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A STUDY ON CLIENT RELATIONSHIP AND 

SATISFACTION LEVEL REPORT AT AKCONSIS PRIVATE 

LIMITED 

 

 

 
ABSTRACT 

 

 

Due to the increasing competition of service business and the high demand of the 

clients, service quality is the fundamental factor to measure the client relationship & 

satisfaction level at AKCONSIS Private Limited. Client satisfaction measurement is a 

neccessary condition for applying continuous improvement and total quality 

management philosophies. This study is undertaken to understand the client satisfaction 

in order to determine how the company increase their client base, client loyalty, 

revenue, profits, market share and survival. This research will show that how the 

services provided by the company worked on eradicating the problems faced by the 

clients in the marketplace. For analysis of the data and figures, a survey based on 

Likert‐type items was used for data collection in which survey has been taken from the 

clients of the company. This study will highlight the performance evaluation of the 

company, identification of the distinctive group of respondents, the level of client 

satisfaction. 

 

 

Key Words: Client satisfaction, Client relationship, Service quality, Continuous 

improvement, TQM, Client loyalty. 

 
I. INTRODUCTION 

 

 

To successfully compete in the long term, a company must be sure current clients are 

satisfied. Providing superior quality and keeping clients satisfied are  rapidly 

becoming the ways companies differentiate themselves from competitors. 
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I.I Defining Clients 

 

Clients are people who directly receive and/or use the products and services provided 

by the company. Other names for clients might include: Customer, Driver, Applicant, 

Candidate, etc. 

 

I.II Client Satisfaction 

“Client Satisfaction is a business term of how the products and the services supplied 

by the company meet or surpass the client expectation. It is the key performance 

indicator within the business.” 

 

I.II.I Why Organizations Focus on Client Satisfaction? 

Organizations monitor client satisfaction in order to determine how to increase their 

client base, client loyalty, revenue, profits, market share and survival. Although 

greater profit is the primary driver, exemplary companies focus on the client 

satisfaction level. 

 

I.II.II What Determines Client Satisfaction? 
 

 

 

Client satisfaction level is a function of difference between perceived performance 

and expectations. If the service’s performance, exceed expectation the client highly 

satisfied or delighted. If the performance matches the expectations the client is 

satisfied. If the service performance fall shorts of expectations the client is 

dissatisfied. 
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I.III Purpose of Study 
 

 

Focusing on client satisfaction is a component of good governance, and it is a 

countywide priority. Client satisfaction level allows company to understand what its 

clients value, how values vary between different types of clients, and where the 

company can take action to improve service delivery. 

In the topic “A Study on Client Relationship & Satisfaction Level Report at 

AKCONSIS Private Limited”, this study is undertaken to understand the client 

satisfaction in order to determine how the company increase their client base, client 

loyalty, revenue, profits, market share and survival. This research will show that how 

the services provided by the company worked on eradicating the problems faced by 

the clients in the marketplace. 

 
II. LITERATURE REVIEW 

 

 

Client satisfaction is considered to be a key element for a company’s success in the 

market; a leading criterion in determining the quality of service or product to the 

clients; and it is also crucial for organizational survival. Client satisfaction, loyalty, 

and the image of the business, have become the most discussed and relevant topics in 

research for the service industry (Woodruff, 1997, cited in Nasution, & Mavondo, 

2008). The measurement of client satisfaction has become an important issue for 

researchers in service marketing. 

 
According to Drucker, client satisfaction is, and has always been, “the mission and the 

purpose of every business” (Drucker, 1973, p.79 cited in Kandampully, J. & 

Suhartanto, 2003, p. 5). Moreover, it is known that one of the goals of corporate 

culture is to retain and satisfy both the current and past clients. Shoemaker and Lewis 

