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Abstract: Customer satisfaction is a key factor that determines the success and sustainability of any organization. In 
today's competitive business environment, com
expectations. This study aims to analyze the level of customer satisfaction towards the services offered by Asthra 
Company with special reference to Coimbatore. The research evaluates cu
reliability, communication, and overall experience.
structured questionnaire. Secondary data was obtained from journals, books, and online resources 
and service management. The analysis shows that most customers are satisfied with the company's services, though some 
improvements are needed in response time and service personalization. The findings of this study will help Asthra 
Company improve its service quality and strengthen customer relationships.
Keywords: Customer Satisfaction, Service Quality, Customer Experience, Marketing Strategy, Service Management
 

Customer satisfaction plays an essential role in the growth 
businesses, customer satisfaction directly affects customer loyalty, brand reputation, and long
satisfaction refers to the degree to which customer expectations are fulf
service performance meets or exceeds expectations, customers feel satisfied. Otherwise, dissatisfaction occurs.
Company provides services to customers in Coimbatore. Understanding customer 
satisfaction levels are important for improving service quality and maintaining a competitive advantage. This study focuses 
on examining customer perceptions regarding the services offered by the company.

The major objectives of the study are:
1. To examine the level of customer satisfaction towards Asthra Company services.
2. To identify the factors influencing customer satisfaction.
3. To evaluate the quality and effectiveness of services provided.
4. To analyze customer expectations regarding service delivery.
5. To provide suggestions for improving customer satisfaction.

Customer satisfaction has been widely discussed in marketing and service management literature.
Kotler (2016), customer satisfaction is the feeling of pleasure or disappointment resulting from comparing a product's 
perceived performance with expectations.
identifies five key dimensio
1. Reliability
2. Responsiveness
3. Assurance
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Customer satisfaction is a key factor that determines the success and sustainability of any organization. In 
today's competitive business environment, com
expectations. This study aims to analyze the level of customer satisfaction towards the services offered by Asthra 
Company with special reference to Coimbatore. The research evaluates cu
reliability, communication, and overall experience.
structured questionnaire. Secondary data was obtained from journals, books, and online resources 
and service management. The analysis shows that most customers are satisfied with the company's services, though some 
improvements are needed in response time and service personalization. The findings of this study will help Asthra 

pany improve its service quality and strengthen customer relationships.
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Customer satisfaction plays an essential role in the growth 
businesses, customer satisfaction directly affects customer loyalty, brand reputation, and long
satisfaction refers to the degree to which customer expectations are fulf
service performance meets or exceeds expectations, customers feel satisfied. Otherwise, dissatisfaction occurs.
Company provides services to customers in Coimbatore. Understanding customer 
satisfaction levels are important for improving service quality and maintaining a competitive advantage. This study focuses 
on examining customer perceptions regarding the services offered by the company.

The major objectives of the study are:
To examine the level of customer satisfaction towards Asthra Company services.
To identify the factors influencing customer satisfaction.
To evaluate the quality and effectiveness of services provided.

analyze customer expectations regarding service delivery.
To provide suggestions for improving customer satisfaction.

Customer satisfaction has been widely discussed in marketing and service management literature.
er (2016), customer satisfaction is the feeling of pleasure or disappointment resulting from comparing a product's 
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structured questionnaire. Secondary data was obtained from journals, books, and online resources 
and service management. The analysis shows that most customers are satisfied with the company's services, though some 
improvements are needed in response time and service personalization. The findings of this study will help Asthra 
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Customer satisfaction plays an essential role in the growth 
businesses, customer satisfaction directly affects customer loyalty, brand reputation, and long
satisfaction refers to the degree to which customer expectations are fulf
service performance meets or exceeds expectations, customers feel satisfied. Otherwise, dissatisfaction occurs.
Company provides services to customers in Coimbatore. Understanding customer 
satisfaction levels are important for improving service quality and maintaining a competitive advantage. This study focuses 
on examining customer perceptions regarding the services offered by the company.

The major objectives of the study are: 
To examine the level of customer satisfaction towards Asthra Company services.
To identify the factors influencing customer satisfaction.
To evaluate the quality and effectiveness of services provided.

analyze customer expectations regarding service delivery.
To provide suggestions for improving customer satisfaction.

