
          International Journal of Scientific Research in Engineering and Management (IJSREM) 
                        Volume: 08 Issue: 04 | April - 2024                         SJIF Rating: 8.448                            ISSN: 2582-3930          

 

  

© 2024, IJSREM      | www.ijsrem.com                                                                                                                |        Page 1 

 

 

CUSTOMER RELATIONSHIP MANAGEMENT STRATEGIES AND THERE IMPACT ON 

CUSTOMER RETENTION OF MARUTI SUZUKI 

 

 

 

 

UNDER THE GUIDANCE OF 

Prof. Dr HONEY KANOJIA 

 

 

ABHISHEK YADAV 

 

22GSOB2011086 

 

 

 

 

SCHOOL OF BUSINESS 

GALGOTIAS UNIVERSITY 

 

GREATER NOIDA 

 

 

ABSTRACT 

 

Maruti Suzuki, a household name synonymous with affordable and reliable cars in India, has consistently enjoyed 

high customer retention rates. This dominance can be attributed in large part to their strategic implementation of 

Customer Relationship Management (CRM) practices. This abstract delves into how Maruti Suzuki leverages 

CRM to cultivate customer loyalty and achieve a significant competitive edge. 

The abstract explores the following: 

• Data-driven CRM: Maruti Suzuki gathers customer information across various touchpoints, from sales 

interactions to service visits. Advanced analytics extract valuable insights from this data, enabling them to 

understand customer needs, preferences, and buying behavior. This empowers them to tailor offerings and 

personalize communication, fostering a sense of connection with the customer. 

• Seamless Customer Journey: Maruti Suzuki prioritizes a smooth customer journey throughout the ownership 

experience. This is achieved through initiatives like: 

o Proactive and personalized communication: Customers receive timely updates on service needs, promotions 

relevant to their car model, and birthday or anniversary greetings, creating a sense of value and appreciation. 

o Widespread service network: Maruti Suzuki boasts an extensive network of service centers, ensuring 

convenient access to after-sales care. This network emphasizes transparency in service costs and efficient repair 

processes, building trust and confidence. 
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• Customer Retention Programs: Maruti Suzuki implements loyalty programs that reward repeat customers with 

benefits like discounts on parts and service, upgrades, or priority service appointments. These programs incentivize 

continued ownership and encourage positive word-of-mouth promotion. 

The impact of these CRM strategies extends beyond just transactions. By focusing on customer satisfaction and 

building long-term relationships, Maruti Suzuki fosters brand loyalty. This translates to repeat purchases, reduced 

customer churn, and a significant competitive advantage in the Indian automobile market. 

 

 

This abstract provides a glimpse into the strategic use of CRM by Maruti Suzuki. Further analysis could delve 

deeper into specific CRM tools and technologies employed, measure the effectiveness of these strategies through 

customer satisfaction metrics, and explore how Maruti Suzuki adapts its CRM approach to stay ahead of the curve 

in the evolving automotive landscape. 
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INTRODUCTION 

 

In the high-octane world of the Indian automobile market, Maruti Suzuki has consistently held the pole 

position. While their reputation for reliable and budget-friendly cars is well-established, their dominance goes 

deeper than the showroom floor. A critical factor in their success story is their strategic use of Customer 

Relationship Management (CRM) practices. This approach fosters a customer-centric culture that translates 

into exceptional experiences, ultimately leading to high customer retention rates. 

This introduction sets the stage for a deeper exploration of the intricate connection between Maruti Suzuki's 

CRM strategies and their loyal customer base. We'll dissect the specific tactics they employ to not only gather 

valuable customer data but also leverage it to personalize the car buying and ownership journey. We'll examine 

the loyalty programs they've implemented to incentivize repeat business and explore how these strategies, 

combined, have cultivated a strong brand image and secured a loyal following in the Indian automotive 

industry. 

Maruti Suzuki's story offers valuable insights for businesses of all sizes. By understanding how they've 

leveraged CRM to build customer loyalty, we can gain a roadmap for implementing similar strategies to 

strengthen our own customer relationships and drive long-term success. 

 

Maruti Suzuki, India's automotive leader, goes beyond affordability and reliability. Their secret weapon? 

Strategic CRM. This introduction dives into how Maruti Suzuki uses data-driven CRM to personalize the 

customer journey, fostering loyalty and high retention rates. We'll explore their tactics for gathering customer 

insights, crafting personalized experiences, and implementing loyalty programs – all to create a winning 

customer-centric strategy. Their success provides valuable lessons for businesses seeking to build strong 

customer relationships and achieve long-term growth. 

 

REVIEW OF LITERATURE 

 

Umarani, R.; Priya, T. Sathya; Mahato, Ajit Prasad; Shaikh, Irfan Abdul Karim; Shankar, R.; Sumitha, 

K. 

The study examines the literature on Customer Relationship Management (CRM), with a particular emphasis 

on CRM's effect on client satisfaction and customer loyalty. CRM is a set of methods used by businesses to 

manage and grow their customer base. New approaches to leading business strategies can be developed through 

customer research in the CRM database are being created Analytical CRM analyses customer information or 

interactions using various data mining techniques. CRM optimism was the primary focus of academics and 

professionals working in information systems. This research in order to achieve fierce competition in the 

banking sector, this paper provides an analysis of CRM as well as new research. As competition is constantly 

waged to attract the greatest number of customers possible and taking into account poorly differentiated 

banking deals. 
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            Publication 

Special Education, 2022, Vol 1, Issue 43, p8448 

            ISSN 

1392-5369 

            Publication type 

Academic Journal 

Dr. T. Sathya Priya: A Valuable Resource for Your Maruti Suzuki CRM Thesis 

Dr. T. Sathya Priya, an Assistant Professor in the Department of Decision and Computing Sciences at 

Coimbatore Institute of Technology (CIT), can be a significant asset to your master thesis on "Customer 

Relationship Management Strategies and Their Impact on Customer Retention of Maruti Suzuki." Here's a 

detailed exploration of how Dr. Priya's expertise aligns with your research and how you can approach them for 

guidance: 

Dr. Priya's Potential Expertise: 

• Data Analysis and Customer Segmentation: Their affiliation with the Department of Decision and 

Computing Sciences suggests strong skills in data analysis techniques and customer segmentation 

methods. This directly translates to your research, which involves analyzing customer data from Maruti 

Suzuki's CRM system and segmenting customers based on relevant variables like demographics, 

purchase history, and service behavior. Dr. Priya can offer insights into: 

o Choice of Data Analysis Techniques: There's a range of data analysis techniques suitable 

for customer segmentation. Dr. Priya can guide you on selecting the most appropriate methods 

for your research objectives. This could involve techniques like k-means clustering, RFM 

analysis (Recency, Frequency, Monetary value), or even more advanced methods like 

hierarchical clustering depending on the complexity of the customer data. 

o Effective Segmentation Strategies: Dr. Priya's expertise can help you define relevant 

customer segments for your analysis. You might segment by demographics (age, income 

level), car type preferences (hatchback, sedan, SUV), or customer lifecycle stages (first-time 

buyer, repeat buyer). Dr. Priya can advise on creating segments that are not only statistically 

distinct but also actionable for targeted CRM strategies. 

• Marketing Analytics and CRM: Dr. Priya's knowledge of marketing analytics, specifically its 

application in CRM strategies, can be highly valuable. They can help you analyze the effectiveness of 

Maruti Suzuki's CRM campaigns and their impact on customer retention metrics like repeat purchases 

and service visit frequency. Dr. Priya can provide guidance on: 

o Developing a Framework for CRM Evaluation: A robust framework is essential to assess 

the impact of CRM efforts on customer retention. Dr. Priya can help you define key 

performance indicators (KPIs) like customer acquisition cost, customer lifetime value, and 

repurchase rate. They can also suggest methods like statistical analysis (e.g., regression 

analysis) to quantify the relationships between specific CRM practices (e.g., personalized 

communication, loyalty program benefits) and these customer retention metrics. 

http://www.ijsrem.com/
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o Leveraging Marketing Attribution Models: Marketing attribution models help allocate 

credit for customer purchases across various touchpoints (website visit, email marketing, 

dealership visit). Dr. Priya can advise on incorporating attribution models to understand which 

CRM channels are most effective in driving customer retention at Maruti Suzuki. 

• Potential Application of Machine Learning: While Dr. Priya's specific research areas might not be 

publicly available, some faculty in Decision and Computing Sciences departments explore machine 

learning applications in various domains. If Dr. Priya has experience in this area, you could explore 

the possibility of using machine learning algorithms to identify customer behavior patterns and predict 

customer churn (loss of customers) at Maruti Suzuki. Machine learning algorithms can analyze vast 

amounts of customer data to identify patterns that might not be readily apparent through traditional 

statistical analysis. This could help Maruti Suzuki proactively identify customers at risk of churn and 

tailor retention strategies accordingly. 

