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Abstract— The project introduction is that A study on 

“Customers Satisfaction about Hero Motocorp Ltd at Kailash 

Motors Bidar”. In my project internship I have chosen the 

topic of that is “Customers Satisfaction about Hero MotoCorp 

Ltd at Kailash Motors Bidar. To know the best result by the 

research study of the respondents, by the internal guide and 

external guide I have applied the skills and experience for 

better understanding of the customer satisfaction about the 

Kailash Hero Motor bikes. 
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I. INTRODUCTION 

The Indian two-wheeler vehicle brings the most astounding 

volume among all other subdivision of automotives 

constancy. The two-wheeled vehicle is an extremely assorted 

engine vehicle devise to furnish an alternate reason choice. 

The removal to the power of expanded separation, cruising, 

incorporates race and rough terrain. In my project internship 

I have chosen the topic of that is “Customers Satisfaction 

about Hero MotoCorp Ltd at Kailash Motors Bidar. To know 

the best result by the research study of the respondents, by the 

internal guide and external guide I have applied the skills and 

experience for better understanding of the customer 

satisfaction about the Kailash Hero Motor bikes. 

II. OBJECTIVES 

1) To determine customer’s level of satisfactions in Hero 

MotoCorp Ltd.  

2) To recognize whether all problems are resolved 

completely at check location 

3) For measuring whether the dealers render after- sale 

service, how better the customer’s are satisfied within it. 

4) To understand what is the main reason of satisfactions 

about the hero bikes 

III. SCOPE OF THE STUDY 

1) To identify the strength and weakness of competitors. 

2) To understand the factors that influences the customer. 

3) These revise help the organizations for increasing 

services and products quality foundation Procession 

Corporation. 

IV. METHODOLOGY STRUCTURE AND RESEARCH  

 Research Region : Bidar 

 Research Approach : Survey system 

 Sampling procedure : Random sample 

 Contact technique : Personal 

 Sample Component : Users of HERO BIKES 

 Research Instruments : Questionnaires 

 Sample size  : 50 

V. LITERATURE REVIEW 

A. Jones and Sasser:  

The essential components are Consumer loyalty are items or 

administrations, fundamental help benefits, a recuperation 

procedure to counter negative encounters and remarkable 

administrations.  

B. Oliver (1997):  

Fulfillment is judgment of buyers that item prescribe delight 

consistence levels identified with utilization.  

C. Parasuraman (1988):  

Client fulfillments characterize the prevalence of 

administrations as the association's capacity to assemble or 

outperform client desires.  

D. Marsha Subside (2014):  

Fulfillment is client's reaction to all the experience revealed 

with an organization, its items or its administration.  

VI. THEORETICAL BACKGROUND 

A. Customer Satisfaction: 

Customer satisfaction is used to measure how the product and 

services fulfillment of customers expectations. 

Customer satisfaction survey can help identify 

customer to recover the product. Because customers actively 

appraise what happen to them during the customer service 

experience, customer satisfaction is double. 

Customer satisfaction investigation can show that a practice 

focuses on quality and improvement of the recent services. 

VII. ANALYSIS & INTERPRETATION 

SL.N

O 

PARTICULA

RS 

RESPONDEN

TS 

PERCENTA

GE 

1 20-30 30 60% 

2 30-40 15 30% 

3 40-50 05 10% 

4 50 & above 0 0% 

5 Total 50 100 

Table 4.1: Number of customers in the age group: 

A. Analysis:  

From the above  table it is found that 60% customers of the 

age group 20-30 years, 30-40 age group is 30%, 40-50 age set 

is 10% and age group above 50 is 0%. 

B. Interpretation:  

From the above diagram it is set up that 60% customers are 

the majority imp age groups are in 20-30. 

SL.N

O 

PARTICULA

RS 

RESPONDEN

TS 

PERCENTA

GE 

1 Designing 20 40% 
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2 
Fuel 

efficiency 
06 12% 

3 Price 22 44% 

4 
low 

maintained 
02 4% 

5 Total 50 100 

Table 4.2: What is the thing that attracted you in Hero 

Bikes? 

C. Analysis:  

From above chart it is found with maximum no of the 

customer’s of the Hero motors that is 40% of respondent that 

liked for its quality of design purpose for and fuel efficiency    

purpose 12% and 8 respondents are liked for other factors. 

And 44%   of the respondents are agree with best price of hero 

bike 

D. Interpretation: 

From above graph it is found with maximum respondents are 

buying their Hero bikes for Design and reasonable prices 

SL.N

O 

PARTICULA

RS 

RESPONDEN

TS 

PERCENTA

GE 

1 Excellent 30 60% 

2 Good 10 20% 

3 Average 08 16% 

4 Poor 02 4% 

5 Total 50 100 

Table 4.3: How do you rate the post-sale service offer by 

Hero Motocorp Ltd: 

E. Analysis:  

From the above table it is set up that max more of the 

customer’s of Hero motor that matters because of post sales 

is excellent is by the 60% of respondents. Were and 20% of 

respondents said that it is good at post sale service. And rated 

as averagely 16% of customers. Only 4% of respondents are 

felt it can be poor at rating. 

F. Interpretation:  

Its shows the overall post sale service is excellent in hero 

bikes. 

SL.N

O 

PARTICULA

RS 

RESPONDEN

TS 

PERCENTA

GE 

1 YES 45 90% 

2 NO 5 10% 

3 Total 50 100 

Table 4.4:  Are you aware of total number of charge services 

existing by Hero Motocorp LTD: 

G. Analysis: 

The above table has found that 90% of respondents are aware 

of a charge which occurs during existing services at hero 

Motocorp. 

