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Ganesar College of Arts and Science, PG Dept of Commerce

Project Details from 2019 -20

NAME

TITLE [2019-2020]

GUIDE

REG.NO

RABINAYA

A STUDY ON CUSTOMER SATISFACTION
TOWARDS POST OFFICE
SCHEME IN PONNAMARAVATHY

S.LAKSHMANAN

PI811019]

rJ

B.ARUNKUMAR

A STUDY ON ANALYSIS OF ELECTRONIC
PAYMENT SYSTEM IN
VIJAYA BANK KOTHAMANGALAM

C BALAMURUGAN

PIRI10192

P.BHAVANI

CONDITION OF STREET VENDORS
IN KARAIKUDI TOWN [N SIVAGANGAI
DISTRICT

M.MOHAMED IBRAHIM
MOOSA

PI8110193

V.CHINNAPPOTTU

A STUDY ON EFFECTIVENESS OF TRAINING IN
BHARAT SANCHAR NIGUM LIMITED
(BSNL), KARAIKUDI

M.MOHAMED IBRAHIM
MOOSA

PI18110194

C.DURAIPANDI

TOWARDS GOODS AND
SERVICE TAX (GST)

S MANJULA

P18110195

RJAYESWARI

A STUDY ON CUSTOMER SATISFACTION
TOWARDS CELLULAR SERVICE

WITH SPECIAL REFERENCE TO RELIANCE
JIO SIM

A.DURAIPANDI

P18110197

M.KAMALAM

A STUDY ON CUSTOMER SERVICE
QUALITY OF PANDIYAN

GRAMA BANK IN PONNAMARAVATHY
TALUK

V.TAMILSELVI

PI18110198

P.KANIMOZHI

A STUDY ON JOB SATISFACTION OF
EMPLOYEES
IN TVS LIMITED PUDUKKOTTAI

C.BALAMURUGAN

P18110199

PL.KARTHIKA

A STUDY ON CONSUMER PREFERENCE
TOWARDS
INDUCTION STOVE IN MARAPARAI TALUK

A.DURAIPANDI

P18110200

10

V.KARTHIKA

TOWARDS HONDA ACTIVA
WITH SPECIAL REFERENCE TO TRICHY
DISTRICT

V.TAMILSELVI

P18110201

11

P.LOGESHWARAN

A STUDY ON CUSTOMER OPINION
TOWARDS MOBILE BANKING
IN KARAIKUDI TOWN

S.LAKSHMANAN

P18110202

V. PRASANAKUMAR

LOGISTICS SERVICES
QUALITY [N FREIGHT FORWARDING
DIVISION

M.MOHAMED IBRAHIM
MOOSA

P18110203

K.RAJALAKSHMI

TOWARDS FOUR
WHEELER WITH SPECIAL REFERENCE TO
SUZUKI IN PUDUKKOTTAI TOWN

S.MANJULA

P18110206

14

A.RAJESH KUMAR

AN ANLAYSIS ON CUSTOMER SERVICE
PRACTICES AND
STRATEGIES ADOPTED BY THE LOGISTICS

S.MANJULA

P18110207

M.RAMYA

A STUDY ON CONSUMER PERCEPTION OF
HYUNDAI SANTRA
CARS IN COIMBATORE DISTRICT

MMOHAMED IBRAHIM
MOOSA

P18110208

M.SARADHA

BRJTTANNIA BISCUITS
OTTAI TOWN

C.BALAMURUGAN

P18110209

S.SATHIYA PRIY

N
é‘;gANKING i»\%\mam REFERENCE TO

A.DURAIPANDI

PI18110210




A STUDY ON BUYING BEHAVIOUR OF
CONSUMLER OF DIFFERENT BRANDS OF
CHOCOLATES IN PONNAMARAVATHY

18 |R.SONIYA TALUK. S.MANIJULA PI8110211
A STUDY ON CUSTOMER SATISFACTION
TOWARDS USING LAPTOP
WITH SPECIAL REFERENCE TO

19 |JATHENMOZHI PONNAMARAVATHY TALUK V. TAMILSELVI P18110213
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“A STUDY ON CUSTOMER SATISFACTION TOWARDS POST

OFFICE SCHEME IN PONNAMARAVATHY"

Project Report Submitted to Bharathidasan University in Partial Fulfiliment of

the Requirement for the Degree of

MASTER OF COMMERCE
2019-2020

Researcher
R.ABINAYA
Reg.No : P18110191

Under the Guidance of

Mr.S.LAKSHMANAN M.Com.,M.Phil.,B.Ed.,

ﬁiﬁ_ﬂy

DEPARTMENT OF COMMERCE

Ganesar College of Arts & Science
Melasivapuri- 622 403

APRIL- 2020




MI‘.S-LAKSHM}\NAN M.Com.,b[.l’ill..,n.ﬁ..
Assistant Professor ,

Department of Commerce,
Ganesar College of Arts and Sclence,

Melasivapuri, Pudukkottai District - 622 403.

CERTIFICATE

This is to certify that the project report entitled “A STUDY ON
CUSTOMER SATISFACTION TOWARDS POST OFFICE SCHEME
IN PONNAMARAVATHY"” by RABINAYA (Reg.No: P 18110191) is a
work under my guidance and supervision during the academic year
2019- 2020,

Date: /7.23 gev
Place: Melaisivapuri

H f the Department Signature of the Guide
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A STUDY ON ANALYSIS OF ELECTRONIC PAYMENT
SYSTEM IN VIJAYA BANK - KOTHAMANGALAM

Project Report Submitted to Bharathidasan University in Partial
Fulfillment of the Requirement for the Degree of

MASTER OF COMMERCE
2019-2020

Researcher
B. ARUNKUMAR
Reg.No : P18110192

Under the Guidanee of

Mr.C.BALAMURUGAN M.Com. M.Phil.,B.Ed.(Ph.D).SET.,
Assistant Professor

DEPARTMENT OF COMMERCE

Ganesar College of Arts & Science
Melasivapuri- 622 403

APRIL- 2020
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Mr.C.BALAMURUGAN M.Com.,M.Phil.,B.Ed.(Ph.D)..SET.,
Assistant Professor

Department of Commerce,

Ganesar College of Arts and Science,

Melasivapuri, Pudukkottai District - 622 403.

CERTIFICATE

This is to certify that the project report entitled “A STUDY ON
ANALYSIS OF ELECTRONIC PAYMENT SYSTEM IN
VIJAYA BANK - KOTHAMANGALAM™ B. ARUNKUMAR
Reg.No : P18110192 is a work under my guidance and supervision
during the academic year 2019-2020.

Date: /7 &3 28D
Place: Melaisivapuri

N of the Department Sig,mmi nl"g Guide
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LTUDY ONROCIO ECONOMIC CONDITION OF KIREET VENDORS
IN KARAIKUDETOWN IN NIVAGANGAT DINTRICT

ect Report Xubmitted to Whwenthidwsnn University In Partinl Fulfiliment of the
Requirement for the Degree of

Mastor of Commerce
2019 - 2020

Rosonrchor
P.BHAVANI
Rog.No : PISI10193

Under the Guldance of
tMMOHAMED IBRAHIM MOOSA M.Com.,B.Kd,,M.Phil,Ph.D.,

Department of Commerce
Ganesar College of Arts & Science
Melasivapuri - 622 403
April - 2020
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CERTIFICATE

Thisismnu'ﬁf_\'tlmﬂneptqieurepmuniued".& STUDY ON
SOCI0 ECONOMIC CONDITION OF STREET VENDORS IN
KARAIKUDI TOWN IN SIVAGANGAI DISTRICT” by P.BHAVANI
(RegNo: P 18110193) is a work under my guidance and supervision during the
\ pcade—ic vear 209- 2020.

Dz2 fJF- &3 - 2020
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Signature of the Principal
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A STUDY ON EFFECTVENESS OF TRAINING IN BHARAT

SANCHAR NIGAM LIMITED (BSNL), KARAIKUDI

Project Report Submitted to Bharathidasan University in Partial
Fulfiliment of the Requirement for the Degree of

MASTER OF COMMERCE
2019-2020

Researcher
V. CHINNAPPOTTU
Reg.No : P18110194

Under the Guidance of

Dr.M.MOHAMED IBRAHIM MOOSA M.Com., B.Ed.M.Phil.,Ph.D.,
Assistant Professor in PG Commerce &
H.0.D of Bank Management

DEPARTMENT OF COMMERCE

Ganesar College of Arts & Science
Melasivapuri- 622 403

APRIL- 2020
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Dr.M.MOHAMED IBRAHIM MOOSA M.Com.,B.Ed.,M.Phil.Ph.D.,

Assistant Professor in PG Commerce &
Head of the Department of Bank Management
Ganecsar College of Arts and Science,

Melasivapuri, Pudukkottai District - 622 403, 4/38

CERTIFICATE

This is to certify that the project report entitled “A STUDY
ON EFFECTVENESS OF TRAINING IN BHARAT
SANCHAR NIGAM LIMITED (BSNL), KARAIKUDI"
V. CHINNAPPOTTU Reg.No : P18110194 is a work under my
guidance and supervision during the academic year 2019-2020.

Date: \\- 3 - 2000
Place: Melaisivapuri

. ; | e,
H ent.L | Sig:m%ﬁ‘ﬂﬁz\ﬁﬁ;

JN.Smmw

. 17— 03- 220
yﬂf Signature of the Principal
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“A STUDY ON CONSUMER PERCEPTION TOWARDS GOODS AND
SERVICE TAX (GST)"

Project Report Submitted to Bharathidasan University in Partial Fulfillment
of the Requirement for the Degree of

MASTER OF COMMERCE
2019-2020

Researcher
C. DURAI PANDI

Reg.No : P18110195

Under the Guidance of
S.MANJULA M.Com., MLPhil., PGDCM

DEPARTMENT OF COMMERCE

Ganesar College of Arts & Science
Melasivapari- 612 403

APRIL- 2020
21/38



S.MANJULA M.Com., M.Phil, PGDCM
Assistant Professor of commerce, )

Ganesar College of Arts ang Sclence,
Melaisivapuri, Pudukottal District — 622 403.

CERTIFICATE

This s (o certify that the project report entitled “A STUDY ON
CONSUMER PERCEPTION TOWARDS GOODS AND SERVICE TAX

(GST)" by C.DURAI PANDI (Reg.No : P18110195) is a work under my
guidance and during the academic year 2019-2020

Date: /# - 03 - 2020 @~ |7-3-20%

Place: Melaisivapuri 113 2020 by
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“A STUDY ON CUSTOMER SATISFACTI

ON TOWARDS CELLULAR
SERVICE WITH SPECIAL REF ERENCE

TO RELAIANCE JI10 SIM”

Project Report Submitted to Bharathidasan University in Partial Fulfillment of the
Requirement for the Degree of

Master of Commerce
2019 - 2020
Researcher
RJAYESWARI

Reg.No : P18110197

Under the Guidance of
A.DURAIPANDI M.Com., M.Phil., (Ph.D)

Department of Commerce
e\
Ganesar College of Arts & Science
Melasivapuri - 622 403
April - 2020
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Dr.A.DURAIPANDI M.Com.,M.Phil..(Ph.D).,
HOD of Commerce,
Ganesar College of Arts and Science,

Melasivapuri, Pudukottai District - 622 403,

CERTIFICATE

This is to certify that the project report entitled “"A STUDY ON
CUSTOMER SATISFACTION TOWARDS CELLULAR SERVICE WITH
SPECIAL REFERENCE TO RELAIANCE JIO SIM" by RJAYESWARI

(Reg.No: P 18110197) is a work under my guidance and supervision during the
academic year 2019- 2020,

Date: sx - £3- 2020
Place: Melord™ "
:

the Guide
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N. Sovnam
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Signature oF the Princ"%ﬁ” ‘3):9

PRINCIPAL _
Ganesar College of Ans & Science g
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A STUDY ON CUSTOMER SERVICE QUALITY OF PANDYAN
GRAMA BANK IN PONNAMARAVATHY TALUK