Approaching Dr. Priya for Guidance: 

• Review Dr. Priya's Profile: If CIT has a faculty directory or Dr. Priya has a personal webpage, 

review it to see if their publications or research interests align with your thesis topic. This can help you 

tailor your conversation with Dr. Priya to highlight the specific aspects of your research where their 

expertise would be most beneficial. 

• Schedule a Meeting: Consider reaching out to Dr. Priya via email to schedule a meeting. Briefly 

explain your research topic, the specific areas where you believe Dr. Priya's expertise might be helpful, 

and your interest in their insights. 

• Prepare Questions: Come prepared with specific questions for Dr. Priya. These could be related to: 

o Recommended data analysis techniques for customer segmentation within the context of CRM. 

o Insights into potential challenges of analyzing customer data from Maruti Suzuki's CRM 

system (considering data privacy and anonymization requirements). 

o Suggestions for incorporating marketing analytics frameworks into your research to evaluate 

CRM effectiveness. 

o (If Dr. Priya has expertise in machine learning) The feasibility of using machine learning 

algorithms to predict customer churn at Maruti Suzuki and potential ethical considerations of 

using such algorithms. 

• Respect Dr. Priya's Time: Be mindful of Dr. Priya's availability and keep your meeting focused. 

• Express Gratitude: Thank Dr. Priya for their time and insights, regardless of the specific guidance 

they can provide. 

 

 

 

 

 

 

 

Dr. Ajit Prasad Mahato: A Valuable Lens for Examining Maruti Suzuki's CRM in the Indian Context 

While Dr. Ajit Prasad Mahato's specific research areas remain elusive, his affiliation with the Department of 

Commerce at NERIM Commerce College suggests expertise in business and marketing, particularly within the 

Indian context. This background can be a powerful asset to your thesis on "Customer Relationship Management 
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Strategies and Their Impact on Customer Retention of Maruti Suzuki." Here's how Dr. Mahato's knowledge 

can illuminate your research from a unique perspective: 

Unveiling the Nuances of the Indian Market: 

• Cultural and Regional Variations: The Indian market is a tapestry woven with diverse cultural 

threads and regional preferences. Dr. Mahato's understanding of these nuances can be invaluable. 

Effective CRM hinges on tailoring communication and marketing strategies to resonate with specific 

customer segments. Dr. Mahato's insights can help you analyze how Maruti Suzuki personalizes its 

CRM approach across different regions. For instance, communication styles that resonate well in urban 

centers might need adaptation for rural audiences. Similarly, loyalty program rewards might be 

customized to cater to regional preferences, potentially incorporating local partnerships or experiences. 

• The Power of Family Dynamics: In India, car purchases often transcend individual decisions, 

involving the entire family. Dr. Mahato's expertise in consumer behavior can shed light on this unique 

dynamic. His insights can help you explore how Maruti Suzuki's CRM strategy can acknowledge and 

address the influence of family members on vehicle selection and purchase processes. This could 

involve including family members in communication campaigns or designing loyalty programs that 

benefit the entire family unit, fostering a sense of shared value and encouraging repeat business. 

CRM Beyond the Automotive Landscape: 

• Transferable Strategies from Retail: While your research delves into the automotive industry, Dr. 

Mahato's knowledge of retail CRM can offer valuable insights. Both sectors share core principles of 

customer relationship management, including: 

o Personalized Communication: The ability to tailor communication based on individual 

customer purchase history and preferences is crucial for building lasting relationships. Dr. 

Mahato's understanding of successful personalization strategies in Indian retail can provide a 

springboard for analyzing how Maruti Suzuki can leverage similar tactics to enhance customer 

engagement in the automotive context. 

o Loyalty Programs that Drive Retention: Rewarding repeat customers and incentivizing 

further purchases is a cornerstone of successful CRM. Dr. Mahato's knowledge of loyalty 

program design and implementation in Indian retail can be instrumental. By analyzing 

successful retail loyalty programs, you can identify potential areas for improvement in Maruti 

Suzuki's program, ensuring it remains competitive and effectively drives customer retention 

within the automotive industry. 

o Seamless Customer Service Across Touchpoints: Providing a positive and consistent 

customer experience across all touchpoints is paramount. Dr. Mahato's expertise in customer 

service management in retail can offer valuable insights. His perspective can help you analyze 

how Maruti Suzuki ensures a seamless customer journey, from initial sales interactions to 

after-sales service. This analysis can identify potential areas for improvement within Maruti 

Suzuki's CRM strategy, ensuring customer satisfaction at every touchpoint. 

• Benchmarking with Indian CRM Success Stories: Dr. Mahato might be familiar with case studies 

or research on CRM implementation and customer retention in other Indian companies, not necessarily 

limited to the automotive sector. These case studies can provide valuable context for your research. By 

analyzing how other Indian companies have successfully implemented CRM strategies, you can 

identify best practices and potential benchmarks for Maruti Suzuki. This comparative analysis can 

strengthen your recommendations and provide a broader perspective on effective CRM strategies 

within the Indian market. 

Engaging Dr. Mahato for Guidance: 

http://www.ijsrem.com/
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To maximize the benefit of Dr. Mahato's expertise, consider these steps: 

• Research NERIM Commerce College Website: Check if the college website has a faculty 

directory or if Dr. Mahato has a personal webpage. This might reveal their specific research interests 

and publications related to CRM or customer retention in the Indian context, allowing you to tailor 

your communication accordingly. 

• Craft a Well-Structured Email: Explain your research topic, highlighting the specific areas where 

you believe Dr. Mahato's expertise could be most helpful. Mention your interest in understanding how 

CRM strategies need to be adapted for the Indian market, particularly considering cultural nuances and 

family dynamics. 

• Demonstrate Progress: Briefly mention the progress you've made on your research, including the 

data you've collected and any preliminary analysis you've conducted. This demonstrates your 

seriousness and preparedness for a productive conversation. 

• Express Gratitude: Thank Dr. Mahato for considering your request and express your appreciation 

for their time and expertise. 

By leveraging Dr. Mahato's knowledge of Indian business practices, customer behavior, and potentially CRM 

implementation in other Indian sectors, you can gain valuable insights to strengthen your research. His 

perspective can help you analyze Maruti Suzuki's CRM strategy through a unique lens, considering the cultural 

. 

 

Dr. Irfan Abdul Karim Shaikh: Exploring the Training Dimension of Maruti Suzuki's CRM Strategy 

While Dr. Irfan Abdul Karim Shaikh's primary area of expertise at the Bahrain Training Institute (BTI) might 

not directly correspond to customer relationship management (CRM) in the Indian automotive industry, his 

background in professional training and development offers a unique and valuable lens for your thesis on 

"Customer Relationship Management Strategies and Their Impact on Customer Retention of Maruti Suzuki." 

Here's how Dr. Shaikh's knowledge can add depth and fresh perspectives to your research beyond the 

immediate focus on the Indian market: 

Unveiling the Human Element of Effective CRM: 

• Training as a Pillar of CRM Success: CRM is more than just a sophisticated software system. Its 

effectiveness hinges on well-trained employees who understand CRM principles and possess the skills 

to leverage them in daily interactions with customers. Dr. Shaikh's experience in training program 

development can be instrumental in exploring how Maruti Suzuki equips its workforce to excel in a 

CRM environment. You could delve into: 

o Evaluation of Existing Training Programs: Analyze the content, delivery methods, and 

effectiveness of Maruti Suzuki's current training programs for customer-facing personnel 

(sales staff, service advisors). Dr. Shaikh's expertise can help you identify areas for 

improvement. Consider suggesting the incorporation of role-playing exercises that simulate 

real-world customer interactions, case studies showcasing successful CRM implementation in 

other companies, and data analysis training to empower employees to interpret customer data 

effectively and personalize their approach accordingly. 

o Developing Training Modules for a Customer-Centric Mindset: CRM thrives on a 

company culture that prioritizes customer satisfaction. Dr. Shaikh's involvement in training 

programs might provide insights into Maruti Suzuki's company culture and employee attitudes 

http://www.ijsrem.com/
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towards customer service. You could propose the development of training programs designed 

by Dr. Shaikh or informed by his expertise. These programs could instill a customer-centric 

mindset across all departments, fostering a culture of empathy, responsiveness, and going the 

extra mile for customer satisfaction. This cultural shift would equip employees with the 

necessary mindset to translate CRM strategies into exceptional customer experiences, a key 

driver of retention. 

Broadening the CRM Perspective: 

• Global Best Practices and Adaptability: While your research focuses on the Indian market, Dr. 

Shaikh's experience in Bahrain positions him to offer a broader perspective on global CRM trends. He 

might be familiar with international best practices in customer relationship management that could be 

applicable to Maruti Suzuki, even within the Indian context. You could explore how Maruti Suzuki's 

CRM strategy compares to these global benchmarks, identifying potential areas for improvement or 

adaptation. Perhaps Maruti Suzuki could benefit from incorporating successful training methodologies 

or communication strategies employed by leading automotive companies in other regions. 

Engaging Dr. Shaikh for Mutually Beneficial Insights: 

 

• Review BTI's Website and Dr. Shaikh's Profile (if available): Look for information about Dr. 

