on customer
satisfaction,presale, post-sale services, of Shriraj TVS motors, a two

wheeler showroom in Trichy city.

OBJECTIVES OF THE STUDY
1) To study the Pre sales service performance.

2) To study the Post sales service performance.

3) To know the area of improvement.

REVIEW OF LITERATURE
Cardozo's(1965)initial study of customer effort, expectations and

satisfaction. Despite many attempts to measure and explain customer
satisfaction, there still does not appear to be a consensus

regarding its definition.

(Oliver,1980)It is the result of an evaluative process that contrasts
prepurchase expectations with perceptions of performance during

and after the consumption experience.

(Sandada 2013)Customer satisfaction has therefore become an
important measure of the behaviour of consumers and a key indicator

of business performance.

STATEMENT OF THE PROBLEM
rough this project, the sales and operation manager want to know
the post sales service performance and to analyse the satisfaction
level by the feedback of the customers. To know the quality of
service and improvement to be made in the service provided by Shri

raj TVS.

SCOPE OF THE STUDY
To understand the satisfaction level of the customer regarding the Pre
and Post Sales Service provided by Shriraj TVS, to understand what
are the customer requirement and improvement required by them in

service.

RESEARCHDESIGN:Research is under taken with the idea to
 know about the Pre and Post Sales Service in Shri raj TVS

SAMPLE TECHNIQUE:e Sampling technique adapted for
thestudy is Simple Random Sampling

SAMPLE SIZE: e Size of Sample taken for this study is 105

METHOD OF DATACOLLECTION:e researcher has collected
the primary data through the Questionnaire. e Questionnaire was
distributed directly by the researcher to the customers of Shri raj
TVS and those who cannot understand English was personally

interacted in local language

TOOLSFORANALYSIS:Simple percentage analysis is used for
Data analysis and Interpretation, Paired t test for Pre and Post Sales

Com-parison.

LIMITATIONS OF THE STUDY:
Ÿ During the period of data collection the management is not
permitting me to collect data from their customers because of their

reputation

Ÿ Some of the Customers has been not co-operative because
they are not Interested in giving their Suggestions

DATA ANALYSIS AND INTERPRETATION Objective - 1
Time Spend by Salesperson to explain about the vehicle

Table 1:

SalespersonNo. of respondsPercentage
Highly satisfied7168

Satisfied2423
Neutral109

Dis-Satisfied00
Highly Dis-Satisfied00

Total105100

 Interpretation:
From the above chart 68% of the respondents are highly satisfied on
time spend by salesperson to explain about the vehicle and 23% are
satisfied then 9% are neutral and no respondents Dis-satisfied and

highly Dissatisfied

Objective - 1
Vehicle delivered on time 

Table 2:

Vehicle deliveryNo. of respondentsPercentage
Highly satisfied6057

Satisfied3735
Neutral88

DisSatisfied00
Highly DisSatisfied00
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Total105100

Interpretation
From the above chart 57% of the respondents are highly satisfied on
vehicle delivered on time and 35% are satisfied then 8% are neutral

and no respondents Dissatisfied and highly Dissatisfied

Objective - 1
Test drive in Showroom 

Table 3:

Test driveNo. of respondentsPercentage
Highly satisfied7170

Satisfied3735
Neutral1315

Dis-Satisfied00
Highly Dis-Satisfied00

Total105100

Interpretation
From the above chart 70% of the respondents are highly satisfied on
Test drive in showroom and 35% are satisfied then 15% are neutral

and no respondents Dissatisfied and highly Dissatisfied

Objective - 1
Services in Shriraj TVS 

Table 4:

ServicesNo. of respondentsPercentage
Highly satisfied3634

Satisfied2928
Neutral3129

Dis-satisfied99
Highly Dis-Satisfied00

Total105100

Interpretation
From the above chart 34% of the respondents are highly satisfied
onServices in Shriraj TVS and 28% are satisfied then 29% are neutral

then 9% are Dissatisfied and no respondents are highly Dissatisfied

Objective - 1
Mechanics in Shriraj TVS 

Table 5:

MechanicsNo. of respondentsPercentage
Highly satisfied3432

Satisfied3331
Neutral3130

Dissatisfied77
Highly DisSatisfied00

Total105100

Interpretation:
From the above chart 32% of the respondents are highly satisfied
onMechanics in Shriraj TVS and 31% are satisfied then 30% are
neutral then 7% are Dis-satisfied and no respondents are highly

Dissatisfied

Objective - 1 
Labour charge in Shriraj TVS  

Table 6:

labour chargeNo. of respondentsPercentage
Highly satisfied3533

Satisfied3028
Neutral3332

Dissatisfied77
Highly DisSatisfied00

Total105100

Objective - 1
Price in motor spares 

Table 7:

Price of sparesNo. of respondentsPercentage
Highly satisfied3634

Satisfied2826
Neutral2928

Dis-satisfied1212
Highly Dis-Satisfied00

Total105100

Interpretation
From the above chart 33% of the respondents are highly satisfied
onPrice in motor sparesand 26% are satisfied then 28% are neutral
then 12% are Dis-satisfied and no respondents are highly Dissatisfied

Objective - 1 
Avail of Spares 

Table 8:

Avail of sparesNo. of respondentsPercentage
Highly satisfied5149

Satisfied1615
Neutral2221

Dis-satisfied1615
Highly Dis-Satisfied00

Total105100

Interpretation
From the above chart 49% of the respondents are highly
satisfiedonavail of sparesand 15% are satisfied then 21% are neutral
then 15%  are Dissatisfied and no respondents are highly Dissatisfied

Objective - 1
Quality of Spares 

Table 9:

Quality of sparesNo. of respondentsPercentage
Highly satisfied5453

Satisfied1716
Neutral1716

Dis-satisfied1514
Highly dis-satisfied21

Total105100
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Interpretation
From the above chart 53% of the respondents are satisfied on Quality
of spares and 16% are highly satisfied then 16% are neutral then 14%

are Dissatisfied and 1% is highly Dissatisfied.

COMPARISON BETWEEN PRE AND POST
SALES SERVICES USING PAIRED T-TEST 
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137414
228324
329301
429312
53128-3
634395
735383
836382
93632-4
1037392
1134351
123736-1
1336382
1430377
1532320
1633374
1740466
1841443
1938424
204241-1

Calculating the mean and standard deviation of the differences

x = 2.05 and sd = 2.837

erefore, SE(x) = sd/√n = 2.837/√20 = 0.634

So, t = 2.05/0.634 = 3.231

Looking this up in tables gives p = 0.004.erefore, there is strong
evidence that, on average, the module does lead to improvements.

استنتاج

Pre and Post sales service is the state of mind that customers
have about a company when their expectations have been met
or exceeded over the lifetime of the product or service. So,
from the Percentage analysis and t-test method the services of
the organization is average and they have to improve in certain

areas to meet theirgoals.
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