Project Report Submitted to Bharathidasan University in Partial
Fulfiliment of the Requirement for the Degree of

MASTER OF COMMERCE
2019-2020

Researcher
M.KAMALAM
Reg.No : P18110198

Under the Guidance of

V.TAMILSELVIM.Com.,M.Phil.,M.A(Eng).,B.Ed.,(Ph.D)..SET.,

DEPARTMENT OF COMMERC

Ganesar College of Arts & Science
Melasivapuri- 622 403

APRIL- 2020
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V.TAMILSELVI,M.Co
.Com.,M.
Assistant Professor. Phil,M.A(Eng).,B.Ed.,(Ph.D)..SET.,

Department of Commerce,
Ganesar College of Arts and Science,
Melasivapuri, Pudukkottai Districs - 622 403

CERTIFICATE

This is to
ciliroui sr:::.llhl the project report entitled “A STUDY ON
o CE QUALITY OF PANDYAN GRAMA
PONNAMARAVATHY TALUK” by M.KAMALAM
(Reg.No : P18110198) is a work under my guidance and isi
during the academic year 2019-2020 e

Date IF - 05 - 200
Place: Melaisivapuri

ent Signature of the Guide

Signature o lh:l’rmm
e

anesar College of Ars & Scitn:r
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VSTEIY ONBORSATISEACTION OF EMPLOYEES IN TVS
FIMTTED . PUDURKROT AL

bt Repont Subiiveesd 19 Whavathidusan Vnlversity in Partial
Ealtiment of the Regquirement Tor the Degree of

MASTER OF COMMERCE
200192020

Researcher
I KANIMOZHIL
Reg.No : PISTI0199

U mdder the Gaidanee of

MuCBALAMURUGAN M.Com M PhiLBED(Ph.D)SET.,

Lssistant Professor

DEPARTMENT OF COMMERCE

GANESAR COLLEGE OF ARTS & SCIENCE
MELASIVAPURI- 622 403

APRIL- 2020
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MrC.BALAMURUGAN M.Cnl.,HLI‘hIL,B.Ed.,{I'h.D}..SET.,
Assistant Professor

Depariment of Commeree,
Ganesar College of Arts and Science,
Melasivapuri, Pudukkottai Districl - 622 403.

CERTIFICATE

This is to certify that the project report entitled “A STUDY ON JOB
SATISFACTION OF EMPLOYEES IN TVS LIMITED -
"PUDUKKOTTAI™  P.KANIMOZHI REG.NO : P18110199 is a work

under my guidance and supervision during the academic year 2019-2020.

Date: |7. p3- 2020
Place: Melaisivapuri
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of the De ent Signature of the Guide
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“A STUDY ON CONSUMER PREFERENCE TOWARDS INDUCTION
STOVE IN MANAPPARI TALUK"

Project Report Submitted to Bharathidasan University in Partlal Fulfillment of the
Requirement for the Degree of

Master of Commerce
2019 -2020

Researcher
PL.KARTHIKA
Reg.No : P18110200
Under the Guidance of
A.DURAIPANDI M.Com., M.Phil., (Ph.D)

Department of Commerce

Ganesar College of Arts & Science
/. i
oy

Melasivapuri — 622 403 ‘,-; o
April - 2020 f
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Dr.A.DURAIPANDI M.Com. M.Phil(Ph.D).,

HOD of Commerce,
Ganesar College of Arts and Science,

Melasivapuri, Pudukottai District — 622 403.

CERTIFICATE a8

Thisi:mouﬁﬁrﬂmﬂwprujeumﬂﬂpd%m*fun
CONSUMER PREFERENCE TOWARDS INDUCTION STOVE IN
MANAPPARI TALUK” by PL.LKARTHIKA (Reg.No: P 18110200) is a work
under my guidance and supervision during the academic year 2019- 2020.

Date: 171/ 2/ 2020

Place: rs)s h:t‘l?{»'ﬂ‘j

S e (Guide

oW ovnam
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Signature of the Principal -
PRINCIPAL o
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“A STUDY ON CUSTOMER SATISFACTION TOWARDS HONDA
ACVTIVA WITH SPECIAL REFERENCE TO TRICHY DISTRICT”

Project Report Submitted to Bharathidasan University in Partial Fulfillment of the
Requirement for the Degree of

Master of Commerce
2019 - 2020

Researcher
Y.KARTHIKA
Reg.No : P18110201
Under the Guidance of
V. TAMILSELVI M.Com.,M.Phil.,M.A(Eng)., B.Ed., (Ph.D)., SET

Department of Commerce
Ganesar College of Arts & Science
Melasivapuri — 622 403
April - 2020
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V.TAMILSELVI M.Com.,M.Phil.,M.A(Eng)., B.Ed., (Ph.D)., SET
Assistant Professor in Commerce
Ganesar College of Arts and Science,

Melasivapuri, Pudukottai District — 622 403.

CERTIFICATE

This is to certify that the project report entitled “A STUDY ON
CUSTOMER SATISFACTION TOWARDS HONDA ACVTIVA WITH
SPECIAL REFERENCE TO TRICHY DISTRICT” by Y.KARTHIKA
(Reg.No: P 18110201) is a work under my guidance and supervision during the
academic year 2019- 2020.

Date: /= - o3 - 2010
Place: Medor#/rr?”
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Head of{thsDepartmgnt Signature of the Guide
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ASTUDY ON CUSTOMER OPINION TOWARDS MOBILE
BANKING SERVICES IN KARAIKUDI TOWN

Project Report Submitted to Bharsthidasan University in Partial
Fulfillment of the Requirement for the Degree of

MASTER OF COMMERCE
2019-2020

Rescarcher
P.LOGESHWARAN
Reg.No : P18110202

Under the Guidance of

Mr.S.LAKSHMANAN M.Com.,M.Phil,B.Ed.,
Assistant Professor

DEPARTMENT OF COMMERCE

Ganesar College of Arts & Science
Melasivapuri- 622 403

APRIL- 2020
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Mr.S.LAKSHMANAN M.Com.,M.PhilB.Ed.,
Assistanl Professor ,

Department of Commerce,

Ganesar College of Arts and Science,

Melasivapuri, Pudukkottai District - 622 401,

CERTIFICATE

This is 10 certify that the project report entitled “A STUDY ON
CUSTOMER OPINION TOWARDS MOBILE BANKING
SERVICES IN KARAIKUDI TOWN" P.LOGESHWARAN
(Reg.No : P18110202) is a work under my guidance and supervision
during the academic year 2019-2020

Date: l":nl -0.?3“1:957699

Place: Melaisivapun
f the Department Signature of the Guide
. 17—02 ~
o Signature of the Principa
: PRINCIPAL

Ganesar College of Arts & Science
MEL ASIVAPURI - 627 200,
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A-STUDY ON ANALYSIS ON IMPROVING LOGISTICS
SERVICE-QUALITY-IN-FREIGHT-FORWARDING DIVISION

Project Report Submitted to Bharathidasan University in Partlal
Fulfiliment of the Requirement for the Degree of

MASTER OF COMMERCE

2019-2020
102-202%

Researcher
V-PRASNAKUMAR M+ Rasika
RegMNo—P18110203 'Rﬂa NO ! ?FLH | D32 -

SE T-’
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Dr.M-MOHAMED_IBRAHIM MOOSA-M:ComB:EdsM:Phil;Ph:D.,
Assistant Professor PG Commerce.d=

DEPARTMENT OF COMMERCE

Ganesar College of Arts & Science
Melasivapuri- 622 403
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Ganesar College of Arts and Science,
Melasivapuri, Pudukkotini District - 622 403.

CERTIFICATE
cf
C ustornesy
This is to certify that the project report entitled “A-SFUPY

' oW on I—ﬁm:&mﬁﬂ.’]’a (. Crcim
ON_ANALYSIS_ON_IMPROVING-LEOGISTICS SERVICE .,
@ Siu.dd—-m"rih “pecial Swlornceido Ponnamanai? hd
QUALITY-* IN —FREIGHT—FO ARDING —DIVISION” f OWIrD

M+ Ratika Reg No! P2 111D 372 2
VPRASNAKUMAR-Reg:No—--P18140203-is a work under my

2022 - 204 =

guidance and supervision during the academic year 26819-2020-

Date: ffgmtP=aiail/
Place: Melaisivapuri

’A“ — e

: V. Epvi
% Dﬁ"’ H"} el Signature ui’t I?rf:p%%

PRINCIPAL
Ganesar College of Als & Sclence
MELASIVAPURI - 622 #0).

NKLIN
mrl;ﬂ%n%nn F.."L'."u Com.C A Pn0.SEL.
" Ansiptand Gyl Eyton .
P § Research Department of Commerc!
J.-‘ Cpllage of At and Ef.ltnr.rl,-ﬁ.'-_:!'m-
Pudukkalim f2d &2’

(3 Scanned with OKEN Scanner



“A i'mm' ON CUSTOMER SATISFACTION TOWARDS FOUR
WHEELER WITH SPECIAL REFERENCE TO MURUTI SUZUKI IN
PUDUKKOTTAI TOWN"

Project Report Submitted to Bharathidasan University in Partial Fulfillment of the
Requirement for the Degree of |

Master of Commerce

2019 -2020

Researcher
K.RAJALAKSHMI
Reg.No : P18110206

Under the Guidance of

Mrs. S.MANJULA M.Com., M.Phil., PGDCM.,

==

Department of Commerce

Ganesar College of Arts & Science  (b02-
Melaisivapuri — 622 403
April - 2020

() Scanned with OKEN Scanner



S.MANJULA M.Com., M.Phil, PGDCM.,
Assistant Professor of commerce,

Ganesar College of Arts and Science,
Melaisivapuri, Pudukottai District - 622 403.

CERTIFICATE

This is to certify that the project report entited “A STUDY ON
CUSTOMER SATISFACTION TOWARDS FOUR WHEELER WITH
SPECIAL REFERENCE TO MURUTI SUZUKI IN PUDUKKOTTAI
TOWN " by K.RAJALAKSHMI (Reg.No: P 18110206) is a work under my
guidance and supervision during the academic year 2019- 2020

Date: /¥ - &3 - 2420 _

Place: Mudrvrr””

LTIV oy
i/ ) oo %f%ﬁi’w

Signature of the Principal
PRINCIPAL "=

Ganesar Coliege of Ars & Selence
HELASIVAPURI - 622 403,

3 FH.M'!:HH?L“
8 o KL PRI WL C O
Analator] plm'::'l:mmmtl
] lh’“"h mpﬁln'ﬂ! A -
:Emv al Adty g Besemce Whutonomast
Pudukhottal - 617 22

0.5ET,

(3 scanned with OKEN Scanner



AN ANALYSIS ON CUSTOMER SERVICE PRACTICES
AND STRATEGIES ADOPTED BY THE LOGISTICS
SERVICE PROVIDERS IN TIRUCHIRAPPALLI

Project Report Submitted to Bharathidasan University in Partial
Fulfillment of the Requirement for the Degree of

MASTER OF COMMERCE
2019-2020

Researcher
A.RAJESHKUMAR
Reg.No : P18110207

Under the Guidance of

Mrs.S. MANJULA M.Com.,M.Phil.,

Assistant Professor

DEPARTMENT OF COMMERCE

Ganesar College of Arts & Science
Melasivapuri- 622 403

APRIL- 2020



Mrs.S.MANJULA M.Com.,M.Phil.,
Assistant Professor in PG Commerce &
Department of Bank Management

Ganesar College of Arts and Science,
Melasivapuri, Pudukkottai District - 622 403.

CERTIFICATE

This is to certify that the project report entitled “AN
ANALYSIS ON CUSTOMER SERVICE PRACTICES AND
STRATEGIES ADOPTED BY THE LOGISTICS SERVICE
PROVIDERS IN TIRUCHIRAPPALLI” A.RAJESHKUMAR
(Reg.No : P18110207) is a work under my guidance and supervision
during the academic year 2019-2020.

