
Project Dissertation Report on 

Factors Influencing Customers choice of Delivery 

Services in India 

 

Submitted By 

Jitendra Kumar Sah 

2K18/MBA/118 

 

Under the Guidance of  

Mr. Dhiraj Kumar Pal 

Assistant Professor 

 

 

 

DELHI SCHOOL OF MANAGEMENT 

Delhi Technological University 

Bawana Road Delhi 110042 

 



i 
 

CERTIFICATE 

This is to certify that that the Project Report titled “Factors Influencing Customers 

Choice of Delivery Services in India” is an original and bonafide work carried out by 

Mr. Jitendra Kumar Sah of MBA 2018-20 batch and was submitted to Delhi School 

of Management, Delhi Technological University, Bawana Road, Delhi-110042 in 

partial fulfilment of the requirement for the award of the Degree of Masters of 

Business Administration. 

 

 

 

 

 

Signature of Guide                                                              Signature of HOD (DSM) 

  (Mr. Dhiraj Kumar Pal)                                                       (Prof. Rajan Yadav) 

 

 

 

Place: Delhi  

Date: 

 

 

 

 

 

 

 

 

 

 

 



ii 
 

DECLARATION 

I, Jitendra Kumar Sah, student of MBA 2018-20 of Delhi School of Management, 

Delhi Technological University, hereby declare that Project Dissertation report on 

“Factors Influencing Customers Choice of Delivery Services in India” submitted in 

partial fulfilment of Degree of Masters of Business Administration is the original 

work conducted by me. 

The information and data given in the report is authentic to the best of my knowledge. 

This report is not being submitted to any other University for award of any Degree, 

Diploma and Fellowship. 

 

 

 

 

 

(Jitendra Kumar Sah) 

Place: Delhi  

Date: 

 

 

 

 

 

 

 

 

 

 

 

 



iii 
 

ACKNOWLEDGEMENTS 

I take this opportunity to extend my sincere thanks to DSM, DTU for offering me a 

unique platform to gain exposure and garner my knowledge. 

I would like to extend my heartfelt gratitude to my Project Mentor Mr. Dhiraj Kumar 

Pal for his guidance and valuable suggestions on completing the project and making it 

a great learning experience through constant guidance, encouragement and support. 

Last but not the least I would like to express my profound gratitude to the faculties and 

the students of DSM who contributed in their own ways in successful completion of 

my project. 

 

 

 

 

(Jitendra Kumar Sah) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



iv 
 

EXECUTIVE SUMMARY 

The principle goal of our studies is to discover the elements which cause consumer delight 

amongst clients of courier provider businesses in India. To show the factors which we see 

as essential are being supported by means of records collection via questioners distributed 

to 100 clients of courier services (Blue Dart, DTDC and FedEx). Results suggest that 

notion of carrier fine and on time shipping was the maximum prominent elements causing 

client pride or dissatisfaction. 

Patron pride has gained fantastic attention of marketers in latest years due to ever 

increasing aggressive markets and switching of customers from one business enterprise 

consumer to every other for higher offers. It has lengthy been recognized that purchaser 

satisfaction performs an essential role for achievement and survival in ever growing 

aggressive marketplace. The glad customers have the strength to decorate and increase the 

move selling of providers or carrier vendors. This shows that pleasure of customers has a 

right away impact at the income and call for of carrier companies. 

Consumer pleasure has improved due to higher patron impact and reliability over the 

offerings being provided ensuing in higher financial overall performance. So, the greater 

customers rely and perceives your offerings as better the higher can be the income of firm. 

Customer pride also performs a widespread role in establishing, developing & preserving 

profitable client courting. Sound consumer dating is obligatory for easy going for walks 

of a business enterprise, as client can prove to be an enterprise’s commercial via his/her 

word of mouth. It is proved that to maximize earnings groups try for zero defection via 

customer satisfaction as retaining consumer is more worthwhile than attracting new ones. 

