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EXECUTIVE SUMMARY

This research examines the impact of the SERVQUAL model on customer satisfaction at
Switchgear and Control Technics Pvt. Ltd. The SERVQUAL model assesses service quality
across five key dimensions: tangibles, reliability, responsiveness, assurance, and empathy.
By evaluating these dimensions, the study identifies areas where the company excels and areas

needing improvement in its service delivery.

Tangibility in Switchgear and Control Technics encompasses the physical elements that shape
customer perceptions, such as the quality and presentation of switchgear products, the
professionalism of customer-facing documentation, and the office environment. These tangible
aspects play a crucial role in forming positive first impressions and enhancing perceived service

quality.

Reliability is essential for Switchgear and Control Technics, ensuring the consistent delivery
of high-quality electrical switchgear products within agreed timelines. By meeting deadlines,
minimizing defects, and ensuring accurate technical specifications, the company fosters strong

customer trust and satisfaction.

Responsiveness is crucial for Switchgear and Control Technics, as timely handling of technical
queries, installation issues, and after-sales support ensures customer satisfaction. Delays can

frustrate clients, especially in industries reliant on reliable electrical systems.

Assurance focuses on employee knowledge and courtesy to instill trust in customers. At
Switchgear and Control Technics, it's crucial for the workforce to have high technical expertise

and effective communication skills to build confidence in product safety and performance.

Empathy in customer service means offering personalized attention and understanding each
client's unique needs. For Switchgear and Control Technics, providing tailored solutions

instead of standardized products can strengthen client relationships and build loyalty.

The study shows that service quality, measured by the SERVQUAL model, significantly
impacts customer satisfaction in the switchgear and control industry. Companies like
Switchgear and Control Technics Pvt. Ltd. that prioritize reliable performance and strong
customer support are more likely to build long-term loyalty. Enhancing responsiveness and
empathy can improve customer experiences, leading to higher satisfaction and a competitive

edge in the demanding electrical equipment market.