Date: |-3- 2020

Place: Melaisivapuri

AN g
R, T2 E A
Nramar

{

Hpa € Depan&ent glg;naturekf the } sui e

(e
j \ SN gowww
NKLIN, . | 7- 03 -
B CESWW AN S5 Signature of the Principa
' Kss‘xstan\?roies:?l

(,&ReseerhDEPmm"n Autonomey

PRINCIPAL
Ganesar College of Arts & Science
MELASIVAPURI - 622 403.



“A STUDY ON CONSUMER PERCEPTION OF HYUNDI SANTRO
CARS IN COIMBATORE DISTRICT”

Project Report Submitted to Bharathidasan University in Partial
Fulfillment of the Requirement for the Degree of

MASTER OF COMMERCE
2019-2020

Researcher

M.RAMYA
Reg.No : P18110208

Under the Guidance of

Dr. M.\MOHAMED IBRAHIM MOOSA M.Com.,B.Ed.,M.Phil.,Ph.D.,

DEPARTMENT OF COMMERC 6 oLt

Ganesar College of Arts & Science
Melasivapuri- 622 403

APRIL- 2020



Dgo o MR FESElESRReImRSsmmmm e

Dr.M.MOHAMED IBRAHIM MOOSA M.Com.,B.Ed.,M.Phil.,Ph.D.,

Assistant Professor in PG Commerce &
Head of the Department of Bank Management.
Ganesar College of Arts and Science,

Melasivapuri, Pudukkottai District - 622 403.

CERTIFICATE

This is to certify that the project report entitled “A STUDY ON CONSUMER
PERCEPTION OF HYUNDI SANTRO CARS IN COIMBATORE
DISTRICT.” by M.RAMYA (Reg.No : P18110208) is a work under

my guidance and supervision during the academic year 2019-2020

Date: I - 03- 4040

Place: Melaisivapuri

of the Depament S-iériatu‘fé of the Guide

J/\/gwmww

03 .ZQ?;D
Signature Zf the Principa

PRINCIPAL
anesar College of Arts & Science

MELASIVAPURI - 622 403. N
‘? ;é kiéw‘/ P 7’/9/09/0

Or. L. LEO FRANKLIN,
M.Com,M.Phil..M.Com.,C.A.Ph.D. SET.
Assistant Profeﬁsor
P.G & Research Department of Commerce
3. College of Arts and Science (Autonomous),
Pudukkottai - 622 422.




A STUDY ON BRAND AWARENESS OF BRITANNIA
BISCUITS IN PUDUKKOTTAI TOWN

Project Report Submitted to Bharathidasan University in Partial

Fulfillment of the Requirement for the Degree of

MASTER OF COMMERCE
2019-2020

Researcher
M. SARADHA
Reg.No : P18110209

Under the Guidance of

Mr.C.BALAMURUGAN M.Com.,M.Phil.,B.Ed.,(Ph.D).,SET.,

Assistant Professor

& A
{ay 1039,

0{505

DEPARTMENT OF COMMERCE

Ganesar College of Arts & Science
MELASIVAPURI- 622 403

APRIL- 2020



Mr.C.BALAMURUGAN M.Com.,M.Phil.,B.Ed.,(Ph.D).,SET.,
Assistant Professor

Department of Commerce,

Ganesar College of Arts and Science,

Melasivapuri, Pudukkottai District - 622 403.

Certificate

This is to certify that the project report entitled “A STUDY ON
BRAND AWARENESS OF BRITANNIA BISCUITS IN
PUDUKKOTTAI TOWN” M.SARADHA Reg.No : P18110209 is

a work under my guidance and supervision during the academic year
2019-2020.

Date: 7+ 03-2020

Place: Melaisivapuri

He epartme Signature of the Guide

%\ . |7 — 03—~ 002D
ﬁ}ﬁ Signature of the Principal
; : PRINCIPAL =
) o b Gan N .
ﬁl OIS 4y N o§ ; esar College of Arts g Science
<0 Fra e e e *
Ot ot o s g

MELASIVAPUR) . 622 403.




“A STUDY ON CONSUMER PREFERENCE TOWARDS
INTERNET BANKING WITH SPECIAL REFERENCE TO
SIVAGANGAI (DT)”

Project Report Submitted to Bharathidasan University in Partial Fulfillment of the
Requirement for the Degree of

Master of Commerce
2019 -2020
Researcher

S.SATHIYA PRIYA,

Reg.No : P18110210

Under the Guidance of
A.DURAIPANDI M.Com., M.Phil., (Ph.D)

Department of Commerce
Ganesar‘College of Arts & Science
Melasivapuri - 622 403
April - 2020



Dr.A.DURAIPANDI M.Com.,M.Phil.,(Ph.D).,
HOD of Commerce,

Ganesar College of Arts and Science,

Melasivapuri, Pudukottai District — 622 403.

CERTIFICATE

This is to certify that the project report entitled “A STUDY ON
CONSUMER PREFERENCE TOWARDS INTERNET BANKING

WITH SPECIAL REFERENCE TO SIVAGANGAI (DT)” by
S.SATHIYA PRIYA (Reg.No: P 18110210) is a work under my guidance and
supervision during the academic year 2019- 2020.

Date: 17.09. 9990

Place: Melaishabor:

He artment Sigrhty e Guide

V- S0 nam

: (7~ 03—2o
Signature Jf the I"-Srmmpﬁ?'D i "y
PRINCIPAL N\ &
Ganesar College of Arts & Science o /l V%
MELASIVAPURI - 622 403. bp ( ') 0

L LE RAN&\\Y} A P 0.SET-

T phil NGO

° M“CO“&\:S\S\N\\ pral mo @ ~‘,f;mme;c%‘
T amout]

pgRestd 0epai™ s
\ 4 ant Wiy A7
1. Coege ! G

Aitsd
PUO‘.E"&':&L‘»M::



“A STUDY ON BUYING BEHAVIOUR OF CONSUMER OF
DIFFERENT BRANDS OF CHOCOLATES IN
PONNAMARAVATHY TALUK”

Project Report Submitted to

Bharathidasan University in Partial
Fulfillment of the Re

quirement for the Degree of

MASTER OF COMMERCE
2019-2020

Researcher
R.SONIYA
Reg. No : P18110211

Under the Guidance of

S. MANJULA M.Com.,M.Phil.,PGDCM.,

=

DEPARTMENT OF COMMERCE

Ganesar College of Arts & Science
Melasivapuri- 622 403

APRIL- 2020



S.MANJULA M.Com.,M.Phil.,PGDCM.,

Assistant Professor ,
Department of Commerce,
Ganesar College of Arts and Science,

Melasivapuri, Pudukkottai District - 622 403.

CERTIFICATE

This is to certify that the project report entitled “ A STUDY ON
BUYING BEHAVIOUR OF CONSUMER FOR DIFFERENT
BRANDS CHOCOLATES IN PONNAMARAVATHY TALUK”
R.SONIYA (Reg. No : P18110211) is a work under my guidance and

supervision during the academic year 2019-2020

Date: |$.03. Q00

Place: Melaisivapuri

/
e € Department Slgnature okf@}fmlde

Signature of the Prmcnpal

g o %g)\
Ganesar College of Arts T —
“ MELASIVAPURI - 622 403, Sp
" MComMPm 1.M.com..C =
Assmun\ Professo

f Commerc
Department ©
i %F\{\e;ee?)(c::\ mi\ gelence (AULONOT mous)
J.J. Colie

pudukkottal - 822 4z

O FRANKLIN o e,



MER SATISFACTION TOWARDS USING

«A STUDY ON CUSTO
NNAMARAVATHY

LAPTOP WITH SPECIAL REFERENCE TO PO
TALUK”

o Bharathidasan University in Partial Fulfillment of

Project Report Submitted t
ement for the Degrec of

the Requir

MASTER OF COMMERCE
2019-2020

Researcher
A. THENMOZHI
Reg.No : P18110213

Under the Guidance of

V. TAMILSELVIL, M.Com., M.Phil, M.A(Eng)., B.Ed.,(Ph.D).,SET

PARTMENT OF COMMERCE

of Arts & Science

DE

Ganesar College

Melasivapuri- 622 403

APRIL-2020



V. TAMILSELVI, M.Com., M.Phil., M.A(ENG)., B.Ed., (Ph.D).,SET

Assistant Professor ,
Department of Commerce,
Ganesar College of Arts and Science,

Melasivapuri, Pudukkottai District - 622 403.

CERTIFICATE

This is to certify that the project report entitled “A STUDY ON
CUSTOMER SATISFACTION TOWARDS USING LAPTOP WITH
SPECIAL REFERENCE TO PONNAMARAVATHY TALUK” by
A.THENMOZHI (Reg.No : P18110213) is a work under my guidance and

supervision during the academic year 2019-2020

Date: /7 - 03 - 2020

Place: Melaisivapuri

Signature of the Guide

IN. Sovmam

17— 0

Signature of the Prchpul

PRINCIPAL
Ganesar College of Arts & Science
MELASIVAPURI - 622 403. Q(g /\ I)/OM

Dr. L. LEO FRANKLU®
M.Com M.Phil M.Com, T4 Dsﬁ
Assistant Professe o

SET,




“A STUDY ON CUSTOMER SATISFACTION TOWARDS FOUR
WHEELER WITH SPECIAL REFERENCE TO MURUTI SUZUKI IN

PUDUKKOTTAI TOWN”

Project Report Submitted to Bharathidasan University in Partial Fulfillment of the

Requirement for the Degree of
Master of Commerce
2019 - 2020
Researcher
K.RAJALAKSHMI
Reg.No : P18110206

Under the Guidance of
Mrs. SMANJULA M.Com., M.Phil., PGDCM.,

. Department of Commerce -
| ‘L“’”“‘“"“ = Ganesar College of Arts & Science
Melaisivapuri — 622 403

G Scanned with OKEN Scanner



“ASTUDY ON CUSTOMER SATISFACTION TOWARDS FOUR
WHEELER WITH SPECIAL REFERENCE TO MURUTI SUZUKI IN
PUDUKKOTTAI TOWN?

Project Report Submitted to Bharathidasan University in Partial Fulfillment of the
Requirement for the Degree of

Master of Commerce
2019 - 2020
Researcher

ICRAJALAKSHMI
Reg.No : P18110206
Under the Guidance of

Mrs. SMANJULA M.Com., M,Phil,, PGDCM.,

Department of Commerce
Ganesar College of Arts & Science boz
Melaisivapuri — 622 403
April - 2020

@ Scanned with OKEN Scanner



S.MANJULA M.Com., M.Phil,, PGDCM.,
Assistant Professor of commerce,
Ganesar College of Arts and Science,

Melaisivapuri, Pudukottai District — 622 403.

CERTIFICATE

This is to certify that the project report entitled “A STUDY ON
CUSTOMER SATISFACTION TOWARDS FOUR WHEELER WITH
SPECIAL REFERENCE TO MURUTI SUZUKI IN PUDUKKOTTAI
TOWN ” by K.RAJALAKSHMI (Reg.No: P 18110206) is a work under my

guidance and supervision during the academic year 2019- 2020,

Date: /x - 05— 2020

,,.? /?/ ‘ DTN,
Place: /57(:/4///’ 2/ ~ /’: ARTE
{4 % o \
l'{ :’ ﬁ.‘ﬂ” -:.";.‘. \
; AA’ \\5‘ QQ:S-'.‘"‘:J /
D:'- -4 //
< "“\\?3?‘ g™
Hea e Department “rm

-

SN - Sovnam

|l —02 2020

Signature of the Principal

PRINCIPAL ™ew..
Ganesar College of Arts & Science
MELASIVAPURI - 622 403,

5.\

o\

g S%gaﬁ}r\e%uide

YRS

. LEO FRANKLIN,
r. LM.}I-(E\.M,Phil,,M,Com..C.A..Ph.D..SET..

Assistant Professor,
P.G & Research Department of Commerce ,
J.J. Collego of Arts and Science (Autonomous).
Pudukkottai - 622 422.

