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EXECUTIVE SUMMARY 

 The Project work “A study on quality of service and customer satisfaction with 

reference to VRL logistics ltd.”, as required by the Alva’s Institute of Engineering 

& Technology, PG Department of Business Administration, Visvesvaraya 

Technological University, Belagavi.  

Objectives of the study: 

• To assess the degree of service quality provided by VRL Logistics Ltd. 

• To assess how service quality influences customer satisfaction. 

• To identify the areas of improvement in the service quality of VRL Logistics Ltd. 

This report is divided into five chapters. The first chapter is about the 

Introduction and company Profile of VRL logistics ltd. The second chapter shows 

the Conceptual background and Literature review of the topic studied. The third 

chapter is about Research design which contains a statement of the problem, need 

for the study, objectives, scope of the study, research methodology, hypotheses, and 

limitations of the study. The fourth chapter is about the analysis and interpretation 

of the data which is collected from VRL logistics ltd through questionnaires using 

tables. The fifth chapter is about findings, conclusions, and suggestions based on 

the study. Then it contains a bibliography which is about the various websites used 

to collect the literature reviews and secondary data for the project. Annexure 

contains the questionnaire 