Customer satisfaction has been widely discussed in marketing and service management literature.
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Customer satisfaction is a key factor that determines the success and sustainability of any organization. In 
today's competitive business environment, companies must focus on providing high
expectations. This study aims to analyze the level of customer satisfaction towards the services offered by Asthra 
Company with special reference to Coimbatore. The research evaluates cu
reliability, communication, and overall experience. 
structured questionnaire. Secondary data was obtained from journals, books, and online resources 
and service management. The analysis shows that most customers are satisfied with the company's services, though some 
improvements are needed in response time and service personalization. The findings of this study will help Asthra 

pany improve its service quality and strengthen customer relationships.
: Customer Satisfaction, Service Quality, Customer Experience, Marketing Strategy, Service Management

INTRODUCTION
Customer satisfaction plays an essential role in the growth 
businesses, customer satisfaction directly affects customer loyalty, brand reputation, and long
satisfaction refers to the degree to which customer expectations are fulf
service performance meets or exceeds expectations, customers feel satisfied. Otherwise, dissatisfaction occurs.
Company provides services to customers in Coimbatore. Understanding customer 
satisfaction levels are important for improving service quality and maintaining a competitive advantage. This study focuses 
on examining customer perceptions regarding the services offered by the company.

OBJECTIVES OF THE
 

To examine the level of customer satisfaction towards Asthra Company services.
To identify the factors influencing customer satisfaction.
To evaluate the quality and effectiveness of services provided.

analyze customer expectations regarding service delivery.
To provide suggestions for improving customer satisfaction.

LITERATURE REVIEW
Customer satisfaction has been widely discussed in marketing and service management literature.

er (2016), customer satisfaction is the feeling of pleasure or disappointment resulting from comparing a product's 
perceived performance with expectations. The SERVQUAL model developed by Parasuraman, Zeithaml, and Berry (1988) 

ns of service quality: 
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Customer satisfaction is a key factor that determines the success and sustainability of any organization. In 
panies must focus on providing high

expectations. This study aims to analyze the level of customer satisfaction towards the services offered by Asthra 
Company with special reference to Coimbatore. The research evaluates cu

 The study collected primary data from 120 respondents through a 
structured questionnaire. Secondary data was obtained from journals, books, and online resources 
and service management. The analysis shows that most customers are satisfied with the company's services, though some 
improvements are needed in response time and service personalization. The findings of this study will help Asthra 

pany improve its service quality and strengthen customer relationships.
: Customer Satisfaction, Service Quality, Customer Experience, Marketing Strategy, Service Management

INTRODUCTION
Customer satisfaction plays an essential role in the growth and development of modern organizations. In service
businesses, customer satisfaction directly affects customer loyalty, brand reputation, and long
satisfaction refers to the degree to which customer expectations are fulf
service performance meets or exceeds expectations, customers feel satisfied. Otherwise, dissatisfaction occurs.
Company provides services to customers in Coimbatore. Understanding customer 
satisfaction levels are important for improving service quality and maintaining a competitive advantage. This study focuses 
on examining customer perceptions regarding the services offered by the company.

OBJECTIVES OF THE

To examine the level of customer satisfaction towards Asthra Company services.
To identify the factors influencing customer satisfaction. 
To evaluate the quality and effectiveness of services provided. 

analyze customer expectations regarding service delivery. 
To provide suggestions for improving customer satisfaction. 

LITERATURE REVIEW
Customer satisfaction has been widely discussed in marketing and service management literature.
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Customer satisfaction is a key factor that determines the success and sustainability of any organization. In 
panies must focus on providing high

expectations. This study aims to analyze the level of customer satisfaction towards the services offered by Asthra 
Company with special reference to Coimbatore. The research evaluates cu

The study collected primary data from 120 respondents through a 
structured questionnaire. Secondary data was obtained from journals, books, and online resources 
and service management. The analysis shows that most customers are satisfied with the company's services, though some 
improvements are needed in response time and service personalization. The findings of this study will help Asthra 

pany improve its service quality and strengthen customer relationships. 
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INTRODUCTION 
and development of modern organizations. In service

businesses, customer satisfaction directly affects customer loyalty, brand reputation, and long
satisfaction refers to the degree to which customer expectations are fulfilled by a company's services or products. If the 
service performance meets or exceeds expectations, customers feel satisfied. Otherwise, dissatisfaction occurs.
Company provides services to customers in Coimbatore. Understanding customer 
satisfaction levels are important for improving service quality and maintaining a competitive advantage. This study focuses 
on examining customer perceptions regarding the services offered by the company.