@ Scanned with OKEN Scanner



K.RAJALAKSHMI
Reg.No : P18110206,

M.Com II Year,

Department of commerce,

Ganesar College of Arts & Science,
Melaisivapuri — 622 403,

Pudukkottai District, Tamil Nadu.

DECLARATION

I hereby declare that the project work entitled “A STUDY ON CUSTOMER
SATISFACTION TOWARDS FOUR WHEELER WITH SPECIAL
REFERENCE TO MURUTI SUZUKI IN PUDUKKOTTAI TOWN?” submitted
by me for the degree of Master of Commerce to Bharathidasan University, Thiruchirapalli is my

original work and that it has not previously formed the basis for the award of any degree,

diploma, associate ship, fellowship, or any other similar title.

Date; /7~ 25 - 2420 %re of the candidate

Place: Melaisivapuri. ' K.RAJALAKSHMI

Signature of the (Juide

@ Scanned with OKEN Scanner



ACKNOWLEDGEMENT

I would like to express my thank to Bharathidasan University and our college
Management for helping me to study the degree of Master of Commerce.

I am extremely thankful to our principal Dr. S.V.SORNAM M.A., M.Phil.,

Ph.D., for the all the assistance and cncouragement rendered to me during my project
work.

I express my heartful thanks to our vice Principal Dr.M.Selvaraju M.A., M.Phil.,
Ph.D., for encouragement and spontaneous blessings.

I would like to express my gratitude to A. DURAIPANDI M.Com.,
M.Phil.,, (Ph.D)., Head of the department of commerce, Ganesar College of Arts &
Science ,Melaisivapuri for his valuable suggestions.

I propose thank to my guide Mr.S.MANJULA M.Com., M.Phil.,, PGDCM.,
Assistant Professor in commerce, Ganesar College of Arts & Science, Melaisivapuri for
the effective guidance and continued to do this work successfully.

With immense pleasure I express my special thanks to ALL STAFF MEMBERS
of Ganesar College of Arts & Science, Melaisivapuri encouragement and spontaneous
blessings.

I would like to express my special thanks to T.R.DEIVANAI,MLIS.,M.Phi]., '
Ph.D., librarian in our college for their excellent help in providing me the required my
project.

I express my Sincere thanks to My my Father P.Karuppaiah and my mother
K.Chinnammal for encouraging me in all my efforts.

I would like to thanks all those who have Direct and Indirect help me for
executing the project work successfully.

I express My Sweet thanks to My Lovable Friends and finally thanks to the
GOD for the sufficiency of his grace.

- Rlyadok s

K.RAJALAKSHMI

@ Scanned with OKEN Scanner



CONTENTS

[CHAPTERS TITLE PAGE NO
I INTRODUCTION 1-7
I REVIEW OF LITERATURE 8-15
0 PROFILE OF THE AREA 16 - 27
1\ DATA ANALYSIS AND INTERPRETATIONS 28 - 45
FINDINGS, SUGGESTIONS AND
v 46 - 48
CONCLUSIONS
BIBLIOGRAPHY 49
QUESTIONNAIRE

@ Scanned with OKEN Scanner



LIST OF TABLE
@B’ITE_ B TITLE PAGE
NO
il GENDER WISE CLASSIFICATION OF RESPONDENTS 28
42 | AGE WISE CLASSIFICATION OF RESPONDENTS 29
43 RESPONDENTS OF OCCUPATION 30
44 | MODEL OF RESPONDENTS IN MARUTI SUZUKI CAR 31
45 FAVOURITESMALL CAR OF RESPONDENTS IN MARUTI 32
SUZUKI
4.6 FIRST PREFERENCE OF RESPONDENTS IN MARUTI 33
SUZUKI CAR
4.7 VARIANT OF RESPONDENTS LIKE TO PURCHASE CARS 34
IN MARUTI SUZUKI
48 OPINION OF RESPONDENTS ABOUT IN MARUTI SUZUKI 35
CARS |
49 OPINION OF RESPONDENTS IN SPAREPARTS OF 36
| MARUTI SUZUKI CARS
410 |PROMOTIONAL MEDIA OF RESPONDENTS 37

INFLUENCING BUY MARUTI SUZUKI CARS
4.11 COMPANY OF RESPONDENTS SECOND CHOICE APART 38

FROM BUYING MARUTI SUZUKI
412 | CHOICE OF RESPONDENTS 39
413 | OPINION OF RESPONDENTS ABOUT SERVICES IN 40
MARUTI SUZUKI COMPARING OTHERS
414 |LEVEL OF USING RESPONDENTS IN MARUTI SUZUKI 41
CARS ) 7
415 | FEEL OF RESPONDENTS DRIVEIN MARUTI SUZUKI CAR | 42
416 | QUALITIES INCLUDE WHILE INTRODUCTION OF NEW 23
CAR IN RESPONDENTS
417 | KIND OF CHANGE OF RESPONDENTS EXPECTING IN 44
| | MARUTI SUZUKI CARS
418 | FAVOURITE COLOUR OF RESPONDENTS IN MARUTI 45
| | SUZUKICARS

@ Scanned with OKEN Scanner



LIST OF CHART
T/(A)BLE TITLE PAGE NO
N
21 GENDER WISE CLASSIT
RISEONDIT - SSIFICATION OF 28
42 | AGE WISE CLASSIFICATION OF RESPONDENTS 29
13 RESPONDENTS OF OCCUPATION 30
4.4 IggEL OF RESPONDENTS IN MARUTI SUZUKI 31
4.5 FAVOURITESMALL CAR OF RESPONDENTS IN 32
MARUTI SUZUKI
4.6 FIRST PREFERENCE OF RESPONDENTS IN 33
MARUTI SUZUKI CAR
4.7 VARIANT OF RESPONDENTS LIKE TO PURCHASE 34
CARS IN MARUTI SUZUKI
48 OPINION OF RESPONDENTS ABOUT IN MARUTI 35
SUZUKI CARS
4.9 OPINION OF RESPONDENTS IN SPAREPARTS OF 36
MARUTI SUZUKI CARS
410 | PROMOTIONAL MEDIA OF RESPONDENTS 37
INFLUENCING BUY MARUTI SUZUKI CARS
4.11 COMPANY OF RESPONDENTS SECOND CHOICE 38
APART FROM BUYING MARUTI SUZUKI
4.12 CHOICE OF RESPONDENTS 39
413 OPINION OF RESPONDENTS ABOUT SERVICES IN 40
MARUTI SUZUKI COMPARING OTHERS
4.14 LEVEL OF USING RESPONDENTS IN MARUTI 41
SUZUKI CARS
4.15 FEEL OF RESPONDENTS DRIVEIN MARUTI 42
SUZUKI CAR
4.16 QUALITIES INCLUDE WHILE INTRODUCTION OF 43
NEW CAR IN RESPONDENTS
4.17 KIND OF CHANGE OF RESPONDENTS EXPECTING 44
IN MARUTI SUZUKI CARS
4.18 FAVOURITE COLOUR OF RESPONDENTS IN 45
MARUTI SUZUKI CARS

@ Scanned with OKEN Scanner



CHAPTER 1

INTRODUCTION
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INTRODUCTION
1.1 INTRODUCTION

In the last few years, the Indian Maruti Suzuki car industry has been
The country stands next to the China and Japan in terms of
production and sales respectively. This distribution was achieved due to variety of
reasons like restrictive policy followed by the government of India towards the

passenger car industry. Majority of Indians, especially the youngsters prefer rather
than cars.

spectacular growth,

The first car that the company produced was a four-door Maruti 800 and the
second car that the company produced was a Maruti-Utility vehicle called Omni.
Between 1994 and 1996 Maruti released the Esteem, the Gypsy, the Omni, the

Gypsy King, Zen and Esteem. It also opened a second plant in Manesar whose

capacity at the time of opening was 2, 00,000 units.
1.2 SIGNIFICANCE OF THE STUDY

Customer satisfaction is defined as “the number of customers, or percentage of
total customers. Whose reported experience with a firm, its products, or its
services exceeds specified satisfaction goal”. The studied entitled “customer
satisfaction towards Maruti Suzuki cars” mainly focus on the satisfaction on
customer in the Maruti Suzuki company for the analysis of satisfaction in the
features of cars. The sample design taken for the study is convenient sampling for
the study is convenient sampling for collecting the data primary and secondary

methods are used.

Customer satisfaction is the key factor in knowing the success of any retail store

or business; therefore it is very important to measure it and to find the factors that

1
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affect the consumer satisfaction, Consumers are most likely to appreciate the
goods and services they buy, provided if they are made to feel special. This occurs
when they feel that the goods and services that they buy have been specially
produced for people like them, Gaining high levels of consumer satisfaction is

very important to a business because satisfied consumers are most likely to be

loyal to a business.

It is true fact that if you are satisfied you recommended to others. Word of
mouth and customer satisfaction play a very important role in determining market
perception about an automobile. It is the market perception that determines the
success of a company and so it is very important for the car manufacturer to
measure the “willingness of existing users of a product to recommend it to others”.
The same is a lot of interest to customer as well for it helps them make the
purchase decision. A car is one of the most significant purchases that an Indian
household makes and this project addresses the most important question that

perplexes car manufactures:
“What makes the perfect car that influence wilfully purchases?”

The project highlights the factors that influence the buying decision of a

consumer. The factor under consideration would be:

Price

% Income of the consumer
+¢ Features in the car

% Safety standard

% Warranty scheme

% Finance facility
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Js an Indian consumer ready for more? Which is the driving motive behind the
offective demand of the car? How (he coming of new models like swift does is
going to effect the buying decision of consumer and especially the Tata 1 lakh car.
In other words, from the spread of chojce offered by various manufactures under
various segments, of which one the customer will finally turn the ignition and

drive.

Customer satisfaction index: some of the most advance thinking in the business
world recognizes that customer relationships are best treated as assets, and that
methodical analysis of these relationships can provide a road map for improving
them “If you cannot measure it, you'cannot improve it”- lord William Thomson
Kelvin (1824-1907)

Major attributes of customer satisfaction can be summarized as:

% Product quality

%+ Product packaging

% Keeping delivery commitments

%* Price

“* Responsiveness and ability to resolve complaints and reject reports

¢ Overall communication, accessibility and attitudes

1.3 SCOPE OF THE STUDY

There is a tremendous amount of scope for future research in this area, that is

the Automobile Industry, some possibilities can be:

% Comprehensive research on all the competitors in the market.
# Research on the buying behaviour which would include brand

performance, brand attitudes, product satisfaction, purchase
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behaviour i ;
. >, purchase Intentions, brand awareness, segmentation
studies, etc.

% Study of i
¥ OI perception among people regarding automobiles (Maruti)

and their preferences of the type of vehicles (cars).

1.4 OBIECTIVES OF THE STUDY

** To study the customer satisfaction with the usage of vehicles of
MARUTI SUZUKI.

¢ To study the impact of different factors of marketing on customer
satisfaction.

% To know the customers are satisfied with price and service
network.

< To know the whether Maruti performance matching with the
customer expectations.

& To know whether the dealer renders after sales service, and if he,

how far the consumers are satisfied with services rendered by

dealer.
1.5 NEED AND IMPORTANCE FOR THE STUDY
In the modem times the business organizations are adopting new
techniques and methods for the growth of the business. The organizations
are giving better services to their customers to face challenge posed by the
r every business, it is not only important to retain the present

competitors fo

customers but also attract the new customers. So there is needed to ascertain

the customers the regarding the services providing by reputed organization
like Maruti Suzuki. With the increase market study there is a cut through

competition among the businessman in the industry some of the other major
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titors i is area 1} .
CORIES n this area like Hyundal, large or small. The satisfaction of the

customer is an all important task. Hence there is a need for the study.
1.6 STATEMENT OF THE PROBLEMS

The title of the study is customer satisfaction with special reference in
MARUTI SUZUKI.

0. N
** This study has been conducted to study the customer response,

market share, and customer satisfaction and response for
MARUTI SUZUKI.