Shaikh's specific areas of training expertise or programs he's involved in. This can help you tailor your 

outreach to highlight aspects relevant to CRM and employee development. 

• Craft a Clear and Targeted Email: Explain your research topic and your specific interest in Dr. 

Shaikh's perspective on training and development as it relates to effective CRM implementation. 

Mention your desire to understand how Maruti Suzuki can leverage employee training to enhance their 

CRM strategy. Frame your request in a way that highlights the potential benefits for Dr. Shaikh as 

well. Perhaps his insights could be incorporated into a case study or publication showcasing the 

importance of training in CRM success. 

• Focus on Actionable Insights: While the Indian market might have unique characteristics compared 

to Bahrain, Dr. Shaikh might still offer valuable suggestions on creating effective training programs or 

best practices that can be adapted for the Indian context. You could explore the possibility of 

collaborating with Dr. Shaikh to develop a training module specifically tailored to Maruti Suzuki's 

needs, potentially positioning this as a publishable case study that contributes to the field of CRM and 

employee development. 

• Express Gratitude: Thank Dr. Shaikh for his time and consideration, regardless of the specific 

guidance he can provide. 

Alternative Approaches 

 Dr. Shaikh's expertise isn't a direct fit, consider reaching out to other faculty members at the BTI who might 

have experience in marketing, business administration, or data analysis. These individuals could offer insights 

relevant to your research on CRM and customer retention, potentially providing a fresh perspective from a 

different area within the business domain. 

Remember, the goal is to gather diverse perspectives to strengthen your research. By approaching Dr. Shaikh 

and potentially other faculty members at BTI, you can gain valuable insights on the crucial role employee 

training plays in a successful CRM strategy, even if the specific context is different from the Indian market. 

This broader perspective can enrich your research and provide valuable recommendations for Maruti Suzuki 

to elevate their CRM efforts through a multi-pronged approach . 
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Dr. R. Shankar: A Local Advantage for Your Maruti Suzuki CRM Thesis 

Dr. R. Shankar, Assistant Professor (T) in the Department of Commerce at Manonmaniam Sundaranar 

University (MSU) in Tirunelveli, Tamil Nadu, presents a golden opportunity to leverage local expertise for 

your thesis on "Customer Relationship Management Strategies and Their Impact on Customer Retention of 

Maruti Suzuki." Here's why Dr. Shankar's insights can be particularly valuable, especially considering the 

regional dimension of your research: 

Unveiling the South Indian Automotive Consumer: 

• Going Beyond Demographics: While my thesis likely considers national customer demographics, 

Dr. Shankar's expertise can help you delve deeper into the psychographic nuances of South Indian car 

buyers. He might be familiar with research on regional buying habits, cultural influences on car 

preferences, and decision-making processes specific to South India. This understanding allows you to 

analyze how Maruti Suzuki personalizes its communication and marketing strategies to resonate with 

South Indian customers. For instance, the tone and style of communication materials, the use of local 

languages or cultural references in marketing campaigns, and even the emphasis on specific car 

features (fuel efficiency, spacious interiors) might require regional adaptations. Dr. Shankar's 

knowledge can equip you to identify these potential variations and tailor your analysis accordingly. 

• Understanding Regional Competition: The South Indian automotive market has its own 

established players and emerging challengers. Dr. Shankar's familiarity with regional competitors and 

their CRM strategies can be instrumental. He can help you analyze how Maruti Suzuki positions itself 

against these competitors in the South Indian market. This comparative analysis can reveal how Maruti 

Suzuki's CRM efforts stack up against regional competitors. For instance, you might explore how 

loyalty programs compare in terms of reward structures and customer engagement strategies. 

Identifying areas where Maruti Suzuki falls short in the regional context allows you to formulate 

targeted recommendations for improvement and maintaining a competitive edge in South India. 

      Local Knowledge for Actionable Recommendations: 

• Learning from South Indian Success Stories: Dr. Shankar might be familiar with case studies of 

successful CRM implementation in South India, not necessarily limited to the automotive sector. These 

case studies can provide valuable benchmarks for your research. By analyzing successful CRM 

approaches in other South Indian businesses, you can identify best practices that might be particularly 

applicable to Maruti Suzuki. For instance, a local retail chain might have a loyalty program that excels 

at customer engagement through gamification or personalized rewards. Understanding how this 

translates to customer retention can inform recommendations for Maruti Suzuki to adapt their own 

loyalty program for the South Indian market. These insights strengthen the applicability of your 

research and provide actionable recommendations for regional success. 

• Navigating the Regulatory Landscape: Data privacy regulations and consumer protection laws can 

vary across Indian states. Dr. Shankar's awareness of these local regulations can be crucial. He can 

help you ensure that your analysis of Maruti Suzuki's CRM strategies considers any relevant South 

Indian regulations regarding data collection, customer communication, and loyalty programs. This 

ensures your recommendations are practical and compliant with the legal framework within which 

Maruti Suzuki operates in South India. For instance, there might be regulations on how customer data 

can be used for targeted marketing campaigns, or restrictions on the types of rewards offered in loyalty 

programs. Dr. Shankar's insights can help you navigate these complexities and formulate 

recommendations that are legally sound. 

http://www.ijsrem.com/
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Engaging Dr. Shankar for a Mutually Beneficial Collaboration: 

• Research MSU Faculty Resources: Check if MSU has a faculty directory or if Dr. Shankar has a 

personal webpage. This might reveal their specific research interests and publications related to 

marketing, consumer behavior, or CRM in a South Indian context. Tailor your communication 

accordingly, highlighting the regional focus of your research and how Dr. Shankar's expertise can 

contribute valuable insights. 

• Craft a Compelling Introduction: In your email to Dr. Shankar, clearly explain your research topic 

and your specific interest in his insights on South Indian automotive market dynamics and how they 

influence CRM strategies. Briefly mention the progress you've made on your thesis (data collected, 

preliminary analysis) to showcase your preparedness and the seriousness of your research. 

• Frame Questions for Regional Insights: Structure your questions to Dr. Shankar in a way that 

leverages his local expertise. For instance, you might ask about: 

o Specific consumer preferences for car features or service experiences in South India. 

o Successful CRM case studies from regional companies outside the automotive sector, focusing 

on transferable best practices. 

o Potential regulatory considerations for Maruti Suzuki's CRM practices in Tamil Nadu, 

particularly regarding data privacy or customer communication. 

• Express Gratitude and Offer Collaboration: Thank Dr. Shankar for his time and consideration, 

regardless of the specific guidance he can provide. You could also consider offering to keep him 

updated on your research progress or even explore the possibility of co-authoring a publication . 

 

 

  Some more Literature that was studied and reviewed : 

 

 

1. Bhatia, S.C. (2008) “Retail Management” John Wiley & Sons SPECIALUSIS UGDYMAS / 

SPECIAL EDUCATION 2022 1 (43) 8457  

  

2. Brink,  A.  &  Berndt,  A.  (2009)  “Relationship  Marketing  and  Customer  Relationship  

Management” Juta Publications  

 

3. Goldenberg,  B.J.  (2008)  “CRM  in  Real  Time:  Empowering  Customer  Relationships”  

Information Today, Inc.  

 

4. Cox, E. (2011) “Retail Analytics: The Secret Weapon” John Wiley & Sons  

 

5. Khurana, M. (2010) “Information Technology for Retailing” Tata McGraw-Hill Education  

 

6. Lamb,  C.W.,  Hair,  J.F.  &  McDaniel,  C.  (2011)  “Marketing:  Student  Edition”  Cengage 

Learning  

 

7. Mathur, U.C. (2010) “Retail Management: Text and Cases” I.K. International Pvt Ltd  

 

8. Mueller,  B.  (2010)  “Dynamics  of  International  Advertising:  Theoretical  and  practical 

Perspectives” Peter Lang  

 

http://www.ijsrem.com/


          International Journal of Scientific Research in Engineering and Management (IJSREM) 
                        Volume: 08 Issue: 04 | April - 2024                         SJIF Rating: 8.448                            ISSN: 2582-3930          

 

  

© 2024, IJSREM      | www.ijsrem.com                                                                                                                |        Page 11 

9. Peppers,  D.  &  Rogers,  M.  (2011)  “Managing  Customer  Relationships:  A  Strategic  

Framework” John Miley & Sons  

10. Pradan, S. (2009) “Retailing Management: Text & Cases”, 3
rd

 edition, Tata McGraw-Hill  

Education  

 

 

11. Raab,  G.,  Ajami,  R.A.,  Gargeya  V.  &  Goddard,  G.J.  (2008)  “Customer  relationship  

management: a global perspective” Gower Publishing  

 

12. Sinkovics,  R.R  &  Ghauri,  P.N.  (2009)  “New  Challenges  to  International  Marketing”  

Emerald Group Publishing  

 

13. RumaPanda, Dr.  A. N. Nandakumar,” A Survey of Customer Relationship Management”,  

International  Journal  of  Innovative  Research  in  Computer  and  Communication  

Engineering  (An  ISO  3297:  2007  Certified  Organization)  Vol.  3,  Issue  11,  November  

2015  

 

14. Anton,  J.  (1996). Customer  relationship  management:  Making  hard  decisions  with  soft numbers, 

Journal of Leisure Research, 29:3, 355-358,  

 

15. Oliver R L. (1999). Whence Consumer Loyalty? Journal of Marketing, 63, 33-44.  

 

16. Oly Ndubisi, N.  (2004). Understanding  the salience  of cultural  dimensions on  relationship 

marketing, its underpinnings and aftermaths. Cross Cultural Management: An International Journal, 

11 (3): 70-89.  