(1999) claimed that for many years enterprises believed in creating as many new 

clients as possible as the goal of marketing, while it is much more important to satisfy 

those clients who are on the property; although “the real goal was to continue to find 

new clients” (p. 345). It has been proven by researchers (Holmund & Kock, 1996, 

p.289 cited in Kandampully, & Suhartanto, 2003, p.4) that the cost of attracting new 

clients is five times higher than keeping the existing ones. The knowledge of 

customers’ expectations is essential for companies. 
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Furthermore, Reichheld and Sasser’s research (1990) indicates that a profit increase 

of 25-28 percent can be produced by 5 percent increase in customer loyalty  

(Reichheld & Sasser, 1990 cited in Kandampully, & Suhartanto, 2003, p. 4). Each and 

every organization starts with the employees, the people who bring the organization 

alive and who are responsible for the output. Without the employees the enterprise 

would be just a structure made of steel, iron, and glass (The Need for Employee 

Counseling,   2006). Employees   are   the    most important    asset the    company 

has. Employee satisfaction levels can affect the quality of service, and therefore are 

believed to be related to client satisfaction issue in the service industry, where front 

line employees have constant interaction with customers and can affect the overall 

company’s profitability and success. 

 
II.I Objectives of the Study 

 

 

 To measure the client relationship and satisfaction level. 

 To give an overview of operations of the company. 

 To identify the problem and solution related with the services provided by the 

company. 

 To analyze how well company is doing in matching client expectations. 

 

 

 
III. RESEARCH METHODOLOGY 

 

Research methodology is a way to systematically solve the research problem. It may 

be understood as a science of studying how research is done scientifically. 

Researchers need to know, which of the methods or techniques, are relevant and 

which are not, and what would they mean and indicate and why. Researcher also need 

to understand the assumptions underlying various technique and they need to know 

the criteria by which they can decide that certain techniques and procedure will be 

applicable to certain problems and others will not. 
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III.I Research Design 

“A research design is simply the framework or plan for a study that is used as guide in 

collecting and analysing the data. It is blueprint that is followed in a completing a 

study.” 

 Descriptive Research Design 
 

I have adopted descriptive research design, is a scientific  method 

which involves observing and describing the behavior of a subject 

without influencing it in any way. It is also used by researchers  to 

judge the habits of customers, or by companies wishing to judge the 

morale of staff. In descriptive research design a researcher is interested 

in describing a particular situation or phenomena under his study. 

 
III.II Methods of Data Collection 

Data collection is a process of collecting information from all the relevant sources to 

find answers to the research problem, test the hypothesis and evaluate the outcomes. 

Data collection methods can be divided into two categories: 

 Primary Data- Raw data or primary data is a term for data collected at  

source. This type of information is obtained directly from first hand sources by 

means of surveys, observations, etc. 

 Secondary Data- Secondary data is a type of data that has already been 

published in books, newspapers, magazines, journals, online portals etc. 

Data Used: I have used both primary & secondary data collection method in 

my study. 

 

III.III Instrument for Data Collection 

Data collection allows us to collect information that we want to collect about our 

study objects. Depending on research type, methods of data collection include: 

documents review, observation, questioning, measuring, or a combination of different 

methods. 

 Observation Method- It is commonly used in studies relating to behavioural 

science. Under this method observation becomes a scientific tool and the 

method of data collection for the researcher. 
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Data Used: I have adopted this Questionnaire method as an instrument for data 

collection in my study. 

 

III.IV Sample Design 

A sample design is a definite plan for obtaining a sample from the sampling frame. It 

refers to the technique or the procedure that is adopted in selecting the sampling  

units from which inferences about the population is drawn. Sample design is 

determined before the collection of the data. 

 

III.V Population 

A population is generally a large collection of individuals or objects that is the main 

focus of a study. In my study, the client of the AKCONSIS Private Limited is the 

target population. 

 

III.VI Sample Size 

Sample  size  determination is  the  act  of  choosing  the  number   of  observations   

or replicates to include in a study. Therefore, the sample size of my study is 67 

respondents. 

 

III.VII Sampling Method 

A sampling method is a procedure for selecting sample members from a population. I 

have adopted Non-probability sampling method in which I can take every individual 

in a population and randomly select the sample. 

 

III.VIII Limitations of the Study 

In attempt to make this project authentic and reliable, every possible aspect of the 

topic was kept in mind. Nevertheless, despite of fact constraints were at play during 

the formulation of this project. The main limitations are as follows: 

 Secondary data can present problems, too. The data may be out of date or 

inaccurate.