OBJECTIVES OF THE STUDY

To examine the level of customer satisfaction towards Asthra Company services.
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Customer satisfaction is a key factor that determines the success and sustainability of any organization. In 
panies must focus on providing high-quality services to meet customer 

expectations. This study aims to analyze the level of customer satisfaction towards the services offered by Asthra 
Company with special reference to Coimbatore. The research evaluates customer opinions regarding service quality, 

The study collected primary data from 120 respondents through a 
structured questionnaire. Secondary data was obtained from journals, books, and online resources 
and service management. The analysis shows that most customers are satisfied with the company's services, though some 
improvements are needed in response time and service personalization. The findings of this study will help Asthra 

: Customer Satisfaction, Service Quality, Customer Experience, Marketing Strategy, Service Management

and development of modern organizations. In service
businesses, customer satisfaction directly affects customer loyalty, brand reputation, and long

illed by a company's services or products. If the 
service performance meets or exceeds expectations, customers feel satisfied. Otherwise, dissatisfaction occurs.
Company provides services to customers in Coimbatore. Understanding customer expectations and evaluating their 
satisfaction levels are important for improving service quality and maintaining a competitive advantage. This study focuses 
on examining customer perceptions regarding the services offered by the company. 

STUDY 

To examine the level of customer satisfaction towards Asthra Company services. 

Customer satisfaction has been widely discussed in marketing and service management literature.
er (2016), customer satisfaction is the feeling of pleasure or disappointment resulting from comparing a product's 
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4. Empathy 
5. Tangibles 
Studies have shown that high service quality leads to greater customer satisfaction and customer loyalty. Anderson and 
Sullivan (1993) found that customer satisfaction significantly influences customer retention and profitability. 
 

RESEARCH METHODOLOGY 
Research Design 
The study follows a descriptive research design. 
Data Collection 
Primary Data: 
Primary data was collected using questionnaires distributed to customers of Asthra Company. 
Secondary Data 
Secondary data was collected from: 
 Books 
 Journals 
 Websites 
 Research papers 
Sample Size 
120 respondents were selected for the study. 
Sampling Method 
Convenience sampling method was used. 
Data Analysis Tools 
 Percentage analysis 
 Charts and graphs 
 Statistical interpretation 

DATA ANALYSIS AND INTERPRETATION 
Table 1: Customer Satisfaction Level 

Satisfaction Level Respondents Percentage 
Very Satisfied 48 40% 

Satisfied 36 30% 
Neutral 18 15% 

Dissatisfied 10 85 
Very Dissatisfied 8 7% 

 
The majority of customers are satisfied with the services provided by Asthra Company. Around 70% of respondents fall 
under the satisfied category. 
 

Table 2: Age Group of Respondents 
Age Group Respondents Percentage 

18-25 35 29% 
26-35 40 33% 
36-45 25 21% 
46-55 12 10% 

Above 55 8 7% 
 
Most customers belong to the 26–35 age group, indicating that young professionals frequently use the company's services. 
 

Table 3: Service Quality Rating 
Rating Respondents Percentage 

Excellent 30 25% 
Good 50 42% 

Average 25 21% 
Poor 10 8% 

Very Poor 5 4% 
 
Most respondents rated the service quality as good or excellent, which indicates positive customer perception. 
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Tabel 4: Factors Influencing Customer Satisfaction 
Factor Percentage 

Service Quality 35% 
Customer Support 25% 

Pricing 20% 
Reliability 12% 

Communication 8% 
 

 
Service quality and customer support are the most important factors influencing customer satisfaction. 
 

FINDINGS 
The major findings of the study are: 
1. Most customers are satisfied with the services provided by Asthra Company. 
2. Service quality is the most important factor influencing satisfaction. 
3. Customers appreciate the professionalism of the company's staff. 
4. Younger customers are the major users of the company's services. 
5. Some customers expect better communication and faster service response. 
 
SUGGESTIONS 
Based on the findings, the following suggestions are recommended: 
1. Improve response time for customer queries. 
2. Introduce digital platforms for customer interaction. 
3. Conduct regular customer satisfaction surveys. 
4. Provide personalized services to customers. 
5. Enhance customer support systems. 

CONCLUSION 
Customer satisfaction is an important indicator of business success. The study concludes that Asthra Company has 
achieved a good level of customer satisfaction among customers in Coimbatore. However, continuous improvements in 
service quality, communication, and responsiveness are necessary to maintain customer loyalty and competitive 
advantage. By focusing on customer needs and improving service strategies, the company can further enhance customer 
satisfaction and strengthen its position in the market. 
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