* It is aimed at different customer satisfaction with reference to
age, purpose of purchase, focusing on the target group.
* To analysis the findings or recommend the changes in service

towards customers.

1.7RESEARCH METHODOLOGY

Research in common refers to a search for knowledge. Research methodology

is a way to systematically solve the problem. It may be understand as science of

studying how research is done scientifically.

Sample Design:

The sample design which is used in the study is convenience sampling.

Respondents from Pudukkottai were selected on the basis of convenience.

Sample size:

Sample size taken for the study is 100 respondents.

Sources of data:

The data is collected through in two ways.
5
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primary data: The primary data wag collected freshly and thus it was original
in character. It has been collected through questionnaire. The questionnaires were

given to the respondents when they visited respective show rooms and consumers

Secondary data: Secondary data are data which have already been collected
by someone. Its main sources are Journals, Newspapers, Magazines, and Internet

etc.

Area of analysis:
The study was conducted in Pudukkottaj town.
Tools used for analysis:

<+ Percentage analysis

%+ Chi square test

1.8 LIMITATIONS OF THE STUDY

* The analysis of the present study has been carried out based on the information
has collected from the Maruti Suzuki cars user who are residing at Pudﬁkkottai
district.

% The study is an opinion survey: caution may have fo be exercised while

extending the result to other areas.

** Due to time constrict only 100 numbers of respondents were considered.

** The result fully depends on the information given by the respondents which

may be based.
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REVIEW OF LITERATURE

- Customer satisfaction, of a construct, has been fundamental marketing for over
hree decades. As early as 1960, Keith (1960) defined marketing as “satisfying the
needs and desires of the consumer”. Hunt (1982) reported that by the 1970s,
interest in customer satisfaction had increase to such extent that over 500 studies
were published. This trend continued and by 1992, Peterson and Wilson estimated
the amount of academic and trade articles on customer satisfaction to be over

15,000.

Several studies have shown that it costs about five times to gain a new customer
as it does to keep an existing customer (Naumann, 1995) and this result into more
interest in customer relationships. Thus, several companies are adopting customer
satisfaction as their operational goal with carefully designed framework. Hill and
Alexander (2000) wrote in their book that “companies now have big investment in
database marketing, relationship management and customer planning to move
closer to their customers”. Jones and Sasser (1995) wrote that “achieving
customer satisfaction is the main goal for most service firms today”. Increasing

customer satisfaction proved profits, positive recommendation, lower marketing

expenditures (Pizam and Ellis, 1999).

Parker and Mathew (2001) expressed that there are two basic definitional

approaches of the concept of customer satisfaction. The first approach defines

satisfaction as a process and the second approach defines satisfaction as an

outcome of a consumption experience. These two approaches are complementary,
as often one depends on the other.

Customer satisfaction as a process is defined as an evaluation between what
was received and what was expected (Oliver, 1977, 1981; Olson and Dover, 1979;

8
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\ ¢ (“\ Il\ 9q D Yowr
rse and Wilton, 1988), emphasizing the perceptual, evaluate and psychological

wees that contribute to customer Satisfaction (Vavra, 1997 p.4)
s ) y P )

}\3\ XN

parker and Mathews (2001) however noteq that the process of satisfaction

definitions concentrates on the antecedents to satisfaction rather than satisfaction

itselfl

Satistaction as process is the most widely adopted description of customer
satisthction and a lot of research efforts have been directed at understanding the
process approach of satisfaction evaluations (Parker and Mathews, 2001). This
approach has its origin in the discrepancy theory (Porter, 1961), which argued that
satisfaction is determined by the perception of a difference between some standard

and actual performance.

Cardozo (1965); and Howard and Sheth (1969) developed the contrast theory,
which showed that consumers would exaggerate any contrasts between expectation

and product evaluations.

Olshavsky and Miller (1972); and Olson and Dover (1979) developed the

assimilation theory, which means that perceived quality is directly increasing with

expectations. Assimilation effects occur when the difference between expectations

and quality is too small to be perceived.

Anderson (1973) further developed this theory into assimilation-contrast
theory, which means if the discrepancy is too large to be assimilated then the

contrast effects occur. The assimilation-contrast effects occur when the difference

between expectations and quality is too large to be perceived and this difference is

tXaggerated by consumers.
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According to parker and Mathews (2001), the most popular descendant of the

giscrepancy theories is the expectation disconfirmation theory (Oliver, 1977,

1981), which stated that the result of customers perceptions of the difference

petween their perceptions of performance angd their expectations of performance.

Positive disconfirmation leads to increased satisfaction, with negative

disconfirmation having the opposite effect. Yj (1990) expressed that customers
buy products or services with pre-purchase expectations about anticipated
performance, once the bought product or service has been used, outcomes are
compared against expectations. If the outcome matches expectations, the result is
confirmation. When there are differences between expectation and outcomes,
disconfirmation occurs. Positive disconfirmation occurs when product or services
performance exceeds expectations. Therefore, satisfaction is caused by positive
disconfirmation or conformation of customer expectations, and dissatisfaction is

the negative disconfirmation of customer expectations (Yi, 1990).

While several studies support the disconfirmation paradigm, others do not. For
instance, Churchill and Surprenant (1982) found that neither disconfirmation nor

expectations had any effects on customer satisfaction with durable products.

Weiner (1980, and 1985); and Folkes (1984) proposed the attribution theory,
which stated that when a customer purchase a product or service, if the
consumption is below expectation, the customer is convinced that the supplier
cause the dissatisfaction. The complaining customer is focused on restoring justice
and the satisfaction outcome is driven by perceived fairness of the outcome of
complaining,.

Westbrook and Reilly (1983) proposed the value-percept theory, which

defines satisfaction as an emotional response caused by a cognitive-evaluative

10
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Fish and Young (1985); Swan anq Oliver (1985) proposed the quality theory,

which stated that individuals compare their input and output ratios with those of

others and feel equitable treated. Equity judgement is based on two steps; first, the

customer compares the outcome to the input and secondly, performs a relative

comparison oh the outcome to the other party.

Pizam and Ellis (1999) reported that there are two additional distinct theories

of customer satisfaction apart from the seven aforementioned ones and these

include:

1. Comparison-level

2. Generalized negativity; and

The outcome approach of the customer satisfaction defined as the end-state
satisfaction resulting from the experience of consumption. This post-consumption
state can be an outcome that occurs without comparing expectations (Oliver,
1996); or may be a cognitive state of reward, an emotional response that may occur
as the result comparing expected and actual performance or a comparison of

reward and costs to the anticipated consequences (Vavra, 1997, p.4),

Parker and Mathews (2001) expressed that attention has been focused on the

hature of satisfaction of the outcome approach which include:

1. Emotion — satisfaction is viewed as the surprise element of product and
service purchase and or consumption experiences (Oliver, 1981), or is an

affective response to a specific consumption experience (Westbrook and

11
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Reilly, 1983). This acknowledge the input of comparative processes but

goes further by stating that these may be just one of the determinants of the

affective “state” satisfaction (Park ang Mathews, 2001)
—The theories of motivation state that people are driven by the
desire to satisfy their needs (Maslow, 1943) or by their behaviour aimed at

achieving the relevant goals (Vroom, 1964), However, satisfaction can be

9. Fulfilment

either way viewed as the end-point in the motivational process. Thus
“consumer satisfaction can be seen as the consumer’s fulfilment response”
(Rust and Oliver, 1994, p.4).

3. State- Oliver (1989) expressed that there are four framework of satisfaction,
which relates to reinforcement and arousal. “Satisfaction-as-pleasure”
results from positive reinforcement, where the product or service is adding
to an aroused resting state, and “satisfaction-as-relief” results from
negative reinforcement. In relation to arousal, low arousal fulfilment is
defined as “satisfaction —as contentment”, a result of the product or service
performing adequately in an ongoing passive sense. High arousal
satisfaction is defined as “satisfaction as either positive (delight) or negative

surprise” which could be a shock (Rust and Oliver, 1994).

Willard Hom (2000) present two broadly classified customer satisfaction
models viz. Macro- models, which place the customer satisfaction among a set of
related constructs in marketing research and Micro-models, which theorize the
elements of customer satisfaction. The paper also gives various models of

Customer satisfaction from the perspective of the marketing research discipline,

Vavra, T.G. (1997) in the book suggests specific programmes to improve the
Measurement of customer satisfaction in an organization. The author describe five

Critical ski]s required for this taskviz.sampling /customer-participant selection,

12
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; ire design, interview;
question® &, TVIEWIng /survey administration, data analysis, and
) b

quality function deployment—building action plans

M. (2003) i i i
peyton, R ( ) in their working paper submitted at the Allied Academies

: conferen
Internatlonal ce presented g comprehensive review of the literature on

qarious customer satisfaction and‘ Dissatisfaction (CS/D) theories proposed. The

[iteratures are specifically prior to the 1990s. This review focuses on the major

ents of the decision- i
compon n-making process, also addresses the measurement-

related issues relevant to this body of literature.

Prasanna Mohan Raj (2013): studied the factors influencing customer brand
preference of the economy segment SUV’s and MUV’s. Data collection was made
through direct interaction and customer intercept survey using questionnaire.
Descriptive analysis was used to transform data into understand format and factor
analysis was used for identification of factors influencing customer preference. In
light of study findings, the preference of a given brand can be explained in terms of
six factors namely product reliability, monetary factor, trendy appeal, frequency of
non-price promotions offered, trustworthiness and customer feeling or association
towards brand. There is need for marketers to take the factors into consideration

when crafting product innovations in the SUV segment of Automobile market.

' Jhanshahi, A.A. et al. (2001): stated that the automotive industry in India is
| one of the large in the world and one of the fast growing globally. Customer
satisfaction and loyalty are the most important factors that affect the automotive
industry, On the other hand, customer service can be considered as an innate
element of industrial products. Customer service quality, product quality, and

Loyalty can be measured at different stages, for example, at the beginning of the

13

@ Scanned with OKEN Scanner



“\,haqc and one or two years after purchase ang hence they conducted a research
! find the Relationship between customer service and product quality with
customer satisfaction and loyalty in the context of the Indian automotive industry
the population of the study is all of the Tata Indicia car owners in Pune.
ypotheses of the study will be analyzed using regression and ANOVA. Results

of the study show that there are high positive correlations between the customer

tisfaction and loyalty.

patsomor, H.K. (2012): Adopted the SERVQUAL service quaiity model with
its five dimensions (tangible, reliability, responsiveness, assurance and empathy) to
measure customer’s perception of service quality and to investigate its effect on
their loyalty. A self-completion questionnaire with a total of 45 closed questions
and 2 open ended questions was developed to gather filed data from 5 Toyota
Ghana branches nationwide. All of the items were measured by using a five point
Liker-type response scale. SPSS software was use_d to carry out reliability test,
descriptive analysis (frequency and percentage distributions), correlation co-
efficient tests and regression model analysis on the data obtained. Responses to
the open ended questions were also studied and this study affirms that each of the

dimensions of service quality has positive impact on customer loyalty.

Shugin, W. and Gang, 1. (2012): conducted an empirical study on the
relationship between after sales service qualities in China Automobile sector and
they found that fairness, empathy, reliability and convenience have significant
positive impact on customer satisfaction while responsiveness doesn’t have a
significant impact on the customer satisfaction and that the same time satisfaction
has a significant positive impact on trust and trust has a significant positive impact

on commitment. They also found satisfaction and commitment both have

14
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i but trust impact
p value directly. cannot 1mp

relationShl

Nikhil Monga, Bhuvender Chaudnary, Saurabh Tripathi (2012): this

research atteml.ots to afnswer Some of the questions regarding brand personality of
selected cars in India by conducting the market research. This personality
sketching Will help in knowing what a customer (or a potential customer) thinks
gbout a given brand of car and what are the possible factors guiding a possible
purchase. Similarly, the idea of measuring the customer satisfaction will serve the
same purpose of determining the customer perception. Thus, by measuring the
willingness of exciting users of a car to recommend it to others will help the car
manufacturers to check out the entire customer Buying Behaviour. The study
. shows that brand perception is something which starts building up before a car is
purchased and goes on with its use and is reflected in the recommendations. The
customer makes to his acquaintances for the same car. Also it is seen that the
customer might not be using the car still he holders the perceptions about it. Brand
personality of a car is enforced by the sellers in the mindsets of the customers and
-~ customers react to it by forming their perception about the car and this reflects in
the overall brand image of the car. So brand image and brand personality

complement each other and the brand perception.