 Respondents were hesitant to disclose the true facts.

 
 Administrative data, which is not originally collected for research, may not be 

available in the usual research formats or may be difficult to get access to.

 Sample size is limited to 67 respondents due to the time constraint.



7  

 

 

 

 

 

IV. DATA ANALYSIS & INTERPRETATION 

The data was compiled, sorted, edited, classified and entered into the computer for 

analysis. The data comes from the clients in relation to the research objectives. The 

introduction statement of the research questionnaire was efficient the purpose of the 

study. Furthermore, the respondents have been given the confidence that all data they 

provided was used only for the purpose of academic research and was treated 

confidentially. 

According to my survey, the result is summarized in form of a following table: 

 
IV.I Demographic Characteristics of Respondents 

 

 

 

Demographic Characteristics 

 

Frequency 

 
Gender 

Male 42 

Female 25 

Total 67 

 

Age 
20-40 25 

41-60 32 

61-80 10 

Total 67 

 

Occupation 
Business 38 

Service 20 

Profession 9 

Total 67 
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IV.II Questionnaire Analysis of Respondents 
 

 

 

Client Satisfaction Level at AKCONSIS Pvt. Ltd. (n=100) 

 
Questions 

Response 

Positive Negative Average Total 

1.a. The company's ability to perform the 

promised service without fail and perfectly. 

 

 
98.5 

 

 
0 

 

 
1.5 

 

 
100 

1.b. Company perform the service correctly the 

first time. 

 
 

98.5 

 
 

0 

 
 

1.5 

 
 

100 

1.c. Company provides the service at the time 

they promise to do so. 

 
98.5 

 
0 

 
1.5 

 
100 

1.d. Company maintain on error free records. 97 3 0 100 

2. If an option is given to you, would you like to 

shift from the present company? 

 
91 

 
7.5 

 
1.5 

 
100 

3. How satisfy are you with, company’s efforts to 

reduce queuing time. 

 
94 

 
4.5 

 
1.5 

 
100 

4. How important is this company’s service in 

your life? 

 
95.5 

 
3 

 
1.5 

 
100 

5. How committed the company to serve you? 97 1.5 1.5 100 

6. How much Satisfied you are with the 

company’s overall performance? 

 
97 

 
3 

 
0 

 
100 
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V. FINDINGS 

Following findings were made through the analysis done:- 

 
 

1. Most of the respondents lie in the age group of 41-60 years. 

2. Male respondents were more than female respondents. 

3. Most of the respondents are running their own business. 

4. Majority of the respondents were very much satisfied with the services 

provided by the company. 

5. Most of the respondents agree to the fact that if they have complained, the 

company quickly understood & responded to their enquiry. 

6. Majority of the respondents agree to that if an option is given to them they 

would not like to shift from the present company. 

7. 80.6% of the respondents were very much satisfied with company’s efforts to 

reduce queuing time. 

8. 56.7% of the respondents felt extremely important this company’s service in 

their life. 

9. Majority of the respondents felt that this company is committed to great extent 

to serve their clients. 

10. 86.6% of the respondents were very much satisfied with the company’s staff. 

11. Majority of the respondents were satisfied with the quality provided by the 

company. 

12. From the data collected I found that a large part of the respondents surveyed 

were very much satisfied with the company’s overall performance. 
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VI. CONCLUSION 

From the analysis made, it was concluded that majority of the respondents were 

very much satisfied with the services provided by the company. Most of the 

respondents lie in the age group of 41-60 years. The most important results include: 

 
 The determination of the strong points of the company. 

 The performance evaluation of the company. 

 The identification of the distinctive group of respondents. 

 
The applications show that the five likert scale method can measure and analyze 

client satisfaction level in a very good way. Furthermore, analysing client’s 

preferances and expectations is the basic step to evaluate client loyalty. It is 

observed that overall respondents like to take services of this comapny. It is thus 

concluded from the facts collected that most of the respondents are very much 

satisfied with the company’s overall performance. 
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