As agencies can avoid big commercial charges by preserving customers and shifting the 

tiers of patron i.e. Silver to gold and gold to platinum clients. A glad patron with a 

corporation’s services or products is frequently seen as a trademark of organization’s 

fulfillment and aggressive gain. As purchaser delight is an indication of business 

enterprise’s better overall performance and true consumer dating, retaining marketplace 

competitiveness as properly. Measuring patron pride is also an exercise which proves 

useful for agencies in assessing their offers effectiveness. Rating client delight has an 
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advantage that they permit us to degree client’s belief, which infect ultimately power 

customers to make buy decision. So, client delight also enables us to are expecting client’s 

buy choices in future. A sense of success and accomplishment is also furnished to 

employees by measuring purchaser satisfaction. A happy consumer is also a supply of 

motivation for personnel to perform better, live to tell the tale competition and introduce 

revolutionary thoughts in market. 
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CHAPTER 1 

INTRODUCTION 

1.1 Background of the Study 

The customers are very essential and play a critical function in any process of marketing. 

Nowadays, customers are the kings of the marketplace because the consumer loyalty and 

consumer desire are built via the goods and the offerings presented to the clients and that 

they seek for the more benefits and cash's well worth for the amount they spend. This is 

wherein the idea of customer choice and purchaser conduct comes because the customers 

make the entrepreneurs to reconsider approximately designing the goods and offerings. 

They ought to think about the marketplace segmentation, marketplace techniques, patron 

behavior, customer's tastes, consumer's life-style etc. Additionally. Many entrepreneurs 

are clever enough to understand consumers' wishes, wishes and demands and perform past 

their expectancies i.e. They delight them. It offers them growth, profitability and creativity 

with lot of innovations.  

Need to apprehend patron preference 

Has every person ever questioned why a corporation frequently loses quite happy 

customers? Why is it that clients will frequently suggest they're glad with how they have 

been handled however then leave for a competitor at the primary possibility? Why is 

customer defection often unrelated to charge? The perception that consumers choice of 

one product or one carrier for some other isn't new. The potential to become aware of and 

degree the ingredients of such desire opinion with any accurateness and reliability has 

most effective lately grow to be available. 

Studies into this region of purchaser behavior has brought information to a number of the 

important troubles with fashionable consumer pleasure studies. “Most importantly, we've 

come to recognize that high patron pride does now not assure persevered purchaser choice. 

Pride research during the last fifteen years demonstrates that high delight rankings, while 

a degree of corporate overall performance on a set of critical standards, do now not 

accurately explain the composition of desire formation and consequently often serve as 

insufficient predictors of sustained desire or what's typically known as client loyalty. 
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Loyalty as a concept has additionally shown itself to be hard to define. Like beauty, loyalty 

is certainly in the attention of the beholder. There are different sorts and ranges of loyalty 

and some of these are not suitable in describing the relationship between a purchaser and 

a agency.” But, “preference (described as the power or capability to pick one component 

over another with the anticipation that the selection will bring about extra satisfaction, 

more capability or improved performance) has confirmed the ability to be successfully 

measured and to provide meaningful perception into the choices purchasers make whilst 

deciding on one company over some other and whilst figuring out to keep a dating over 

the years.” 

Choice “ 

The quality or the capacity to select one segment over some other, with the expectation 

that, the decision will bring about more noteworthy delight, greater ability or ventured 

forward execution. 

The rule of contemplated development expects a result for the movement taken. "We lean 

toward a couple of items, "an individual, or some bearer because of the reality we decided 

the article was fine lined up with execution and emotive necessities as passed judgment 

on through near standards. Assessing the general execution considering ways pleasantly 

the item, man or lady or administration meets the inclination hopes. Directly here is the 

issue with most extreme "destined" customer fulfillment bundles. Associations tend to 

welcome their clients about corporate execution on a foreordained arrangement of conduct 

subjects which might possibly adjust to the longing hopes of those clients. This slip-up is 

intensified while organizations treat their clients solidly and rely on that the longing 

drivers for one establishment of customers are equivalent to that for each other". It's miles 

imperative, particularly for bunches endeavoring to serve phenomenally serious markets 

with numerous item/supplier contributions, to separate inclination arrangement added 

substances and inclination hopes inside "clearly shaping" or emanant client sections." 
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1.2 Industry Scenario 

The courier enterprise globally is awaiting a bullish fashion inside the near destiny. This 

enterprise is anticipated to grow as a minimum eight% yr a year till 2015. Globally 

simplest 2% of the express freight is presently carried on aircraft, that is expected to boom 

to 40% through 2015. The world shipment fleet is expected to treble by way of the yr 

2015. 