15
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CHAPTER 11

PROFILE OF THE AREA
Pudukkottai

L1515 Ga mLenL

Thondaiman seemai,The New Fort

City

v

Th district court of Pudukkottai

Nickname(s): Pudugai
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’ PROFILE OF THE PUDUKKOTTAI TOWN
|

u dukkottai is the administrative headquarters of pudukkottai District in the
[ndian state of Tamil Nadu. It is a big town located on the River Val]aru,[” it has
peen ruled, at different times, by the Cholas, Mutharaiyas, Early Pandyas,
on Jaimans, and British. It is situated about 395 kilometers (245 mi) southwest
of the state capital Chennai and about 55 kilometers (34 mi) southeast of

' qiruchirappalli. The people in the city are employed majorly in the teritiary sector

iivities.  Tamil Nadu’s first women Asiad Santhi Soundarajan is from

Pudukkottai.lz]

" Location in Tamil Nadu, India

16
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Tountry

e
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8.62°0

India T

State

Tamil Nady

”."—-——f
District

Pudukkottaj

-
Collector

Sn.Umamahcswari, IAS

’s’u’p}?i-ﬂtcndent of Police

Dr. J. Loganathan, 1pS

Region

Chola Nadu

‘Government

Body

Pudukkottai Municipality

Area

Total 21.25 km*(8.20 sq mi)
Evaluation 87.78 m(287.99 ft)
Population (2011)

Total 117,745

Density 5,500/km” (14,000/sq mi)
Languages

Official English, Tamil

Time zone UTC+5.30 (IST)

PIN 622001-622006

Telephone code 04322

Vehicle Registration TN-55

matio 995 per 1000°males

Website

www.pudukkottai.co.in

e —
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. e district he
geing b adquarters, Pudukkott; accommodates the district
e distric

ion offices :
%__:m:m:o: » government educationg] institutes, collages and schools
. a part of nd schools.
?%_%onm_ p Pudukkottai constituency and elects its member of
sm_azm assembly every five years, and , part of the Ramanathapuram
’

m_émmsmm, Tiruchiapp alli karur constituencies that elects its member of

ﬁm_.__
i 1912 as per the M unicipal Corporation Act. The city covers an area of 21.25

o’ and hand a population of 117745 in 2011. Roadways is the major mode of
qansport to the city, while it has also got rail connectivity. The nearest airport is

ament. The city is administered by a selection-grade municipality established

Tiruchirappalli International Airport, located at a distance of 45 km from the city

HISTORY

Coin of the Roman emperor
Augustus from the Pudukottai
hoard (British Museum).

18
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he n_.m:ooq state of Pudukkottai wag created by Raghunatha Kilavan

: d (1673- ;
p i of Ramna (1673-1708 A.D.) married Kathali Nachiar, the sister of

nan. He appointed his brother —in-law, Raghunatha Thondaiman. as a chief

ﬁ-o:mmu
.trict of Pudukkottai. :
distri - Raghunatha Thondaiman’s services, Ragunatha

of the

T-m_/ﬁs S
ihe ?9&&:&5 rulers, while nominally feudatories of the Ramnad state, often

ethupati gave Pudukkottai as an honour for his services. In later centuries
. 9

%_.mc& an independent foreign policy, a trend common in all parts of India at that

- me. After the death of Raghunatha Kilavan Sethupati Raghunatha Thondaiman

become ruler of Pudukkottai.””

After becoming the ruler of Pudukkottai, Thondaiman fought against the

Nayaks of Tanjore and conquered Thirukkattupalli, a very important place. Then

(here was a direct clash between the Thondaimans of Pudukkottai and the Nayaks,

wlers of Tanjore.!" Thondaiman conquered the west of Thirukkattupalli. The next

nler, Raja Vijaya Reghunatha Raya Thondaiman, helped the Arcot Nawab against

Hyder Ali, the ruler of Mysore. He was also loyal to the British Government.

After some time, when Hyder Ali’s army tried to enter Pudukkottai,

Thondaiman’s army defeated them and drove Hyder’s army away. Thondaiman

captured Kilanilai and Aranthangi. He helped the British government against Tipu
Sultan.

Pudukkottai finally came under formal British protection. This was arguably

unavoidable, since the Thondaimans were much menaced in that period by a

Tesurgent Mysore, ruled by Hyder Ali and Tipu Sultan. When Tipu Sultan sought

o leverage the power of the French against his B
such as Thanjavur and Travancore, found it

ritish adversaries, Pudukkottai, in

Common with its neighbours,

®Xpedient to ally with the British. Bl

19
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.apopala Thondaiman -
. Rajagop (1928-1948), the last and ninth in the line of

. rulers, was .
jiman rulers, selected by the British Government and was crowned

Raj

‘?o:m . ]
¢ was SIX years o d. After Indian independence in 1947, the Pudukkottai

state was amalgamated with the Indian Union on 3 April 1948 and

a division in Tiruchirappalli District. The long history of the

270: _w
E:%Q
coom::w

e_,%%::us.w rule came to an end.

Thondaiman King in his Durbar,

Pudukkottai, 1858.

Revenue stamp issued by the
princely state of Pucdukkottal
with a portrait of Martanda

Bhairava Tondaiman

20
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gome of the major kings of the dynasty are Raghunatha Raya Thondaiman
065 6-1730), Vijaya Raghunatha Raya Tondaiman, (1730-1 769), Raya Raghunatha
Tondaiman (1769-Dec 1789), Vijaya Raghunatha Tondaiman (Dec 1789-1
pebruary 1807), Vijaya Raghunatha Raya Tondaiman (1 Febuary 1807-June 1825),
wmm:c:m;:m Tondaiman (June 1825-13 July 1839), Ramachandra Tondaiman (13
July 1839-15 April 1886), Marthanda Bhairava Tondaiman (15 April 1886-28May
1928) and Rajagopala Tondaiman (28 October 1928-4 March 1948).

The coat of arms of Pudukkottai
state

Pudukkottai became a princely state of British India under the political
authority of Madras Presidency. The stated had an area of 380,000. The Rajas of
Pudukkottai were entitled to a 17-gun salute. The last Thondaiman raja of
Pudukkottai acceded to newly Independent India in 1948, and the state became a
division of the Trichinopoly District of Madras State. The state was reorganised
twisce in the succeeding decade, taking its present form in 1956; it was renamed
Tamil Nady in 1968. On 14 January 1947, the present Pudukkottai District was

formed from parts of Tiruchirappalli and Thanjavur districts.!!

2l
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! mommﬁﬁumK

ramil Nadu, at a distance of 390 kmy (240

. mi) from Chennaj, Pudukkottai has a
plain terrain With a few rocky hills jnte

. . rsped in the outskirts, Urugumalai,
Athimalai, Chennaimalai are the hills that surround the city, The riy

in pudukkottai are Amaravathy, Noyal, Bhavani, and Kaveri.

ers that flow
There are no notable

- mineral resources available in and around the city. Red loam and red sand are the

types of soil found in the town. Paddy, groundnuts, bananas and sugarcane are the

major crops in the region. Pudukkottai experiences hot and dry weather throught
the year. The temperature ranges from a maximum of 39 7°C (103.5°F) to a
minum of 17.8°C (64.0°F). Like the rest of the state, April to June are the hottest
months and December to January are the coldest. Pudukkottai receives an average
0f 978.8 mm (38.54) of rainfall yearly. The South west monsoon, with an onset in
June and lasting up to August, brings scanty rainfall. Bulk of the rainfall is
received during the North East monsoon in the months of October, November and

December.”) The municipality covers an area of 21.25 km® (21,250,000 m?)®I11%

TRANSPORATION

The Pudukkottai Bc:..mo%m_:% maintains 122.84 km (76.33 mi) of roads. The
City has 4.16 km (2.58 mi) concrete roads, 9.78 km (6.08 mi) WBM roads, 6 km
3.7 mi) gravel roads, 2.5 km (1.6 mi) footpaths and 100.4 km (62.4 mi)
bituminous road, A total of 19.908 km (12.370 mi) of state highways is
- Maintained by the State Highways Department and national highwats by the

Nationa] Highways UmvmnBoE._t_

2
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e 9 twonational highways namely (¢ NH 336 203?@8»:»5%:83

NH 226 Perambalur-Manamaduyraj road that pass via Pudukkottai. There

. -SH i im;
, the town 26  Trichy-Mimisa] road and SH 71 Musiri-

acgé%mga road. The other major distric roads connect Pudukkottai to
s of the district. The Pudukkottai bus stand is a B

e

other part
n the centre of the town,

-grade bus stand

_%a& i The State Express Transport Corporation

gperates 1078 distance buses connecting the city to important cities like Chennai

nd Bengalurt. TNSTC Kumbakonam division operates frequent intercity and
intrastate buses to cities like Rayavaram, Tiruchirapalli, Thanjavur, Madurai,
Coimbatore, Aranthangi, Karaikudi, Devakottai, Sivagangai, Pattukkottai,
pommamaravathy, Rameswaram, Kodaikanal, Dindigul, Theni, Tiruppur, Karur,
palani, Salem, Erode, Mettupalayam, Velankanni, Villupuram, Vellore,
Tivannamalai, Nagercoil, Tiruchendur and Thoothukudi.*’* KSRTC operates

daily buses between Bengalur and Pudukkottai.

Pudukkottai railway station has daily express trains to and from Chennai,
Rameswaram and weekely express trains to Coimbatore, Puducherry,
Kanyakumari, Varanasi and Bhubaneshwar. The town has passenger train services

to Trichy, Manamadurai, Rameswaram and Karaikudi.***]

The nearest local and international airport is the Tiruchirapalli International

irport, located 45 km from the town.

LACES OF INTEREST

Brahadambal and Shiva Temple located in the main town.

i <§5m@5¢8€m§~ Temple, Thiruvengaivasal, Pudukkottai district.
__§§m<mmmm_ (Ancient drawings and Stone beds).
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qment Museum (This is the second largest museum of Tamil Nadu)

Gove

._,:aaés Fort.

Tht
yud 3&._8: Athmanatha swamy temple,

Porp %E_%on& Temple.
; this is a lar .
pydukulam ( arge man made tank supporting the water needs of
n qukkotta town)

m&&%onm_ palace-A sand casket ,SS a mantra written by saint Sadasiva

h
prahmendra of 18™ century is preserved. A grand palace in Pudukkottai.

FCONOMY

A Paddy field in Regunathapuram
Village of Pudukkottai district

The SIPCOT Industrial Complex is located on Tiruchirappalli-Rameswaram

Nationa] Highways (NH 210). This Industrial complex is well connected by Road,

Rail ang Air. It was established in 1980. The allotment of land commenced in

19 :
82 10 accommodated Engineering and General Industries. The total extent of

Com .
Plex area is 421,10 acres (1.7041 km?).
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_tai district is predomi .
%E,onﬁ P inantly an agricultural oriented district Generally

pu :
hot climate previls in this dicp:
iy and i ) his disrtict ang this district’s agricultural
B 3 m .
%%88 ok Y and the rainfall, Tpe normal annual rainfall of

aqmz& in North East Monsoon. Recently Tamil _Zma: Agricultural University

qarted Diploma college in agriculture at Kudiimiyanmalai with a strength of

%@%Bﬁoq 50 students including girls.

