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EXECUTIVE SUMMARY

This report presents a comprehensive study on the service quality and its impact on customer
retention at Mandovi Motors, Mangalore. Conducted by Shreya Jain as part of the requirements
for the Master of Business Administration degree, the research aims to analyse how service

quality influences customer satisfaction and loyalty in the automotive dealership sector.

Mandovi Motors, a leading dealer for NEXA in Karnataka, has a robust network comprising
34 workshops, 10 dealerships, and a dedicated workforce of over 3,600 professionals. The
company has serviced more than 4.1 million automobiles and sold over 370,000 cars,
establishing itself as a prominent player in the automotive market. The study highlights the
company's commitment to excellence in customer service and its continuous efforts to enhance

the buying and post-sale experience.

The research methodology includes a detailed literature review, surveys, and data analysis to
assess customer perceptions regarding the accuracy and reliability of information provided by
Mandovi Motors. The findings indicate that 72.6% of respondents are satisfied with the
information accuracy, suggesting a strong level of transparency. However, there remains an

opportunity for improvement in addressing the concerns of neutral and dissatisfied customers.

Key recommendations from the study emphasize the importance of refining communication
strategies, gathering customer feedback, and enhancing service offerings to build trust and
satisfaction. The report concludes that by prioritizing service quality and customer engagement,
Mandovi Motors can strengthen customer retention and maintain its competitive edge in the

automotive industry.

This executive summary encapsulates the essence of the research, providing insights into the
significance of service quality in fostering customer loyalty and the strategic directions for

Mandovi Motors to enhance its service delivery and customer relationships.



