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EXECUTIVE SUMMARY 

 This study focuses on analyzing consumer satisfaction at Mandovi Motors Pvt. 

Ltd., Mangalore, using the Kano Model, a widely recognized framework for 

understanding customer satisfaction. The objective is to categorize and prioritize 

customer needs to improve overall service quality at Mandovi Motors. The Kano 

Model distinguishes between five types of customer requirements: basic needs, 

performance needs, excitement needs, indifferent needs, and reverse needs.  

Through customer surveys and feedback collection, the study seeks to identify 

how Mandovi Motors is currently meeting these needs and areas where 

improvement is necessary. Data analysis will classify customer preferences into 

Kano’s categories to determine what aspects of service delivery are considered 

must-have (basic), what increases customer satisfaction proportionally 

(performance), and what leads to delight (excitement). 

The findings from the study will enable Mandovi Motors to focus on improving 

key performance areas, thereby enhancing customer loyalty and satisfaction. 

Recommendations based on the analysis aim to optimize service strategies by 

addressing the essential and performance-driven aspects while introducing 

innovative solutions that cater to customers' excitement needs. This study 

provides insights that can help the company maintain its competitive edge in the 

automotive sector. 