H. Interpretation:  

From on top of it be found that highest of the customers are 

completely aware of all the types charges regarding services. 

SL.N

O 

PARTICULA

RS 

RESPONDEN

TS 

PERCENTA

GE 

1 Excellent 4 8% 

2 Good 38 76% 

3 Fair 2 4% 

4 Bad 4 8% 

5 Total 50 100 

Table 4.5: How was the co-operation of the staff during 

services? 

I. Analysis:  

It was originate with maximum no of customer’s of the Hero 

motorbike that is 76% of customers are always feels good 

about the staff CO operation when they go to the servicing. 

And 8% of customers sometimes may feel excellent about 

their CO operation helping for the devices. 

J. Interpretation:  

From pi-graph it was maximum respondents founded as 

fulfilled because of hero Motocorp is has been involved 

providing good CO operation to the customers during any 

kind services. 

SL.N

O 

PARTICULA

RS 

RESPONDEN

TS 

PERCENTA

GE 

1 Yes 45 90% 

2 No 5 10% 

3 Total 50 100 

Table 4.6: Did they deliver your vehicle on time: 

K. Analysis:  

The above table it shows that 90% of customers are said that 

they are delivering bikes given for servicing on time as 

mentioned in job Card scheduled. And just 10% of customers 

having the issue with the timely not received bike after 

servicing. 

L. Interpretation:  

It was initiate from pi-graph which implies the maximum 

respondents are felt delivery is which they scheduled for 

servicing it happened every most of the time on time only. 

SL.N

O 

PARTICULA

RS 

RESPONDEN

TS 

PERCENTA

GE 

1 Splendor 07 14% 

2 Passion 17 34% 

3 Glamour 21 42% 

4 Karizma 05 10% 

5 Total 50 100 

Table 4.7: What is the model of bikes used by customers? 

M. Analysis:  

Table was set up that maximum no of customer’s Hero 

motorbike is 42% of respondents are said that they buy 

glamour model hero bike. And 14% to 34% respondents are 

go to buy probably splendor and passion model bike. Only 

10% said customers are buying karizma because there are 

competitive prices and models bikes coming into the market. 

N. Interpretation:  

Maximum customers are saying nowadays everyone’s 

opinion about buying is passion model and glamour model. 

SL.N

O 

PARTICULA

RS 

RESPONDEN

TS 

PERCENTA

GE 

1 Yourself 06 12% 

2 Family 22 44% 

3 Friends 18 36% 
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4 
Advertisemen

ts 
04 8% 

5 Total 50 100 

Table 4.8 Who influenced in buying this bike: 

O. Analysis:  

From the table it was originate that highest no of customers 

of Hero motors is have made customers happy about bikes. 

Because 44% of respondents are buying hero bikes why 

means their family peoples are already brought and using 

hero bikes so that they might had good experiences from 

them. And 36% respondents are influenced by the friend’s 

suggestions and positive review about the hero bikes. 

P. Interpretation:  

Respondents are saying they have been influencing by their 

family members and their friends circle opinion on hero 

Motocorp bikes. 

SL.N

O 

PARTICULA

RS 

RESPONDEN

TS 

PERCENTA

GE 

1 Status 04 8% 

2 Necessity 16 32% 

3 Comfort 27 54% 

4 Others 03 6% 

5 Total 50 100 

Table 4.9: What does this bike convey? 

Q. Analysis:  

The chart prove with highest number of the customer’s of the 

Hero motors that is 54% of respondents are saying that hero 

bikes are very comfortable while driving bike. And 32% of 

respondents are conveyed only aspect of own necessity of 

having comfort bike for them. 

R. Interpretation: 

It was from graph that maximum responding is related 

comfortable and their necessity buying a bike. 

SL.N

O 

PARTICULA

RS 

RESPONDEN

TS 

PERCENTA

GE 

1 Price 25 50% 

2 Mileage 10 20% 

3 Brand image 10 20% 

4 Others 5 10% 

5 TOTAL 50 100 

Table 4.10: What are the reasons for buying these bikes? 

S. Analysis:  

From the above table is found that maximum no of 

customer’s of the Hero MotoCorps that is 86% of the 

respondents are satisfy with price so that is the main reason 

to buy the hero bikes and around 10% respondents are buying 

because of a hero bikes created its own brand images in the 

market so they easily believe that everything could be best at 

options. Like hero bikes mileage and others features. 

T. Interpretation:  

It is found in  above graph that mainly respondents are telling 

that hero motor bikes are available in best reasonable price 

it’s a having affordable prices models and good at mileage 

and brand image 

 

VIII. FINDINGS, CONCLUSION AND SUGGESTIONS 

A. Findings: 

It’s found that hero bikes are purchasing from the age group 

between 20-30 age 

It’s found that 40% of respondents are attracted by the hero 

bikes Design, price and its fuel and efficiency. 

B. Conclusion: 

Customers Satisfaction is the tool of marketing with an exact 

charge extra help. It is supposed by customers significant as 

prime your organization recommends. This founds that how 

customers likely to have the hero bikes and how hero bikes 

do made satisfaction to the BIDAR location customers. 

C. Suggestions: 

Hero MotoCorp desires to provide more consequence in their 

service parts it’s contain suitable service, and service quality. 

Hero bikes free services should be increase in future. 

The Hero MotoCorp must focus on mileage improvement  
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