There are 5,451 irrigation tanks available in this district, of whichh 172 tanks
gre system tanks fed by Grand Anaikat Channel and the remaining are rainfed
sanhs. There are about 47,583 wells in the district catering an area of 100,993
Ha 1 Paddy is the major crop oh this district. 90000 Ha. of area is covered under
paddy, out of which 135000Ha. of area is fed with Kaveri Mettur Project through
GA. canal. The remaining area is well and tank fed. The present productivity
level is 4.985 Mt.of Paddy/Ha. Other than Paddy, Groundnut is the major crop in
this district which is mainly cultivated under rain fed condition. Groundunut is
being cultivated in 36000 Ha. as rain fed crop and 8000 Ha. under irrigated

condition. Millet, pulse, cotton, sugarcane, gingelly are the other crops cultivated

in this district.
EDUCATION AND UTILITY SERVICES

As of 2011, there were 33 schools in Pudukkottai: nine primary schools, seven

middle schools and 17 high and higher secondary schools. There were three arts

and science colleges, namely, H.H. The Rajah’s college for men, Govt. arts

- “llege for Women and Govt. college and Education.
namely, DIET, Govt. industrial Technical

There were five industrial

frainine = ..
Ang institute ITI in the town,

25
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o ly to Pud s
Elecm"‘ty Supply ukkottai jg Iegulated gpg distrib
glecriclty Board (TNEB). A chief Distrityys; 116 by the Tamil Nado

51 On eng;j . .
egiorlél1 headqual“ters.[ 'Water SUPPly is provide e s stationed at the

, about 30-35 metric tonnes of solid
waste Were collected from Pudukkottai every day by door-to-door collection and

qubsequently the source segregation and dumping was carried out by the sanitary

department of the Pudukkottai municipality. The coverage of solivd waste
management in the town by the municipality had an efficiency of 100% as of
2001.* ' There is no underground drainage system in the town and the sewerage i

system for disposal of sullage is through septic tanks, open drains and public T

conveniences.>¥

The municipality maintained a total of 191 km (119 mi) of storm water drains in

. . [55]
2011:55 km (34 mi) pucca drains and 136 km (85 mi) open drains.”” As of 2011,
there were a total of 31 hospitals, municipal dispensary, private dispensaries and
health care needs

Private general clinics and five clinical labls that take care of the
d a total of 4,039 street

of the citizens.® As of 2011, the municipality maintaine [57]
gh mast beam lamp.” “The

lamps; i 3,450 tube lights and one hi
ps: 631 sodium lamps, 3, y vegetable markets and needs

2 dail
m“mCIPality operates one weekly market, tW0 P

ofthe ryra] areas around it.”"

%0

@ Scanned with OKEN Scanner




v : o

SPORTS \
pere is & VY famous sports club in Pudukkoy
olub irains young talented athleeg who ¢
s X

1 country and even World level spoyg,

g0t " he moment o
pdia hos at the m'omcnt (2017) are Miss, Surya and Mr, Lakshmant
d in this club. Lakshm . Lakshmanan who have

o {raine > O . anan received gold medals f ,
l;o,OOO eters 1-1?nnmg in AsianAthletic championship, 20(]: 7211?[.120;’3 tzg::hﬁsr;(i(;(ir:ﬁ
from [ndia to Wi tW.0 gOl.d m.edals In Asian Athletic championship. He ;IISO took
ait 0 world championships in London, 2017 and finished the 5 000 matres heat
Jifh 8 personal best 0f 13:35.69 minutes, T

(OMPANY PROFILE

Maruti Suzuki India Limitted, formely known as Maruti Udyong Limitted,
i« an automobile manufacturer in india. It is a 56.21% owned subsidiary of the
japanese car and motorcycle manufacture Suzuki Motor Corporation.” As of July
2018, it had a market share of 53% of the indian passenger car market,[Bllbetter souree
wded] Maruti Suzuki manufactures and sells popular cars such as the Ciaz, Ertiga,
Wagon R, Alto K10 and Alto 800, Swift, Celerio, Swift Dzire, Baleno and Baleno
RS, omni, baleno, Eeco, Ignis, S-Cross, Vitara Brezza and newly launched S-
Presso small SUV. The company is headquartered at New Delhi.?in May 2015,
the company produced its fifteen millionth vehicle in India, a Swift Dzire."”!

i called Kavinadu Sports Club,
T‘"“ doing really good in District,
WO mainlong distance runners that
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CHAPTER 1V

pAT A ANALYSIS AND INTERPRETATION

Arun Sharma
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TABLE 4,

NDER WISE CLASSIFICATION OF RESPONDENT

GE
/ .
5 Gender NO.OF Percentage
5 Respondent

1//Male 80 80%
7//1; emale 20 20%
'//’fT otal 100 100%
mary data

- ERPRETATION

From the a

100 of the respon

gspondents Were male.

GENDER

m NO.OF Respondent m Percentage

100

bove table 4.1 shows that 80% of the respondents were male,

dents were female. It inferred that 80% majority of the

100

A
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TABLE 4.2
{ E C]JA ST Yy . »
AGE WISE CLASSIFICATION OF Risponppny
Age )
S'M‘ No. of Percentage
respondent

/ 25 t0 30 7 -
L+ 30to 35 o= e
3/" 35t0 40 5 -
/4/ Above 40 > .
i/” Total 100 T
i/,,——L_f

Source: primary data

NTERPRETATION

From the above table 4.2 shows that 84% of the respondents were 25-30, 12%
of the respondents were 30-35, 2% of the respondents were 35-40, 2% of the

rspondents were above 40. It inferred that 84% majority of the respondents were

25-30.

<

Above 40
\

™ 35t040
\—-

30to 35

25t0 30

AGE

Mso

100 150

29

200

m No. of respondents

w Percentage
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/\/acupation NO.OF

gNO Percentage
o respondent

l/ //S—if employed 24 4%

2/ Business people 38 T

3/’ Salaried 10 0%

4/ Others 28 8%

— Total 100 100%

W data

NTERPRETATION

TABLE 4.3

RESPONDENTS OF OCUPATION

From the above table 4.3 shows that 24% of the respondents were self

employed, 38%0 of the respondents were business people, 10% of the respondents

were salaried, 28% of the respondents were others. It inferred that 38% majority

ofthe respondents were business people.

OCCUPATION

B NO.OF respondent  ® Percentage

Self employed| Business Salaried
people

2 3

30

Others Total
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TABLE 4.4

\ODEL OF RESPONDENT IN MARUTI $UZyK1 AR

s,l\%‘ BRETREEE NO.OF Percentage
: respondent

1/ Vitara Brezza 16 o7

2/’ Baleno 40 T

§3/’ Ertiga 14 To

{’ Swift 30 30%

| b Total 100 100%

gource: Primary data
INTERPRETATION

From the above table 4.4 shows that 16% of the respondents ere vitara
rezza, 40% of the respondents were baleno, 10% of the respondents were ertiga,

W% of the respondents were swift. It inferred that 40% majority of the

rspondents were Baleno.

]

OWN MODEL

<

Swift
\

= Percentage
E

m .
\mga @ NO.OF respondent
N R

~

Z

\\0 0 4 60 80 100

31
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ENT
v SIN MARyT
¢ ll 1T 1r ¥ -
fﬂ/meall car | Twme— SUZUKI
/N0 NO.or
& Perccntagc
1/ Vitara Brezza 2\0
f [ vy —
7 Baleno \3\0 20%
. — ]
- B 30%
;3/ : ritiga 1\4\_
! . 149
% Swift \36“ 4o
| 36%
— Tota R
| 100%
Wﬂry data
MERPRETARION

From the above table 4.5 shows that 20% of the respondents were vitara
irezza, 30% of the respondents were baleno, 14% of the respondents were eritiga,
6% of the respondents were swift. It inferred that 36% majority of the

rspondents were swift.

SMALL CAR

100 |
80 |~
60
40
20 m NO.OF respondent
0
® Percentage
Vitara | Baleno | Eritiga | Swift ~ Total
Brezza
1 2 3 4
‘\ —
32
. E—
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TABLE 4,6

FIRST PREFERENCE OF RESPONDENTS IN MARUTI SUZUKI CAR

mﬁ First preference NO.OF | Percentage
respondent
= | Good facilities 40 40%
& 2 Price 16 16%
. 3 Good designs 10 10%
e 4 Better mileage 34 34%
Total 100 100%

Source: Primary data

| INTERPRETATION

|
i
i
\

From the above table 4.6 shows that 40% of the respondents were good

. facilities, 16% of the respondents were price, 10% of the respondents were good

des1gns 34% of the respondents were better mileage. It inferred that 40% majority

of the respondents were good facilities.

FIRST PREFERENCE

120
100
80
60
40 |—p
20 |

Good
designs

Better Total
mileage

Good
facilities

1

i Percentage

1 NO,OF respondent

33
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TABLE 4.7

vVARIANT OF RESPONDENTS LIKE TO PURCHASE CARS IN
MARUTI SUzZukI

SNO Model version NO.OF. Percentage
respondent
—1 Diesel 22 22%
> Engine 44 44%
3 Petrol 34 34%
Total 100 100%

Source: Primary data

INTERPRETATION

From the above table 4.7 shows that 22% of the respondents were diesel,

44% of the respondents were engine, 34% of the respondents were petrol. It

inferred that 44% majority of the respondents were engine.

MODEL VERSION

120
100
80
60
40
20

Axis Title

Diesel

Engine

Petrol Total

1 2

m Percentage

m NO.OF.respondent

34
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RE
jVION OF RESPONDENTS ppeyy;
 Prica  —— .
W rice N\
0.
. . OF Percentage
ond
1 High p56 ent
e =
/2/ _ Reasonable 3\4\56%
3 Low 1\ T
! i 10%
otal S
* 100%
gource: Primary data s

NTERPRETATION

From the above table 4.8 shows that 56% of the respondents were high,

W% of the respondents of were reasonable, 10% of the respondents of were low.

liinferred that 56% majority of the fespondents were high,

PRICE

Total

Low = NO.OF respondent

c— @ Percentage

N
Reasonable »

\

N

High

80
0 20 40 60

35

-
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TABLE 4.9

o7 IN10N OF RESPONDENTS IN SPARE, PARTS OF MARUTI SUZUKI

CARS
S.NO Spare parts NO.OF Percentage
respondent
1 High 50 50%
2 Reasonable 32 32%
3 Low 18 18%
Total 100 100%
Source: Primary data

INTERPRETATION

From the above table 4.9 shows that 50% of the respondents were high,
32% of the respondents were reasonable, 18% of the respondents were low. It

referred that 50% majority of the respondents were high.

SPARE PARTS
120 g
100 g
80 g
60 S
i / & Percentage
5 B NO.OF respondent
0 4
High Reasonable Low Total
k 1 2 3
36

@ Scanned with OKEN Scanner



TABLE 4.10

OMOTIONAL MEDIA OF RESPONDENTS INFLUENCING BUY

MARUTI SUZUKI CARS
SNO Promotional media NO.OF Percentage
- respondent

/1/ Broad casting 18 18%
—> | Product demonstration 22 22%

/3”" Word of mouth 6 6%
‘+—2 |  Better mileage 54 54%
Total 100 100%

Source: Primary data

' INTERPRETATION

From the above table 4.10 shows that 18% of the respondents were broad
casting, 22% of the respondents were product planning, 6% of the respondents

were word of mouth, 54% of the respondents  we
er mileage.

re better mileage.

ltinferred that 54% maj orlty of the respondents were bett

PROMOTIONAL M EDIA
Total
<
Better mileageJ

m NO.OF respondent

% word of mouth
w: Percentage

~N  Product demonstration

: 150

37
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TABLE 4,17
vy OF RESPONDE
CoMPA A BUYINGNTS SECOND CHOICE, APART
FR
MARUTI SUZUKI OM
— Second choice | -
S-NK oice NO.OF >
ércentage
respondent
\
l/ rord 12 ‘T
/ Hyundai Y ’
) 26 2%
| Tata T Y E—
g — | Mahindra
4 38 38%
/
L_ Total 100 100%

mary data
NTERPRETATION

From the above table 4.11 shows that 12% of the respondents were ford,

)% of the respondents were Hyundai, 24% of the respondents were tata, 38% of

tte respondents were Mahindra. It inferred that 38% majority of the respondents

were Mahindra.