 

17. Reichheld,  F.F.  and  Aspinall,  K.  (1993),  Building  high-loyalty  business  systems,  

Journal  of Retail Banking, 15: 21-9.  

 

18. Payne, A., and Frow, P. (2004). The role of multichannel integration in customer relationship 

management. Industrial marketing management, 33(6), 527-538.  

 

19. Peppard,  J.  (2000).  Customer  Relationship  Management  (CRM)  in  Financial  Services. European 

Management Journal, 18 (3): 312-327 20. Rahman,  M.  H.  (2014).  Factors  affecting  customer  

satisfaction  in  mobile telecommunication  industry  in  Bangladesh.  Business,  Management  and  

Education,  12 (1): 74-93.  

 

21. Rahman, M.  H., Redwanuzzaman,  M., Masud-Ul-Hasan,  M., and  Rahman, M.  A. (2014). Factors 

Affecting Customer Satisfaction on  Grameenphone Users in Bangladesh.  Global Journal of 

Management and Business Research, 14 (3): 57-66.  

 

22. Heskett, J.L.,  Sasser,  W. E.,  and  Schlesinger, L.A.  (1997).  The Service  Profit Chain:  How Leading 

Companies Link Profit and Growth to Loyalty, Satisfaction and Value. Free Press: New York. 

SPECIALUSIS UGDYMAS / SPECIAL EDUCATION 2022 1 (43) 8458  

 

  

http://www.ijsrem.com/


          International Journal of Scientific Research in Engineering and Management (IJSREM) 
                        Volume: 08 Issue: 04 | April - 2024                         SJIF Rating: 8.448                            ISSN: 2582-3930          

 

  

© 2024, IJSREM      | www.ijsrem.com                                                                                                                |        Page 12 

23. Taylor, S.A., Sharland, A., Cronin, A.A. Jr., and Bullard, W. (1993). Recreational quality in the 

international setting. International Journal of Service Industries Management, 4 (4) 

 

24. Fornell, C. (1992). A National Customer Satisfaction Barometer: the Swedish Experience.  

Journal of Marketing, 56 (1): 6-21.  

 

25. Halstead,  D.,  and  Page  Jr.,  T.J.  (1992).  The  Effects  of  Satisfaction  and  Complaining  

Behavior on Consumers Repurchase Behavior. Journal of Satisfaction, Dissatisfaction and  

Complaining Behavior, 5: 1-11.  

 

26. Palmer, A. (2001). Principles of Service Marketing. McGraw-Hill: New York, 227. 

 

                                             INDUSTRY PROFILE 

 

 

Maruti Suzuki: A Legacy of Affordability and Satisfaction 

Maruti Suzuki, a household name in India, has dominated the automobile market for decades. Their success 

story is not just about fuel-efficient, budget-friendly cars; it's about cultivating a loyal customer base through 

strategic Customer Relationship Management (CRM) practices. This profile explores how Maruti Suzuki 

leverages CRM to achieve exceptional customer retention rates in the highly competitive Indian automotive 

industry. 

The Indian Automotive Landscape: 

• Market Dynamics: The Indian automobile industry is a vibrant one, witnessing rapid growth due 

to rising disposable incomes and increasing urbanization. However, competition is fierce, with global 

giants and domestic players vying for market share. 

• Customer Focus: In this dynamic environment, Maruti Suzuki recognized the importance of 

customer centricity. They understood that merely offering affordable cars wasn't enough; they needed 

to build long-term relationships with their customers. 

Maruti Suzuki's CRM Strategy: 

Maruti Suzuki's CRM approach focuses on three key pillars: 

• Data-Driven Insights: They gather customer data across the entire buying and ownership journey 

– from sales interactions to service visits and online browsing behavior. Advanced analytics tools 

unlock valuable insights into customer needs, preferences, and buying habits. 

• Personalized Customer Experience: Leveraging customer data, Maruti Suzuki tailors their 

offerings to different segments. They design car features, service packages, and financing options 

that resonate with specific customer needs. Additionally, they personalize communication through 

targeted emails, SMS with relevant promotions, and even birthday greetings, fostering a sense of 

connection. 

• Seamless Customer Journey: Maruti Suzuki prioritizes a smooth experience throughout car 

ownership. This includes:  

o Proactive Communication: Customers receive timely updates on service needs, 

promotions specific to their car model, or birthday greetings, creating a sense of value. 
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o Widespread Service Network: An extensive network of service centers ensures 

convenient after-sales care. Transparency in service costs and efficient repairs build trust and 

confidence. 

o Customer Retention Programs: Loyalty programs reward repeat customers with 

discounts, upgrade opportunities, and priority service appointments, incentivizing continued 

ownership and positive word-of-mouth promotion. 

Impact on Customer Retention: 

Maruti Suzuki's CRM strategy has a significant impact on customer retention: 

• Repeat Purchases: Satisfied customers are more likely to choose Maruti Suzuki again when 

buying their next car. 

• Reduced Customer Churn: Effective CRM strategies minimize customer defection by addressing 

their needs and concerns proactively. 

• Brand Advocacy: Positive customer experiences lead to positive word-of-mouth promotion, 

attracting new customers and strengthening brand loyalty. 

Conclusion: 

Maruti Suzuki's success story exemplifies the power of a data-driven, customer-centric CRM approach. By 

prioritizing customer satisfaction and building long-term relationships, they've secured a competitive 

advantage in the Indian automotive industry. Their strategies serve as valuable lessons for businesses in any 

sector seeking to cultivate loyal customer bases and achieve long-term growth. 

Further Exploration: 

This profile provides a broad overview. Further analysis could delve deeper into: 

• Specific CRM tools and technologies employed by Maruti Suzuki. 

• Measuring the effectiveness of CRM initiatives through customer satisfaction metrics. 

• How Maruti Suzuki adapts its CRM strategy to the evolving automotive landscape, including the rise 

of electric vehicles and changing customer preferences. 

Maruti Suzuki's dominance in the Indian automobile market transcends mere affordability and reliability. 

Their success hinges on a deep understanding of their customers and a strategic implementation of Customer 

Relationship Management (CRM) practices. This profile delves into how Maruti Suzuki leverages CRM to 

achieve exceptional customer retention rates in the face of fierce competition within the Indian automotive 

industry. 

The Indian Automotive Arena: A Battleground of Brands 

The Indian automobile industry is a dynamic force, fueled by rising disposable incomes and an increasingly 

urban population. This growth, however, is accompanied by intense competition. Global giants and domestic 

players vie for market share, offering a diverse range of vehicles catering to various segments. In this 

environment, Maruti Suzuki recognized that affordability alone wouldn't suffice. They needed to cultivate 

long-term customer relationships to solidify their position. 
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Maruti Suzuki's Data-Driven CRM Advantage 

Maruti Suzuki's CRM strategy revolves around three core principles: 

• Harnessing the Power of Customer Data: They meticulously gather customer data across the 

entire customer journey – from initial sales interactions and service visits to online browsing 

behavior. Advanced analytics tools unlock valuable insights into customer needs, preferences, and 

buying habits. This empowers them to: 

o Tailor Offerings: Maruti Suzuki can design features, service packages, and financing 

options that resonate with specific customer segments. Imagine a young professional 

receiving targeted communication about a fuel-efficient hatchback with a sporty design, 

while a family man gets updates on spacious SUVs with safety features. 

o Personalize the Customer Experience: Leveraging customer data, Maruti Suzuki 

personalizes communication. Targeted emails and SMS with relevant promotions (think 

discounts on servicing specific car models) and even birthday greetings create a sense of 

connection and value for the customer. 

• Ensuring a Seamless Customer Journey: Maruti Suzuki prioritizes a smooth experience 

throughout car ownership. This translates to: 

o Proactive Communication: Customers receive timely updates on service needs, 

promotions relevant to their car, or birthday greetings, creating a sense of being valued. 

o Widespread and Efficient Service Network: An extensive network of service centers 

ensures convenient after-sales care. Transparency in service costs and efficient repair 

processes build trust and confidence. Imagine a customer in a remote town being able to 

easily locate a service center they can trust. 

o Customer Retention Programs: Loyalty programs reward repeat customers with benefits 

like discounts on parts and service, upgrade opportunities, and priority service appointments. 

These programs incentivize continued ownership and encourage positive word-of-mouth 

promotion, a powerful marketing tool in any industry. 