The worldwide fashion in the direction of outsourcing of non-middle activities has created 

possibilities for courier companies. Privatization has additionally created possibilities. 

There’s a popular fashion for corporations to try to shorten their supply chain via lowering 

their inventory stages. For this reason essentially freight agencies should play a miles 

larger position in fulfilling the necessities and also in offering value effective answers to 

these agencies. 

There are very small courier agencies that serve area of interest marketplace, and then 

there are the huge, integrated companies with worldwide reach. Barriers of access at one 

degree had been quite low on the one hand; investments in infrastructure for extra 

sophisticated players can be very high. 

The courier enterprise is becoming increasingly aggressive. It’s a quantity commercial 

enterprise and the smaller gamers quickly recognize that after which they begin to reduce 

quotes to survive. Regrettably, very few of the smaller gamers can back it up and that they 

become slicing corners. They also always outsource plenty of the work to certainly one of 

the bigger players. Excessive charge of inflation and ever growing fuel costs as an ongoing 

task for the enterprise are one of the demanding situations. Third and fourth party logistics 

too, gift a task for the US. 

Delivering files is not the mainstay of the courier enterprise. Turning in files is turning 

into a smaller part of their business. There’s a standard worldwide trend for groups to 

reduce their inventory. Instead of getting regional warehouse, through deploying the 

services of a courier business enterprise, businesses are able to do their distribution from 

fewer warehouse. 
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Although it increases the boundaries to access, this doesn't stop people from setting up 

new companies. As for the destiny, there may be fewer smaller businesses, however 

greater medium to huge players. There might be shrinkage within the wide variety of 

gamers but industry, as an entire would now not shrink. 

Key activities 

The traditional view of the important thing sports is as given below. The agencies 

checked out the business as transporting goods from one vicinity to any other. They 

attempted developing cost by doing it inside the most efficient manner and not using a 

actual focus on clients.

 

However, with the rapid evolution of the industry and the changing market scenario in 

terms of consumer demands, a re-look at the key activities is essential. 

 

The key activities are actually viewed from a factor of view of fee advent at each stage. 

This is driven by the method of customer support and the guide for that is especially IT. 
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“A number of the cost addition that is taking place in the industry is: 

• Pickup and shipping of the package deal on the client’s premises. 

• Buying planes to make sure fastest mode of transport and not being depending on  

             passenger airlines. 

• Giving a consumer a huge variety of services to choose from an attempt to cater 

to purchaser’s each demand. 

• Growth of significance of advertising personnel in keeping courting with key 

account clients and keeping them satisfied.” 

 

Drivers of Courier enterprise 

These days international trade is moving at a pace in no way predicted when they first 

began the business. The express distribution enterprise has been able to meet the 

corresponding growth in consumer demand due to a unique mixture of factors. 

• A big transport infrastructure now exists to transport items rapidly 

• There has been a brilliant liberalization of the limitations to change, endorsed with 

the aid of monetary groupings round the sector. 

• The enlargement in new era has helped carry each issue of the supply chain 

together from order access, to manufacturing, assembly and distribution. 

 

SWOT analysis of enterprise “ 

Strengths: 

• Non-Regulated industry – There are no licenses needed to enter this industry. 

• Excessive access barriers – as courier agencies must make quite a few funding in 

organising a network and for it the requisite infrastructure and era must be set up. 

This discourages new entrants to a big volume. For instance, the agencies also 

require a lot of trained manpower within their fold.” 

• Economies of scale – These firms are degree driven and blossom with economies 

of scale. The foundation and innovation must be establishment paying little heed 
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to the measure of business venture if the fine of administration must be world far 

reaching. Consequently, the endeavours transform into beneficial best after certain 

years as there's a gigantic base of clients. 

• Emblem photograph – The firms picture depicting a current venture has been 

progressed as the years progressed. People rather favour for preserving and 

managing groups they treated before. That is due to the fact they would no longer 

always trust some new enterprise to supply their parcels properly. The alternative 

element is the family members with government. Businesses (customs, octroi and 

so forth.), which also have to be evolved over a time frame. 