SECOND CHOICE
& Total
Mahindra @ NO.OF respondent
m
Tata m Percentage

N :

Hyundai
O

@ Scanned with OKEN Scanner



TABLE 4.12

CHOICE oF RESPONDENTS

~8.NO Reason choj , ;
| St | n choice NO.OF | Percentage
~ | | respondent
1 Brand name i 24 547
/’fz « - g

| Feat | 10 10%
3] Price 8 1%%
ol 4 Mileage 42 4%%, ;
_” Totzl 100 100% |

| NTERPRETATION

From the above table 4.12 shows that 24% of the respondents were brand
zzme, 10% of the respondents were feat, 18% of the respondents were price, 48%
of the respondents were mileage. It inferred that 48% majority of the respondents

were mileage.

REASON CHOICE

(2

39

= NO.OF respondent
@ Percentzgs
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COMPARING OTHERS MARUTY SUZUK1
S.NO Comparing others W Percontage
respondent

1 Excellent 40 [ 40%

P 2 Good 52 520,
3 Average 6 6%
4 Poor 2 2%
Total 100 T 100%

Source: Primary data ’ '

INTREPRETATION

From the above table 4.13 shows that 40% of the respondents were
excellent, 52% of the respondents were good, 6% of the respondents were average,

2% of the respondents were poor. It inferred that 52% majority of the respondents

were good.

COMPARING OTHERS

® NO.OF respondent  H Percentage

100%

98%

40

4
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TABLE 4.14

LEVEL OF USING RESPONDENTS IN MARUTI SUZUKI CARS

ﬁﬁﬁi Usage NO.OF Percentage
respondent
1 ' 1-5 year 56 56%
— 2 6-10 year 16 16%
— 3 . 11-15 year 14 14%
4 16 years& above 14 14%
Total 100 100%

source: Primary data
INTERPRETATION

From the above table 4.14 shows that 56% of the respondents were 1-5
jear, 16% of the respondents were 6-10 year, 14% of the respondents were 11-15
year, 14% of the respondents were 16 years& above. It inferred that 56% majority

ofthe respondents were 1-5 year.

USAGE
100% —i@ i ik A fi—
100%
100%
= 99%
E 99%
& 99% —* ———————————
99% ~E&-Percentage
0, e
g:; —4—NO.OF respondent
1-5year| 6-10 | 11-15| 16 Total
year | year |years&
above
1 2 3 4
\‘
41
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TABLE 4.15

rEEL OF RESPONDENTS DRIVEIN MARUTI SUZUKI CAR

@’Of Feel NO.OF Percentage
respondent
1 More comfortable 20 20%
2 Comfortable 64 64%
— 3 Less comfortable 2 2%
4 Un comfortable 14 14%
Total 100 100%

surce: Primary data

NTERPRETATION

From the above table 4.15 shows that 20% of the respondents were more

omfortable, 64% of the respondents were comfortable, 2% of the respondents

wre less comfortable, 14% of the respondents were UN comfortable. It inferred

hat 64% majority of the respondents were comfortable.

Feel

120

100

80

60
40
20

More
comfortable

Comfortable

comfortable comfortable

m NO.OF respondent

m Percentage

42
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TABLE 4.16

QUALITIES INCLUDE WHILE INTRODUCT] ON OF NEW CAR IN

RESPONDENT
[ Quality intr
W’ ty intro NO.OF Percentage
; respondent

I Good designs 36 36%

0

7 Good facilities 44 44%

3 Reduction in price 10 10%

4 Affordable price 10 10%

Total 100 100%

quce: Primary data

NTERPRETATION

From the above table 4.16 shows that b36% of the respondents were good

lesigns, 44% of the respondents were good facilities, 10% of the respondents were

duction in price, 10% of the respondents were affordable price. It inferred that

% majority of the respondents were good facilities.

® NO.OF respondent

| Percentage

QUALITY INTRO
L
£ 100 %
4]
3 58 NO.OF respondent
© 4] C: [«)] T
g2 =|e £
3 = o o ol
o o i
o | & = o =
o R o ©
o ] ] T
(U] 8 o tg
<
1 (2|3 4
Axis Title
I
43
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TABLE 4.17

KIND OF CHANGE OF RESPONDENTS EXPECTING IN MARUTI

SUZUKI CARS
—eNO Any ch
S.N Y changes NO.OF Percentage
respondent

— 1 Increased mileage 30 30%

2 New facilities 42 42%

3 Reduction in price 18 18%

4 Changes 10 10%
[~ Total 100 100%

Source: Primary data
INTERPRETATION

From the above table 4.17 shows that 30% of the respondents were
increased mileage, 42% of the respondents were new facilities, 18% of the
respondents were reduction in price, 10% of the respondents were changes. It

inferred that 42% majority of the respondents were new facilities.

Total
<
Changes
m  Reduction in price ® Percentage
- New facilities m NO.OF respondent
ew faci p——
~  Increased mileage T »
L o0 20 40 60 80 100

44

—ad”
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TABLE 4.18

E COL
. AVOURIT OUR OF RESPONDENTS IN MARUTI SUZUKI CARS

T

~—SNO Favourite colour NO.OF Percentage
respondent
White 18 18%
Black 35 35%
Red 10 10%
Blue 37 S8
Total 100 100%

Source: Primary data

INTERPRETATION

From the above table 4.18 shows that 18% of the respondents were white,
35% of the respondents were black, 10% of the respondents were red, 37% of the

rspondents were blue. It inferred that 37% majority of the respondents were blue.

Axis
Titlea

FAVOURITE COLOUR

—— Percentage

NO.OF respondent

= 80-100
» 60-80
™ 40-60
m 20-40
w 0-20
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& (80%) of the respondents were male category.

& (84% of the respondents are between the Age of 25-30.

o (38%) of the respondents are business people.

4 (40%) of the respondents are use Baleno model.

¢ (36%) of the respondents use small car as swift.

& (40%) of the respondents first preference of maruti Suzuki were good
facilities.

& (44%) of the respondents like to purchase car for engine facilities.

2 (56%) of the respondents opinion about maruti Suzuki were high.

% (50%) of the respondents opinion of spare parts were high.

% (54%) of the respondents promotional media were better mileage.

% (38%) of the respondents second choice were Mahindra.

% (48%) of the respondents choice of purchase of car because of mileage.

2 (52%) of the respondents opinion about maruti Suzuki were good.

% (56%) of the respondents level of using the car were 1-5 years.

% (64%) of the respondents feel of driving were comfortable.

“* (44%) of the respondents for introduction of new car were good facilities.
“ (42%) of the respondents change of kind were new facilities.

“* (37%) of the respondents favourite colour were blue.

46
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GUGGESTIONS

Based on this study the following suggestions are made.

& Reduce the price level.

& Introduce more colours.

& Equal safety security to the all type of brands.

< As majority of the customer are attracted by credit facilities it should be
extended.

«# The company should avoid unnecessary selling expenses.

& The company should introduce different type of new technology model cars,
for customer satisfaction so that it can retain the customers.

& The company should provide effective, attractive advertisement to increase
the sales.

% Company should improve its sales offer service because it badly affects the
company market share.

¢ Customer service should be provided.
& Customer considered quality as their first preference, so company should

give more stress on this.

% Scheme should be offered as it is most preferred by the customer.

47 ‘
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C ONCLUSION

The Maruti Suzuki cars are the best and fast moving brands. Now a day the

jemand for the cars by customer shows increasing trend, at the same time they

expCCted easy handling, safety and security, higher performance etc. Which makes

he advanced technologies and adopt new model.

48
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«A STUDY ON CUSTOMER SATISFACTION TOWARDS
FOUR WHEELER WITH SPECIAL REFERENCE TO
MARUTI SUZUKI IN PUDUKKOTTAJ TOWN?”

QUESTIONNAIRE
1. Name of the respondent:
2. Gender of the respondent:
a) Male b) Female
3. Age of the respondent:
a) 25 to 30 b) 30 to 35
c)35to0 40 - d) Above 40

4. Occupatiori of the respondent:
a) Self employed b) Business people
c) Salaried d) Others
5. Which model in MARUTI SUZUKI car do you own?
a) Vitara Brezza b) Baleno
¢) Ertiga d) Swift
6. Which is your favourite small car in MARUTI SUZUKI?
a) Vitara Brezza b) Baleno

¢) Ertiga d) Swift

o
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. sre YOU giving first preference to MARUTI SUZUKI while b
‘ tle buying

B
. a car?

2) Good facilities b) Price
0) Good designs d) Better mileage

fphich variant are you like to purchase cars in MARUTI SUZUKI?
2) Diesel b) Engine ¢) Petrol

) Opinion about price of MARUTI SUZUKI car?

a) High b) Reasonable c) Low

10, Opinion about price for spare parts in MARUTI SUZUKI cars?

a) High b) Reasonable c) Low

{1, Which promotional media is influencing you to buy MARUTI SUZUKI cars?

a) Broad casting b) Product demonstration

¢) Word of mouth d) Better mileage
2. Which company is your second choice apart from buying MARUTI SUZUKI?
a) Ford b) Hyundai
c) Tata d) Mahindra
13. Reason for choice?
a) Brand name b) Feat
d) Mileage

¢) Price
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your opinion about services in MARUTI SUZUKI comparing with
wi

. (fhat is
omers?
a) Excellent b) Good
c) Average d) Poor
5, How Jong your using MARUTI SUZUKI car?
a) 1-5 year b) 6-10 year

c) 11-15 year d) 16 year & above

16, How do you feel when you drive yours MARUTI SUZUKI car?
a) More comfortable b) Comfortable
d) UN comfortable

c) Less comfortable

7 What are the qualities they have to include while introduction new cars?

a) Good designs b) Good facilities

¢) Reduction in price d) Affordable price
18. What kind of changes are you expecting in MARUTI SUZUKI cars?
a) Increased mileage b) New facilities

¢) Reduction in price d) Changes
19, Which is your favourite colour in MARUTI SUZUKI cars?
a) White b) Black
¢) Red d) Blue
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ABSTRACT

We present two new normal forms for fuzzy linear grammars.
Moreover, we introduce two new classes of fuzzy machines. The first is the class of
fuzzy automata (FLA). We show that automata of this type are equivalent to the fuzzy
linear grammar, i.e., we prove that the class of fuzzy language is recognized by fuzzy
linear automata. Finally, we introduce the class of fuzzy nondeterministic 2 - tape

automata (FNTA), show the equivalence between them and fuzzy linear automata.
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INTRODUCTION

Formal language theory focuses, on the study of sets of words called
“Languages” and in t he algebraic structures that is generated and recognized
by these sets of words. As said in some of these algebraic structures that
generate these sets are called “grammars “. The original Chomsky's hierarchy
is composed by four formal languages classes which has been widely and

deeply studied. This hierarchy has been extended with some others important
classes of formal languages.
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CHAPTER -1

Definition: 1. 1
v

A set is any well - defined collection of objects, that object called
the elements or members of the set,

Example: 1.1

* The collection of computers in the lab.

* The collection of mathematics students in Ganesar College of

arts and science, Melaisivapur.

Definition; 1. 2

A is a subset of B if every element of A is also contained in B.
this is written, AC B.

/
Example: 1.2

The set of integers,

{3,:2-1,0,1,2,3...).

. {a,b, E} c {a,b, e, g}

. {dbg, cat} is not a subset of {dog, pig, goat}.
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Definition: 1.3

A membership function for a fuzzy-set A on the universe of

discourse X is defined as x,: X — [0.1] when each element of X is mapped

to a value between 0 and 1. This value is called membership value or degree

of membership quantifies the grade of membership of the element in X to the
fuzzy set A.

\/Défﬂlition: 14
A definition of a fuzzy set is given by the membership function

M2 U = [0,1]

elements of the universe of discourse U, can belong to the fuzzy set
With any value between 0 and 1.

If X is an universe of discourse and X is a particular element

of X, t<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>