• Adapting to the Evolving Automotive Landscape: The Indian automotive industry is undergoing 

a significant shift with the rise of electric vehicles (EVs). Maruti Suzuki recognizes this and is 

actively adapting its CRM strategy to cater to this emerging segment. They might, for instance, 

collect data on customer preferences for EV features and tailor communication and service offerings 

accordingly. 

The Impact of a Customer-Centric Approach: 

Maruti Suzuki's data-driven, customer-centric CRM strategy has a significant impact on customer retention: 

• Repeat Purchases: Satisfied customers are more likely to choose Maruti Suzuki again when 

purchasing their next car. 

• Reduced Customer Churn: Effective CRM strategies address customer needs and concerns 

proactively, minimizing customer defection. 

• Brand Advocacy: Positive customer experiences lead to positive word-of-mouth promotion, 

attracting new customers and strengthening brand loyalty. Imagine a happy customer recommending 

Maruti Suzuki to their friends and family, acting as a brand ambassador. 
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                                               NEED FOR THE STUDY 

 

Understanding how Maruti Suzuki leverages CRM to achieve exceptional customer retention rates offers 

valuable insights for businesses of all sizes. Here's why this study is crucial for my thesis: 

Relevance to the CRM Landscape: 

• Industry Benchmark: Maruti Suzuki's success story serves as a benchmark for effective CRM 

implementation in the automotive industry. Analyzing their strategies will provide valuable insights 

for other car manufacturers seeking to improve customer retention. 

• Cross-Industry Applicability: The core principles of Maruti Suzuki's CRM strategy (data-driven 

approach, personalized experience, and customer retention programs) are applicable across various 

industries. This study can explore how these principles can be adapted to different sectors, enriching 

the broader understanding of CRM best practices. 

Addressing Customer Retention Challenges: 

• High Customer Churn: Customer retention is a major challenge across industries. Studying 

Maruti Suzuki's approach can offer valuable lessons on how to build customer loyalty and reduce 

churn rates. This is particularly relevant in today's competitive landscape where customer acquisition 

costs are high. 

• The Rise of Data-Driven Marketing: Maruti Suzuki's emphasis on data analytics showcases the 

power of data in understanding customer needs and personalizing experiences. This study can delve 

deeper into the specific data analytics tools and techniques they employ, offering valuable insights 

for businesses seeking to leverage data for better customer engagement. 

Contribution to Maruti Suzuki's Continued Success: 

• Identifying Areas for Improvement: My thesis can analyze Maruti Suzuki's CRM strategy and 

identify potential areas for improvement. This could involve exploring how they can adapt their 

approach to cater to the evolving needs of Indian car buyers, such as the growing demand for electric 

vehicles. 

• Future-Proofing Strategies: The automotive industry is undergoing rapid transformation. This 

study can analyze how Maruti Suzuki's CRM strategy can be adapted to address future challenges 

and opportunities, such as the rise of autonomous vehicles and car-sharing services. 

 

Overall Significance: 

By examining Maruti Suzuki's CRM strategy and its impact on customer retention, this thesis can contribute 

valuable knowledge to the field of marketing and customer relationship management. It will offer practical 

insights for businesses of all sizes seeking to cultivate loyal customer bases and achieve sustainable growth. 

 

 

CHALLENGES FACED BY INDIAN CUSTOMERS IN MARUTI SUZUKI 

 

 

Challenges Faced by Indian Customers with Maruti Suzuki and their CRM Strategy 
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While Maruti Suzuki enjoys a dominant position in the Indian automobile market, their customer relationship 

management (CRM) strategy faces challenges that can be explored within your thesis. Here's a deeper dive into 

some key areas where Maruti Suzuki can improve customer experiences and potentially strengthen their customer 

retention: 

• Balancing Affordability with Perceived Build Quality: Maruti Suzuki's success hinges on offering 

budget-friendly vehicles. However, this focus on affordability can sometimes come at the expense of 

perceived build quality. Several car models have received low ratings in safety tests conducted by Global 

NCAP, raising concerns among safety-conscious buyers. 

• Enhancing After-Sales Service Consistency: Maruti Suzuki boasts a vast service network, but customer 

feedback suggests inconsistencies in service quality across dealerships. There might also be a lack of 

transparency in service costs or pressure to opt for unnecessary replacements. 

• Addressing the Need for Innovation: Maruti Suzuki has been criticized for being slow to adopt new 

features and in-car technology compared to some competitors. This might be a concern for customers 

seeking modern features like advanced driver-assistance systems (ADAS) or sophisticated infotainment 

systems. 

•  Performance Segment: While Maruti Suzuki excels in offering affordable and fuel-efficient cars, some 

customers seeking premium features, powerful engines, or a wider variety of body styles might find their 

options limited. 

• has CRM programs in place, some customers might feel their complaints regarding service or product issues 

aren't addressed promptly or effectively. 

By incorporating these challenges and exploring how Maruti Suzuki's CRM strategy can address them, my thesis 

can provide valuable insights into how customer relationship management can be used to improve customer 

satisfaction, build trust, and ultimately, strengthen customer retention in the Indian automobile market. 

 

 

 

 

                          OBJECTIVES OF CUSTOMER RETENTION 

 

This thesis aims to conduct an in-depth and objective assessment of Maruti Suzuki's Customer Relationship 

Management (CRM) strategies and their impact on customer retention within the fiercely competitive Indian 

automobile market. The study will employ a mixed-methods approach, leveraging both quantitative data 

analysis and qualitative research to paint a holistic picture of the customer journey and how CRM practices 

influence their loyalty. 

Research Questions: 

• Effectiveness of Data-Driven CRM: To what extent do Maruti Suzuki's data-driven CRM 

strategies (customer segmentation, personalized communication, targeted promotions) contribute 

to customer retention? The research will analyze how customer data is segmented, used for 

personalization, and leveraged in promotional campaigns, and how these practices translate into 

repeat purchases and reduced customer churn. 
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• Impact of After-Sales Service: How does the accessibility and quality of Maruti Suzuki's after-

sales service network (service center reach, service quality, transparency in pricing) influence 

customer retention? The study will delve into the geographic distribution of service centers, 

customer experiences with service quality (repair times, technical expertise), and the level of 

transparency in service costs. It will then assess how these factors contribute to customer 

satisfaction and continued brand loyalty. 

• Loyalty Programs and Repurchase Behavior: How do Maruti Suzuki's customer loyalty 

programs (rewards programs, extended warranties, priority service) impact customer retention and 

repurchase behavior? The research will analyze the design and effectiveness of existing loyalty 

programs, including the types of rewards offered, ease of participation, and their impact on 

customer repurchase decisions. 

• CRM and Evolving Customer Needs: How can Maruti Suzuki adapt its CRM strategies to 

address the evolving needs of Indian car buyers, particularly in the areas of electric vehicles (EVs) 

and in-car technology? The study will explore customer preferences and concerns regarding EVs 

and advanced car features. It will then analyze how Maruti Suzuki's CRM strategy can be adapted 

to cater to these emerging trends, potentially through targeted communication, service center 

upgrades, or loyalty program modifications. 

Methodology: 

• Quantitative Analysis: Customer data from Maruti Suzuki's CRM system (with appropriate 

anonymization) will be analyzed to identify correlations between specific CRM strategies and 

customer retention metrics (repeat purchases, service visit frequency, customer churn rate). 

Statistical techniques will be employed to establish the strength and significance of these 

relationships. 

• Qualitative Research: Semi-structured interviews will be conducted with a sample of Maruti 

Suzuki customers across various segments (age groups, income levels, car types). These interviews 

will explore customer experiences with different CRM touchpoints (sales interactions, service 

visits, loyalty programs) and their impact on brand loyalty and repurchase intentions. Customer 

feedback will provide valuable insights into the effectiveness of current CRM practices and identify 

potential areas for improvement. 

Expected Outcomes: 

• The research will provide a comprehensive understanding of the effectiveness of Maruti Suzuki's 

CRM strategies in driving customer retention, combining quantitative data analysis with the rich 

depth of qualitative customer insights. 

• The thesis will contribute to the knowledge base of CRM best practices in the automotive industry, 

particularly in the context of emerging markets like India. It will offer valuable insights for other 

car manufacturers seeking to develop customer-centric strategies to enhance brand loyalty and 

market share. 

• The research will identify areas for improvement within Maruti Suzuki's CRM strategy, particularly 

regarding the evolving needs of Indian car buyers and potential gaps in current customer 

experiences. This will provide actionable recommendations for Maruti Suzuki to strengthen their 

CRM approach and ensure its continued effectiveness in a dynamic market. 

 

 

Objectivity Measures: 
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• Data Triangulation: Combining quantitative data from Maruti Suzuki's CRM system with 

qualitative data from customer interviews will enhance the objectivity of the findings and provide 

a more comprehensive understanding of the relationship between CRM and customer retention. 

• Blind Coding: Interview transcripts will be coded by independent researchers to minimize 

researcher bias and ensure the objective interpretation of qualitative data. 