• Constrained gamers – the prepared and excessive return segment is dominated by 

some primary gamers which hold greater than ninety% of the marketplace 

percentage. 

Weak spot 

• Depending on economic system situation – this enterprise is notably depending on 

the general financial situation. “In the mid 80’s the enterprise grew at a fast pace 

at 30-35%. This boom fee became sustained inside the 90’s. But because of the 

general slowdown of the sector economy, there has been a slowdown on this 

industry and the increase price was sluggish at 10-15%. However with the revival 

of the economic system and the more attain of the primary players in this segment, 

the industry is predicted to develop at an growing price.” 

Opportunities “ 

• Logistics – the courier organizations have all identified possibilities to absorb 

integrated logistics answers for other agencies. This outsourcing might allow 

production businesses to concentrate on production and marketing by outsourcing 

stock control to courier groups, the companies can do enterprise in a brand new 

international market excluding any preliminary funding in facilities. This indicates 

lower capital funding at an embryonic stage of the commercial enterprise, for this 

reason reducing the associated danger.” 

• E-trade – The improvement of electronic-trade provided a freedom to the 

businesses to permit clients to address itself on the world wide web. 
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• Fee introduced offerings – The delivering organizations attempt to increase the 

value of the products of their clients to separate themselves from their rivals. 

• Reverse integration – The firms businesses now cease to be dependent on others 

for the assistance they prompt and feature integrated backwards.” 

Threats “ 

• Economic system slowdown – the enterprise being pushed by means of the overall 

economic situation there is usually the risk of it being tormented by slowdown 

inside the economic system. 

• New technology – the organizations also want to be constantly in contact with the 

brand new era to help them provide the great services viable. Today such things as 

monitoring and tracing is fairly common and has turn out to be a norm.” 

• Authorities regulation – to begin operations in US., an operator wishing to use its 

own plane must obtain touchdown, take off and different rights in that 

marketplace. Further, executive owned competitors in the form of country wide 

postal services would possibly pose a barrier. 

 Porter’s five force model 
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Aviation Industry 

Internationally, the express business is a piece of the aeronautics undertaking and a subset 

of the air shipment industry, and “anticipated at about fifty-five billion dollars. The past 

12 months witnessed growing consolidation globally, with the emergence of 4 principal 

players worldwide. One of the international majors currently controlling the enterprise 

would be Deutsche publish, the proprietor of DHL. DHL, with the most important 

international coverage, is making inroads into the united states domestic market. There 

was big press insurance on Deutsche publish acquiring Airborne, the 0.33 biggest player 

within the US., after FedEx.” 

The business has encountered a realignment of associations and a progressively 

unmistakable hole between the premium and reducing give up segments. Blue Dart has 

completely set apart out its sole declare to the top-class stage in which it has set up a 

fortress, taking into account its careful vehicle capacity fortified with the guide of its 

aeronautics machine and age. 



9 
 

The “poor financial affects of the beyond yr have had a mainly crippling impact on the 

global aviation industry. Post 11th September 2001, there has been an boom in safety 

costs, doubling of coverage top class on air transportation, struggle surcharges, and the 

escalation inside the charge of aviation turbine fuel and local ground transportation 

expenses. Aviation turbine gas prices multiplied to US$ 35.98 consistent with barrel (WTI 

index) in February 2003, from a level people$28.50 in September, 2002 and peaked at 

near US$ 40 in step with barrel for the duration of the Iraqi war. The ensuing Indian ATF 

expenses, after central and nation levies, are amongst the very best in the international. To 

mitigate the increase in fuel value, Blue Dart introduced an equitable hedge solution 

through implementing a `gas Surcharge’ mechanism, based totally on the WTI Index of 

the preceding month, with impact from December 2002. A `fuel Surcharge’ on the fee of 

5% was made applicable in December 2002. As according to ̀ fuel Surcharge’ mechanism, 

the surcharge would slide downwards by using 2.5 percent when the fee of oil declined to 

US$24 in step with barrel, and removed completely at a price folks$20 in keeping with 

barrel. But, need to the fee of oil further expand to US$33 according to barrel, the 

surcharge could boom by way of a in addition 2.5 percent, and might ultimately growth 

by using 2.5 percent for each US$4 increase consistent with barrel thereafter.” Floor 

working costs have moreover risen strongly inside the present moment due to heightening 

expenses of diesel and petroleum substances to the commercial center. 

