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1. Introduction 

  

 Employee motivation is one of the major issues faced by 

every organization. It is the major task of every manager 

to inspire his subordinates or to create the “will to work” 

among the subordinates[1-4]. 

 

Table 1. Involvement of employees in decision making

Data analysis and interpretation

 

Particular No of respondents Percentage

 yes 20 40%

 no 14 28%

 occasionally 16 32%

Total 

 

50 100%

 

Interpretation: here 40% yes , the top management 

involve us to decision making connected to the 

department whereas 28% does not involve in decision 

making help by the top management[5-10] .

 

1.1 Level of Top Management involves you in decision 

making which are connected to the department
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1.2 Findings 
 

In carrying out this project, a 

personnel, comprising of three 

comprising of five customers

interviewed. Besides, personal observation 

Showroom and in the Servicing Centre

from interviews and observations 

following manner: 

❖ It is found that its major customers 

public. 

❖ It is found that the organization 

needs of a strong Human Resource

❖ It has been observed that the 

promotional advertisements

❖ It is found that giving employment 

unemployed youth is one of 

the society. 

❖ It has been found that 

manufacturing defects, the 

the product but certain conditions 

❖ It is found that there is 

servicing cars. 

❖ It has been observed that 

satisfied when Test driving is 

❖ It has been observed that its 

one of its contributions to the 

are quite satisfied to it. 

❖ Most of the sales team believes 

believed particular product 

efficiency[15-19]. 

❖ Besides the pay they get 

incentives from the parent company

 

1.3 Suggestion 

 

There are many opportunities and adva

World Cars has to become the market leader. To be 

successful, it has to satisfy each and every customer[11

15]. So, to further improve its service quality and excel in 
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observation is made in the 

Servicing Centre[11-14]. Findings 

observations are presented in the 

customers are the general 

organization is very much in 

Human Resource. 

the organization needs more 

. 

employment opportunity to 

of its great contributions to 

that should there be any 

the company will exchange 

conditions apply. 

is lack of promptness in 

hat customers are quite 

is offered. 

its Mega fest program is 

the society and customers 

believes that training on a 

product will help to increase their 

get on a monthly basis, 

company. 
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15]. So, to further improve its service quality and excel in 
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satisfying customers, following points are offered as 

recommendations: 

❖ Lack of man power: 

The organization is indeed of a strong Human 

Resource Manager, which is very much important for 

this kind of business organization. So, it is strongly 

recommended to bring in a competent Human 

Resource Manager. It has been observed, so 

recommend that it needs to employ more persons in 

the showroom for different jobs like sales-person, 

receptionist etc. 

❖ Price of Accessories: 

It has been observed that most customer complaints 

are on the prices of its accessories. So, it is 

recommended to immediately re-engineer its 

accessory price. 

❖ On time Delivery: 

8% of the customer still complaint about late 

deliveries. 10% of the employees also agree with 

this. So, to avoid this complaint, commitment on 

delivery date should be made properly. And in case 

of delay, instant apology should be made to the 

particular customer[16]. 

❖ Prompt Servicing: 

It has been found that it is one of the factors for 

customer dissatisfaction. In today’s business world, 

Time is Money. No customer wants to wait or waste 

any time. So, it is hereby recommended to be more 

prompt in servicing 

❖ Cars in Stock Yard: 

It has been observed that almost every car in the 

stock yard is Maruti-800 and Maruti Alto. Having a 

large stock yard capacity of 170 and above, it will be 

much better to keep at least two or three cars of every 

model. This will enable customers to take test drive 

to every customer. The stock yard is also quite open. 

It needs to roof but of course with translucent CIG 

sheet. This will attract more customers and give 

better impression but it also keeps the car clean. 

❖ Test Drive: 

Test driving facility is one of it great advantages over 

its competitors. So, it should be offered to all the 

customers. 

❖ Feedback Box: 

In general many people do not dare to give feedback 

before the concern person. So, to find out its 

customers level of satisfaction and also to know the 

performance of its employees hanging a feedback 

box in a proper site is one of the suggest means. 

Besides, employees can also express their feelings 

and opinions to further improve its service quality. 

❖ Customer for Life: 

To keeps customer’s for life is to keep in touch 

always and becoming its service advisor. So, each 

and every customer is contacted through telephone or 

better visit customer by the concern sales person 

once or twice every month. Making a surprise gift by 

finding out its special day like Birthday of his/her 

child, any kind of anniversary etc. will increase the 

customer’s loyalty and stay for life. 

❖ Promotional Advertisement: 

In the course of study when interact with friends, 

office-goers, businessman etc. many of them did not 

know that this dealership has been open up in 

Mawlai, Shillong. So, it is strongly recommended to 

take up more promotional advertisement in all 

available Medias for quick promotion of its products 

and services and capture customers before others did. 

❖ Review of Customer care activities: 

Customer care activities should be reviewed at least 

once in a week by the Chief Executive Manager or 

General Sales Manager, focusing on customer care 

related activities. This will surely enhance its care for 

the customers which mean more satisfactions. 

❖ Kid’s Zone: 

It is found that so far in the market; no dealer has 

special kids zone. Customer’s when come along with 

kids are facing problems, because kids in nature are 

restless. They like amusements. But processes at 

showroom take for about an hour. So, taking good 

care of the kids in Kids Zone is also a better way of 

serving customer’s. Hence it is recommended to 

provide proper kids zone which will add up to 

customer’s satisfactions. 

❖ Websites: 

It is strongly recommended to create separate website 

of its own as soon as possible.   

    

2. Conclusion 

 

Every great business is built on friendship. In business, 

we get what we want by giving others what they want. 

“Being on par in term of price and quality only gets you 

into the game. Service wins the game”, said Tony 

Alessandra. 

      Banalari World Cars has been opened up taking in 

consideration of the potentials of Shillong auto car 

market. Its primary goal and objective is to provide 

services beyond customers’ expectations and to increase 

the number of satisfied customers thereby maximizing its 

profits. 

        There is complete dealership involvement in here. 

Right from the time a customer stepped in to the time 

he/she drives away the car, he/she interacts with many 

people for the entire processes at the showroom. It has a 

structured system where customers can have experience 

during the processes at the showroom: 

❖ Pre-Sales Process 
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❖ Sales Process 

❖ Post-Sales Process 

       All these processes are inter-related to each other. 

It is found that during the Pre-sales process, test driving 

facility offered to the customer is one of the great 

advantages over its competitors in the market. Having the 

best kind of infrastructure so far in the market and 

enjoying the trust of the public and with many more 

strengths in hand, it has many advantages to beat its 

competitors but through satisfying customers. 

         It is also has the opportunity to open up two more 

sales outlet and three workshops in the city which mean it 

will better serve the customers and society at large. 

But it is not without problems. It is found that 36% of the 

current customers are defecting, which mean there is 

dissatisfaction for one or more other reason. The basic 

reason, being on the prices of its accessories. But it 

cannot overlook its competitors in the market, it is 

estimated that 64% of customer defection takes place 

because customers feel poorly treated. 
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