• Literature Review: The thesis will be grounded in a comprehensive review of relevant academic 

literature on CRM, customer retention, the Indian automobile market, and the specific challenges 

and opportunities faced by car manufacturers in emerging economies. This will provide a strong 

theoretical foundation for the research and ensure its findings contribute meaningfully to the 

existing body of knowledge. 

By employing a rigorous mixed-methods approach and adhering to robust objectivity measures, this thesis 

will offer a valuable and unbiased contribution to the field of marketing and customer relationship 

management. 

 

 

             FEATURES OF CUSTOMER RELATIONSHIP MANAGEMENT 

 

 

 

 

 

Customer Relationship Management Strategies and Their Impact on Customer Retention at Maruti 

Suzuki: A Master Thesis - Extended Features 

Industry Context: 

• Deep dive into the growth factors propelling the Indian automobile industry, including rising 

disposable incomes, increasing urbanization, and government initiatives promoting infrastructure 

development. 

• Analyze the competitive landscape by identifying key players (domestic and global) and their 

respective market shares. Highlight the unique selling propositions (USPs) of major competitors to 

understand how Maruti Suzuki differentiates itself. 

• Explore how customer needs in the Indian market are evolving. Consider the growing demand for 

features like advanced driver-assistance systems (ADAS), connected car technology, and fuel 

efficiency, particularly in the context of rising environmental concerns. 

 

Theoretical Framework: 

• Move beyond a basic literature review. Critically evaluate different customer retention models (e.g., 

RFM model, CLV model) and assess their applicability to the Indian automobile sector. 

• Explore the concept of customer lifetime value (CLV) and how Maruti Suzuki's CRM strategies 

can be leveraged to maximize CLV through increased customer retention and repeat purchases. 

• Integrate relevant theories from marketing disciplines like customer relationship marketing, data-

driven marketing, and service quality management to provide a robust theoretical foundation for 

my research. 
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Data-Driven CRM Analysis: 

• Go beyond a basic analysis of data collection and segmentation. Delve into the specific data 

analytics tools and techniques employed by Maruti Suzuki to extract valuable customer insights. 

Consider techniques like customer segmentation analysis, customer journey mapping, and 

sentiment analysis. 

• Explore how Maruti Suzuki uses customer data to personalize service recommendations and predict 

potential customer needs. Quantify the impact of these data-driven strategies on customer 

satisfaction and retention metrics. 

Seamless Customer Journey: 

• Investigate the role of digital touchpoints within the customer journey. Analyze how Maruti Suzuki 

utilizes its website, mobile app, and social media platforms to interact with customers and provide 

a seamless online experience. 

• Assess the effectiveness of Maruti Suzuki's service appointment scheduling system and its role in 

enhancing customer convenience. Consider the impact of offering online service booking options 

and real-time service progress updates. 

• Broaden the scope of service quality analysis. Explore customer satisfaction with the availability of 

spare parts, the technical expertise of service personnel, and the overall transparency in service 

costs and repair procedures. 

Loyalty Program Effectiveness: 

• Conduct a detailed analysis of the various tiers and reward structures within Maruti Suzuki's loyalty 

programs. Evaluate the ease of participation in these programs and how effectively they incentivize 

repeat business and brand advocacy. 

• Analyze customer redemption rates for different loyalty program rewards. Explore the types of 

rewards that resonate most with customers and how Maruti Suzuki can optimize their loyalty 

programs to drive higher engagement and retention. 

• Consider conducting a cost-benefit analysis of Maruti Suzuki's loyalty programs to assess their 

return on investment (ROI) and their overall contribution to customer retention. 

Adapting to Change: 

• Move beyond a basic analysis of customer preferences for electric vehicles. Explore the specific 

challenges and opportunities associated with EVs in the Indian market, such as charging 

infrastructure limitations and government policy initiatives. 

• Analyze how Maruti Suzuki's CRM strategy can be adapted to address customer concerns regarding 

EV ownership, such as range anxiety and battery life expectancy. Explore how communication 

strategies and service offerings can be tailored to promote EV adoption. 

• Consider the potential impact of autonomous vehicles and car-sharing services on the Indian 

automobile market in the long term. Discuss how Maruti Suzuki's CRM strategy can be future-

proofed to adapt to these emerging trends and maintain customer loyalty. 

Customer Perspective: 

• Enrich the qualitative research component by employing a mixed-methods approach that combines 

semi-structured interviews with focus groups. This allows for gathering in-depth customer 

experiences while also facilitating group discussions and generating new insights. 

• Segment the customer sample for interviews to ensure a diverse range of voices are represented, 

including customers from different age groups, income levels, and car ownership types (first-time 

http://www.ijsrem.com/


          International Journal of Scientific Research in Engineering and Management (IJSREM) 
                        Volume: 08 Issue: 04 | April - 2024                         SJIF Rating: 8.448                            ISSN: 2582-3930          

 

  

© 2024, IJSREM      | www.ijsrem.com                                                                                                                |        Page 20 

buyers, repeat buyers). This ensures a more nuanced understanding of customer experiences across 

various segments. 

• Analyze customer feedback not just for satisfaction levels but also for identifying areas for 

improvement within Maruti Suzuki's CRM strategy. Consider how customer pain points can be 

addressed through CRM touchpoint improvements or the introduction of new CRM initiatives. 

Actionable Recommendations: 

• Go beyond generic recommendations. Develop specific and measurable recommendations tailored 

to address the research findings. For example, suggest concrete improvements to data analytics 

practices, service quality metrics, or loyalty program structures. 

• Prioritize your recommendations based on their potential impact on customer retention. Consider 

factors like cost-effectiveness, ease of implementation, and potential return on investment (ROI). 

• Develop a clear implementation plan for your recommendations, outlining the resources required, 

potential challenges, and key performance indicators (KPIs) to track the success. 

 

 

 

 

                                RESEARCH METHODOLOGY 

 

 

This research investigates the impact of Customer Relationship Management (CRM) strategies on customer 

retention at Maruti Suzuki, a leading car manufacturer in India. A mixed-methods approach will be employed, 

combining quantitative data analysis and qualitative research to gain a comprehensive understanding of the 

relationship between CRM practices and customer loyalty. 

Data Collection: 

• Quantitative Data: 

o Maruti Suzuki CRM System (with Permission and Anonymization): Access to 

anonymized customer data from Maruti Suzuki's CRM system will be sought, subject to 

appropriate permissions and data privacy regulations. This data may include customer 

demographics, purchase history, service visit details, and loyalty program participation. 

o Industry Reports and Market Research Data: Industry reports on the Indian automobile 

market and customer retention trends will be used to contextualize the findings from Maruti 

Suzuki's CRM data. 

• Qualitative Data: 

o Semi-Structured Interviews: Semi-structured interviews will be conducted with a sample 

of Maruti Suzuki customers across various segments. This could involve segmenting by age 

group, income level, car type (hatchback, sedan, SUV), and customer tenure (first-time 

buyer, repeat buyer). Interviews will explore customer experiences with Maruti Suzuki's 

CRM touchpoints (sales interactions, service visits, loyalty programs) and their perceptions 

of its impact on brand loyalty and repurchase intentions. 

Data Analysis: 

• Quantitative Data: 

o Customer Segmentation: Anonymized customer data will be segmented based on relevant 

variables (demographics, purchase history, service behavior). This allows for analyzing the 

effectiveness of CRM strategies for different customer groups. 
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o Statistical Analysis: Statistical techniques (e.g., regression analysis) will be employed to 

assess the relationships between specific CRM practices (e.g., personalized communication, 

loyalty program benefits) and customer retention metrics (e.g., repeat purchases, service visit 

frequency). This helps quantify the impact of CRM on customer retention. 

• Qualitative Data: 

o Thematic Analysis: Interview transcripts will be coded and analyzed thematically to 

identify recurring patterns and themes in customer experiences. This provides rich insights 

into how customers perceive Maruti Suzuki's CRM practices and their influence on brand 

loyalty. 

Data Integration: 

• Triangulation will be employed to strengthen the research findings. By triangulating quantitative data 

from CRM with qualitative data from customer interviews, a more holistic understanding of the 

relationship between CRM and customer retention will be achieved. 

Ethical Considerations: 

• Informed consent will be obtained from all participants in the research. 

Research Timeline: 

• A detailed research timeline will be developed outlining key milestones for data collection, analysis, 

and thesis writing, ensuring a focused and efficient research process. 

Expected Outcomes: 

• The research will provide valuable insights into:  

o The effectiveness of Maruti Suzuki's CRM strategies in driving customer retention. 

o How specific CRM practices impact customer satisfaction and repurchase intentions. 

o Areas for improvement within Maruti Suzuki's CRM approach to better address customer 

needs and enhance retention. 

Contribution to Knowledge: 

This research will contribute to the understanding of customer relationship management in the Indian 

automobile industry, particularly regarding: 

• Data-driven CRM practices: The study will showcase how Maruti Suzuki utilizes customer data 

to personalize communication and tailor their approach to different customer segments. 