Company Profile 

 “ 
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“Blue Dart is South Asia's leading integrated air explicit service and top rate logistics-

offerings issuer. They have got the most sizable home network masking over three,880 

locations, and provider extra than 220 nations and territories global via their sales alliance 

with DHL, the optimum international logo name in specific distribution offerings.” 

The association has been re-authorized best among a bunch of local/national organizations 

to the shiny latest universal ISO 9001 - 2000 necessities regarding "format, control and 

tasks of domestic explicit transportation and dispersion contributions in the Indian sub-

landmass and to worldwide areas overhauled by means of global express organizations".  

“The business endeavor is South Asia's principle air express transportation organization 

and coordination’s supplier backer and gives an exhaustive scope of items and 

administrations for each home and overall shippers. Blue Dart's ceaseless commitment 

towards making sense of and tending to the wants and stresses of the customers has 

empowered it to offer unparalleled prerequisites of administration top notch with over 

99.95 percent dependability degrees inside the unequivocal business. Throughout the 

years, Blue Dart has constantly developed to satisfy the developing needs of business 

endeavor and clients, enhancing new product and expanding its locale and framework, 

subsequently developing its market rate inside the US. 

For the duration of the yr underneath evaluate, the enterprise completed but every other 

milestone of coping with one hundred,000 shipments a day. Additionally, the corporation 

dealt with during the 12 months over o.o28 billions of shipments, weighing over 77 

thousand tons of total products.”  

Their vision is to set up persevering with excellence in delivery competencies targeted at 

the person client. “In pursuit of sustainable management in first-rate offerings, they have 

got advanced an infrastructure particular in the united states these days. 

• Modern technology, indigenously evolved, for track and trace, MIS, ERP, 

customer support, area manipulate and Reservations. 

• Blue Dart Aviation, devoted capacity to help our time-exact morning deliveries 

through night freighter flight operations. 

• A national surface network to complement our air services 
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• “Warehouses at 14 places across the USA & 6 major metros in India.” 

• “ISO 9001 - 2000 countrywide certification by way of Lloyd's sign up fine warranty 

for our entire operations, products and services.” 

• “Ecommerce B2B and B2C projects along with partnering with a number of the 

prime portals inside the country.” 
“ 

Aggressive advantage lies in  

“Great and unheard-of domestic community linked by means of some of the maximum 

advanced communications structures and positioned to provide a steady, top rate, 

standardized quality of provider.” 

“A spectrum of offerings to provide custom designed solutions 

They're the most effective explicit carrier within the US. Today which gives a whole range 

of offerings that make bigger from a d0cument to a constitution-load of shipments. Their 

services are relentlessly monit0red to deliver a net provider degree of 99.96% (as on July, 

2005).” 

“Customs and Regulatory know-how 

They have a dedicated group of specialists who offer the information for customs in 

addition to regulat0ry clearances at all States in the united states, to guide seamless carrier 

to the customer. Technology Designed to decorate the reliability of their operations and 

method efficiency, and upload fee to the patron thru time and price financial savings.” 

Air network “ 

The best one in all its type within the united states of America nowadays this is centered 

on carriage of packages as its prime business, as opposed to as a by-product of a passenger 

airline. A devoted aviation machine to help Blue Dart's services is self-sustaining, with its 

personal bonded warehouses, ground handling and renovation functionality.” 
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People pressure 

“Committed, numerous and over three, 900 sturdies are their maximum valued asset. All 

their achievements had been possible due to the fact they have a group who has confidence 

in themselves and their office, a group with a triumphant outlook. They may be a learning 

business enterprise, they price self-development, and maximum of their managers are 

homegrown.” 

Imaginative and prescient "To be the first-rate and set the pace in the air explicit 

incorporated transportation and distribution enterprise, with a commercial enterprise and 

human conscience. 

They commit to expand, reward and recognize their folks that, via high best and expert 

service and use of sophisticated technology, will meet and exceed customer and 

stakeholder expectancies profitably. 

Corporate Governance 

Corporate Governance is the mixture of voluntary practices and compliances with legal 

guidelines and guidelines main to powerful manage and control of the organization. 