• CRM and Service Quality: The research will analyze the impact of Maruti Suzuki's after-sales 

service network and its role in customer retention. 

• Adapting CRM to Emerging Trends: The study will explore how Maruti Suzuki's CRM strategy 

can be adapted to cater to the evolving needs of Indian car buyers, such as the growing demand for 

electric vehicles (EVs). 

Limitations: 

• Access to Maruti Suzuki's CRM data may be subject to limitations and anonymization requirements, 

potentially impacting the depth of analysis. 

• The sample size for customer interviews will need to be carefully considered to ensure 

generalizability of findings within the broader customer base. 

This mixed-methods approach will offer a comprehensive understanding of how Maruti Suzuki's CRM 

strategies contribute to customer retention, providing valuable insights for Maruti Suzuki and other 

companies in the automotive industry seeking to strengthen customer relationships and achieve long-term 

success. 
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DATA ANALYSIS AND INTERPRETATION 

 

 

 

 

 

 

 
 

 

In this Figure it is clearly shown that the highest leading Automobille industry is Maruti Suzuki in 

comparison to other brands. 
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In this figure which colour the customer is liking the most is shown . 
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In this figure which kind of changes customer wants in Maruti Suzuki cars is shown. 
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In this image it is shown that 8% Customer buy Maruti cars for seeing there designs 5% customer buy it for 

good facility 18% Customer buy it for better mileage 19% Customer purchase it for affordable price and 

50% is of total sum. 
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In this image it is shown that for how many years a customer use Maruti Suzuki products. 
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In this image Customers feedback about service quality given by the Maruti Suzuki is shown. 
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    FINDINGS 

 

Disclaimer: This thesis is still in the research phase, it's impossible to predict the exact findings. However, 

this section provides a simulated set of findings based on the research methodology outlined previously. 

Remember to replace this simulated data with your own findings once you conduct your actual research. 

Quantitative Findings: 

• Customer Segmentation: Analysis revealed distinct customer segments based on demographics, 

car type preferences, and service visit frequency. High-value customers (frequent service visitors, 

repeat buyers) emerged as a crucial segment for targeted CRM efforts. The research could delve 

deeper into psychographic segmentation, exploring customer decision-making styles and risk 

tolerance to further personalize communication and promotions. 

• CRM and Retention: Statistical analysis indicated a positive correlation between personalized 

communication campaigns and repeat purchase rates. Customers who received targeted promotions 

and service reminders exhibited higher repurchase intentions. The study could quantify the impact of 

personalization by comparing repurchase rates for customers who received targeted communication 

versus generic marketing messages. 

• Loyalty Program Impact: The research found a connection between active participation in Maruti 

Suzuki's loyalty program and increased customer retention. Customers who redeemed rewards and 

utilized program benefits demonstrated higher brand loyalty. To further strengthen these findings, 

the research could analyze the specific loyalty program features that resonate most with customers 

(e.g., extended warranties, free roadside assistance) and explore potential program enhancements to 

incentivize even greater participation, particularly among less active members. 

• Service Quality and Retention: Anonymized data from the CRM system revealed a positive 

association between customer satisfaction with after-sales service (measured through service visit 

surveys) and customer retention rates. The research could explore the specific service quality metrics 

that have the strongest impact on retention. For instance, is it the speed of service completion, the 

technical expertise of service personnel, or the overall transparency in service costs and repairs? 

Understanding these key drivers of satisfaction can help Maruti Suzuki prioritize improvement efforts 

within their service network. 

Qualitative Findings: 

• Thematic analysis of customer interviews identified several key themes: 

o Value of Personalized Communication: Customers appreciated receiving targeted 

communication relevant to their car model and service needs. This fostered a sense of being 

valued and increased customer satisfaction. The research could explore the preferred 

channels for receiving personalized communication. Do customers prefer SMS alerts, email 

updates, or targeted advertising on social media platforms? 

o Importance of Service Quality: Transparency in service costs, timely repairs, and 

courteous service advisor interactions emerged as critical factors influencing customer 

retention. Several customers expressed frustration with inconsistent service experiences 

across dealerships. The study could investigate the root causes of service quality 

inconsistencies. Are there variations in service advisor training procedures across 

dealerships? Are there resource limitations at certain service centers impacting repair times? 
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Identifying these factors can help Maruti Suzuki implement targeted solutions for service 

quality improvement. 

o Loyalty Program Benefits: Customers valued benefits like extended warranties and 

priority service appointments offered through the loyalty program. However, some suggested 

a wider range of reward options to cater to diverse customer preferences. The research could 

explore potential new reward categories beyond traditional offerings. For example, could 

Maruti Suzuki partner with other companies to offer loyalty program members discounts on 

car accessories, travel experiences, or entertainment options? 

Overall Findings: 

The research suggests that Maruti Suzuki's CRM strategies have a positive impact on customer retention. 

Personalized communication, a well-designed loyalty program, and a focus on service quality contribute to 

building stronger customer relationships and encouraging repeat purchases. However, there's always room 

for improvement to further enhance customer loyalty and brand advocacy. 

Areas for Improvement: 

• Standardization of Service Quality: Maruti Suzuki can improve customer retention by ensuring 

consistent service quality across all dealerships. This could involve implementing standardized 

service protocols, including standardized pricing structures, repair procedures, and customer 

communication guidelines. Additionally, conducting regular training for service advisors on 

technical expertise, customer service etiquette, and transparent communication practices can 

significantly enhance the customer experience. 

• Enhancing After-Sales Service Transparency: Providing greater transparency in service costs 

and repair procedures through detailed service invoices and improved communication with customers 

can further enhance customer satisfaction. Maruti Suzuki could explore offering customers online 

access to service manuals and video tutorials explaining common car maintenance procedures. This 

empowers customers with knowledge and fosters trust in the service process. 

• CRM for Emerging Trends: Maruti Suzuki's CRM strategy can be adapted to address the growing 

demand for electric vehicles (EVs) by developing targeted communication campaigns highlighting 

the benefits of EV ownership, such as lower running costs and environmental advantages. 

Additionally, addressing customer concerns regarding range anxiety through educational campaigns 

and strategically placed charging station information within the CRM system can ease the transition 

for potential EV buyers. Service centers can also be equipped to handle EV-specific maintenance 

needs and provide training for service advisors on EV technology. 

• Leveraging Digital Touchpoints: The customer journey increasingly involves digital touchpoints.  
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                                                     SUGGESTION 

 

 

Building Customer Loyalty:  

Drawing on the simulated findings, here's a comprehensive roadmap for Maruti Suzuki to elevate their CRM 

strategy and foster enduring customer loyalty: 

Elevating Service Quality and Transparency: 

 

• Standardization for Consistency: Implement standardized service protocols across all 

dealerships, encompassing pricing structures, repair procedures, and customer communication 

guidelines. Regular audits can ensure adherence and identify areas for improvement. 

• Investing in Service Expertise: Prioritize service advisor training programs focused on technical 

expertise, customer service etiquette, and transparent communication practices. Encourage 

proactive communication, explaining repair procedures and cost breakdowns in detail, fostering 

trust and informed decision-making. 

• Empowering Customers with Knowledge: Develop an online service management platform for 

customers to schedule appointments, track repair progress in real-time, and access service records 

electronically. Offer online tutorials and service manuals explaining common car maintenance 

procedures, empowering customers and building confidence in Maruti Suzuki's service expertise. 

Personalization and Deepening Customer Engagement: 

• Segmentation Beyond Demographics: Move beyond basic demographics by incorporating 

psychographic data into customer segmentation strategies. Personalize communication and 

promotions based on customer preferences, risk tolerance, and decision-making styles. This allows 

for targeted messaging that resonates more deeply with specific customer segments. 

• Omnichannel Communication Strategy: Leverage a diverse communication mix (SMS, email, 

social media) to deliver targeted messages relevant to customer segments and their car models. 

Personalize communication by incorporating customer names and purchase history data, creating a 

sense of valued connection. 

 

• Harnessing Customer Feedback: Integrate customer feedback mechanisms (surveys, online 

reviews) directly into the CRM system. This allows for proactive identification of areas for 

improvement in service quality, communication strategies, and loyalty programs. Respond 

promptly to customer complaints and address concerns efficiently, demonstrating a commitment to 

continuous improvement. 

Optimizing the Loyalty Program for Value Creation: 

• Reward Program Expansion: Explore expanding the loyalty program beyond traditional options 

like extended warranties and free services. Consider strategic partnerships with other companies to 

offer a wider range of rewards, such as discounts on car accessories, travel experiences, or 

entertainment options. This caters to diverse customer preferences and incentivizes continued 

loyalty. 

• Tiered Benefits for High-Value Customers: Implement tiered loyalty programs with escalating 

benefits based on purchase history and service frequency. Offer exclusive rewards or priority 

service options for high-value customers, demonstrating appreciation for their loyalty and 

encouraging continued engagement. 
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• Gamification for Increased Engagement: Explore incorporating gamification elements within 

the loyalty program to boost customer engagement. Award points for service visits, referrals, or 

completing surveys, redeemable for various rewards. This injects an element of fun and incentivizes 

desired customer behaviors. 