Precise company Governance leads to long term shareholders fee and enhances the interest 

of different stakeholders. 

Blue Dart is completely dedicated to appropriate corporate Governance and has 

consented to the corporate Governance Code as specified underneath the arrangements 

of Clause of the posting concurrence with the stock Exchanges." It trusts in providing 

contributions through straightforwardness in the entirety of its dealings. It accepts 

corporate Governance is an essential instrument at investors' profits and cost 

improvement. " 

Guiding ideas 

• They deal with every other fairly and with admire and dignity. 

• They inspire freedom in conversation of thoughts and ideas in all our 

interactions. 
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• They price integrity and we are able to be uncompromising in upholding it 

always. 

• They ensure that our PSP (human beings service profit) philosophy serves as a 

using force in the back of the achievement of our employer. 

• They inspire and inculcate in all a triumphing mind-set. 

• They encourage learning, self-development and constructing powerful 

management. 

• They offer a piece vicinity where each and every worker is nurtured and who, in 

turn, will nurture the company, thereby making money for stakeholders. 

• They count on our humans to be liable for all their actions associated with the 

corporation. 

• They drive the first-Time legitimate plan to accomplish 100% top notch and 

client amuse." 

• They drive the first-Time proper idea to attain 100% first-class and customer 

delight.” 

• “They inspire passion and enthusiasm for work, service best and client Care.” 

• “They assignment a superb, caring and expert image folks and our services at all 

times.” 

• “They keep away from waste by being conscious of the impact of all our moves at 

the environment.” 

• They stay a decent, unopinionated and sacred enterprises. 

Blue Dart assessment 

• Description: South Asia's most reasonable dispatch and fused air express pack 

Distribution organization. 

• Establishment: November of 1983 A.D. 

• Head office: Mumbai. 

• Revenues: Rs. 29.41 billion (FY 2017-2018). 

• Quantity of Shareholders: 17,427 (As on thirty first March, 2018). 

• Domestic zones: 13,880 plus places Serviced. 
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History 

“FedEx c0mpany is an American worldwide dispatch delivering administrations enterprise 

set up in Memphis, Tennessee. The name "FedEx" is a syllabic shortening of the call of 

the organization's interesting air office, Federal express, which changed into utilized from 

1973 until 2000.” 

“FedEx partnership is an import/send out association, included October 2, 1997 in 

Delaware. FDX business venture changed into situated in January 1998 with the 

acquisition of bore gadget Inc. With the guide of Federal explicit. Fedex's first van showed 

at the FedEx world Headquarters with the procurement of value, FedEx began granting 

different administrations aside from unequivocal conveyance. Quality auxiliaries secured 

RPS, a little group floor supplier; Roberts express, a facilitated dispatching guarantor; 

Viking Freight, a local, substantially less than truckload cargo supplier serving the 

Western India; Caribbean Transportation benefits, a supplier of airfreight sending among 

the India and the Caribbean; and quality Logistics and gauge age, merchants of 

coordination’s and time arrangements. FDX boss become established to administer the 

entirety of the activities of those organizations and its one of a kind air division, Federal 

express.” 
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"FedEx partnership is an import/send out association, included October 2, 1997 in Delaware. FDX business venture changed into si tuated in January 1998 w ith the acquis ition of bore gadget Inc. With the guide of Federal explicit. Fedex's first van showed at the FedEx world Headquarters with the procurement of value, FedEx began granting different admin istrations aside from unequivocal conveyance. Quality auxiliaries secured RPS, a li ttle group floor supplier; Roberts express, a facilitated dispatching guarantor; Viking Freight, a local, substantially less than truckloa d cargo supplier serving the Western India; Caribbean Transportation benefits, a supplier of airfreight sending among the India and the Caribbean; and quality Logist ics and gauge age, merchants of coordinations and time arrangements. FDX boss become established to administer the entirety of the activit ies of those organizations and its one of a kind air div ision , Federal express."

 

Organization Structure and Facts  

“As big business will turn out to be progressively global and serious, anybody from 

business visionaries to enormous enterprises go to us for adaptable and present day 

arrangements. It's the No. 1 priority of every one of our organizations.” 