Adapting to Evolving Trends and Customer Needs: 

• CRM Tailored for Electric Vehicles (EVs): Develop targeted CRM campaigns specifically 

promoting the benefits of electric vehicles (EVs), such as lower running costs and environmental 

advantages. Address customer concerns regarding range anxiety through educational campaigns 

and by strategically integrating charging station information within the CRM system. This 

empowers informed decision-making and eases the transition for potential EV buyers. 

• Service Center Upgrades for the EV Era: Equip service centers with the necessary tools and 

expertise to handle EV-specific maintenance needs. Provide training to service advisors on EV 

technology, ensuring they are prepared to address customer inquiries and service electric vehicles 

efficiently. 

• Data-Driven Insights for Future Technologies: Leverage customer data to anticipate future 

trends and customer needs regarding autonomous vehicles and car-sharing services. Proactively 

adapt the CRM strategy to cater to potential changes in customer preferences and purchase 

behavior, ensuring Maruti Suzuki remains at the forefront of the automotive industry. 

Additional Considerations for Long-Term Success: 

• Customer Lifetime Value (CLV) Focus: Continuously analyze customer data to identify high-

value customers and tailor CRM strategies to maximize their lifetime value. This might involve 

personalized offers, exclusive benefits, or dedicated customer support channels, fostering deeper 

relationships and encouraging repeat business. 

• Employee Engagement for Customer-Centric Culture: Invest in training and development 

programs for all customer-facing employees to ensure everyone understands and embodies the 

company's customer-centric values. Encourage a culture of excellent customer service across all 

departments, ensuring a seamless and positive customer experience at every touchpoint. 

• Data Privacy and Security as Top Priorities: Implement robust data privacy and security 

measures to protect customer information and ensure compliance with relevant regulations. Be 

transparent about data collection practices and how customer data is used within the CRM 

framework, building trust and demonstrating a commitment to responsible data management. 

By implementing these comprehensive recommendations, Maruti Suzuki can transform their CRM strategy 

from a transactional system into a powerful tool for building strong customer relationships, fostering brand 

loyalty, and achieving long-term market leadership. Remember to tailor these suggestions to the specific 

findings of your research and prioritize recommendations based on their potential impact, feasibility, and 

alignment with Maruti Suzuki's overall business goals. 
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                                                CONCLUSION 

 

 

 

This thesis delved into the intricate relationship between Customer Relationship Management (CRM) 

strategies and customer retention at Maruti Suzuki, India's automotive giant. Employing a mixed-methods 

approach, the research analyzed quantitative data from Maruti Suzuki's CRM system alongside qualitative 

insights gleaned from customer interviews. The findings illuminate a clear connection: effective CRM 

practices significantly impact customer retention. Personalized communication, a well-designed loyalty 

program, and an unwavering focus on service quality emerged as the cornerstones of building strong customer 

relationships and driving repeat purchases. 

However, the research also unearthed opportunities for improvement. Standardizing service quality across 

dealerships, enhancing transparency in service procedures, and leveraging digital touchpoints for deeper 

customer engagement were identified as crucial areas requiring Maruti Suzuki's attention. Additionally, 

adapting the CRM strategy to address the evolving needs of Indian car buyers, particularly regarding the 

burgeoning demand for electric vehicles (EVs), was presented as a critical step for ensuring future success. 

By implementing the proposed recommendations, Maruti Suzuki can elevate their CRM strategy from a 

transactional system into a dynamic tool for fostering customer loyalty and achieving long-term market 

leadership. This transformation hinges on several key areas: 

• Elevating Service Quality and Transparency: A multi-pronged approach is necessary. 

Standardizing service protocols across dealerships will ensure consistency in pricing, repair 

procedures, and customer communication. Investing in service advisor training programs focused on 

technical expertise, customer service etiquette, and transparent communication practices will 

empower them to build trust and foster informed decision-making. Finally, empowering customers 

with knowledge through online resources like service manuals and video tutorials can alleviate 

anxieties and enhance their overall service experience. 

• Personalization and Deepening Customer Engagement: Moving beyond basic demographic 

segmentation, incorporating psychographic data will allow Maruti Suzuki to tailor communication 

and promotions based on customer preferences, risk tolerance, and decision-making styles. This 

deeper understanding fosters a sense of connection and resonates more profoundly with specific 

customer segments. Additionally, a well-orchestrated omnichannel communication strategy that 

leverages SMS, email, and social media allows for targeted messaging relevant to customer segments 

and their car models. Personalized communication that incorporates customer names and purchase 

history data further strengthens the bond with the brand. Finally, integrating customer feedback 

mechanisms like surveys and online reviews directly into the CRM system allows for proactive 

identification of areas for improvement across service quality, communication strategies, and loyalty 

programs. Responding promptly to customer complaints and addressing concerns efficiently 

demonstrates a commitment to continuous improvement and strengthens customer relationships. 

• Optimizing the Loyalty Program for Value Creation: Expanding the loyalty program beyond 

traditional options like extended warranties and free services can significantly enhance its appeal. 

Strategic partnerships with other companies can offer a wider range of rewards, such as discounts on 
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car accessories, travel experiences, or entertainment options. This caters to diverse customer 

preferences and incentivizes continued loyalty. Implementing tiered loyalty programs with escalating 

benefits based on purchase history and service frequency caters to high-value customers. Offering 

exclusive rewards or priority service options demonstrates appreciation for their loyalty and 

encourages continued engagement. Furthermore, exploring gamification elements within the loyalty 

program can boost customer engagement. Awarding points for service visits, referrals, or completing 

surveys, redeemable for various rewards, injects an element of fun and incentivizes desired customer 

behaviors. 

• Adapting to Evolving Trends and Customer Needs: The Indian automobile industry is 

undergoing a seismic shift with the growing popularity of EVs. To stay ahead of the curve, Maruti 

Suzuki must develop targeted CRM campaigns specifically promoting the benefits of EVs, such as 

lower running costs and environmental advantages. Educating potential customers through targeted 

campaigns and strategically integrating charging station information within the CRM system can 

address range anxiety concerns. Equipping service centers with the necessary tools and expertise to 

handle EV-specific maintenance needs and providing training to service advisors on EV technology 

are crucial steps for ensuring Maruti Suzuki remains at the forefront of the EV revolution. 

Furthermore, leveraging customer data to anticipate future trends and customer needs regarding 

autonomous vehicles and car-sharing services allows for proactive adaptation of the CRM strategy. 

This ensures Maruti Suzuki remains prepared to cater to potential changes in customer preferences 

and purchase behavior. 

Beyond these specific recommendations, the research underscores the paramount importance of a customer-

centric approach. By actively listening to customer voices and tailoring the CRM strategy to meet their 

evolving needs and preferences, Maruti Suzuki can cultivate enduring brand loyalty. Prioritizing customer 

satisfaction at every touchpoint, from the initial sales interaction to after-sales service, fosters trust and 

loyalty, solidifying Maruti Suzuki's position as a leader in the dynamic Indian automobile industry. 

In conclusion, this thesis has provided valuable insights into the impact of CRM strategies on customer 

retention at Maruti Suzuki. By implementing the proposed recommendations and embracing a customer-

centric philosophy, Maruti Suzuki can transform its CRM strategy into a powerful tool for cultivating 

enduring customer loyalty and achieving long-term success. This customer-centric approach positions Maruti 

Suzuki to not only navigate the current automotive landscape but also thrive in the face of emerging trends . 
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                                             QUESTINNAIRE 

 

 

1. What is your age group? 

- Under 20 

- 20-30 

- 30-40 

- 40-60 

 

 

2. What is your gender? 

- Male 

- Female 

 

 

3. What is your highest qualification? 

- 10th Pass 

- 12th Pass 

- Graduate 

- Others 

 

 

4. What is your occupation? 

- Student 

- Government Employee 

- Self Employee 

- Private Employee 

 

 

5. What is your marital status? 

- Married 

- Unmarried 
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6. How do you rate the company's response to complaints? 

- Strongly Agree 

- Agree    

- Disagree 

- Strongly Disagree 

 

 

7. What is the primary reason you do not using Maruti Suzuki Cars ? 

- Concerned about safety 

- Built Quality issue 

- Less Features 

- Don’t Know 

 

 

 

8. What is the major barrier you face with online banking? 

- No barriers 

- Don't trust the bank security 

- Finding the technology difficult 

- Inconvenient 

 

9.   How satisfied are you with the Maruti Suzuki products ? 

- Very Satisfied 

- Satisfied 

- Neutral 

- Dissatisfied 

 

 

9. How would you rate the level of customer support provided by the service centers? 

- Excellent 
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- Good 

- Average 

- Poor 

 

 

10. Have you ever experienced any accident on using there vehicles? 

- Yes 

- No 
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