“Consider them an arrangement of answers which can handle any test inside the worldwide 

of overall business. Each system works autonomously. Which means our individual 

systems might be calibrated, similar to a race vehicle, to convey the extraordinary supplier 

attainable for customers.” 

Task “ 

“FedEx business enterprise will produce superior economic returns for its shareowners via 

supplying high price- introduced logistics, transportation, and related business services 

through focused running businesses. Customer requirements could be met within the 

maximum nice way appropriate to every market phase served. FedEx will attempt to 

broaden mutually worthwhile relationships with its group contributors, partners, and 

suppliers. Protection can be the first attention in all operations.Company activities might 

be performed to the best moral and expert chief.” 

FedEx has central goals as a main priority for its extraordinary class arrangement:  

• “To assist the distributor higher apprehend his industry, their deliver chain and the 

issues impacting them aid.” 
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• To increase “tools that distributor can use to improve their” commercial enterprise. 

Enterprise existence Cycle 

“FedEx gives a huge variety of transportation services and that they accommodate to the 

widest variety of shipments. FedEx is within the transport services enterprise, that is an 

oligopolistic enterprise with few hooked up competition. The delivery services enterprise 

may be labeled as being in the mature stage of the enterprise life cycle. The few 

competition in this enterprise, consisting of UPS, DHL and USPS, further to FedEx, each 

have their very own brand dependable customers and coffee fee operations that create 

extensive limitations to access into this enterprise.” 

“With respect to the profundity of rivalry, in develop enterprises “organizations for the 

most part will in general perceive their association and attempt to maintain a strategic 

distance from rate wars.”(Hill Jones, p.57) For develop ventures a strong interest 

decreases the danger of extraordinary dispute among the introduced associations. Be that 

as it may, eccentric fiscal distraction can intention a "stream down" impact, together with 

a drop in an economy causing a lower through out industry request, and as gatherings 

battle to make money a charge struggle begins among bunches in an endeavor, thus, value 

authority might be separated by method for capricious future occasions.” 

Porter’s analysis of 5 Forces “ 

Making use of Porter’s 5 forces version to the enterprise is not an smooth mission provided 

that FedEx employer presents diverse shipping offerings. For simplicity, we tested and 

carried out the Porter’s five forces version to the floor and air-delivery quarter. In FedEx, 

these  sectors are represented via FedEx specific and FedEx ground. FedEx express is the 

world's biggest specific transportation company. FedEx ground, however, is North the 

usa's second biggest provider of small-package deal ground delivery provider, following 

the lead of UPS. Other segments of shipping carrier enterprise are as an example e-

commerce and deliver chain control services, which aren't protected within the Porter’s 

five forces evaluation.” 

• Hazard of latest access by capacity competitors: “The barriers to entry are very 

excessive. One of the motives that there may be a excessive entry barrier is the 
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excessive fixed fee associated with setting up the worldwide transportation 

community. This consists of hubs, ground transportation motors, air fleet, etc. 

Moreover, current organizations can take benefit of absolutely the fee gain finished 

by means of big volume of shipments and economies of scale.” 

• Degree of rivalry between built up firm: “Set up gamers in transport carrier 

industry whole carefully for a market share, as tested by way of the steady warfare 

among FedEx and UPS, the business enterprise who responses first to the 

constantly changing surroundings wins. Hooked up groups must strive for 

continuous development in high-quality, reducing charge, and innovation. There's 

very low switching cost for customers on this enterprise making competition even 

greater intense. Similarly, intense competition is likewise due to the truth that 

maintaining the infrastructure of an explicit delivery company presents an exit 

barrier due to high fixed costs.” 

• Bargaining power of shoppers: “The bargaining energy of huge consumers in 

shipping carrier industry is high. Value associated with switching from one 

delivery provider to every other is very low. Therefore, shoppers can turn to a 

transport company that offer quicker carrier, lower price, or carrier innovation 

without problems. That is specifically true for large agencies, like IBM, which 

ships in massive volumes and can good buy amount reductions.” 

• Bargaining electricity of suppliers: “The provider energy inside this enterprise 

within reason low. Huge delivery carrier company can affect expenses of 

components, like packaging substances. This is due to the fact they buy in huge 

quantities and might flip to distinctive suppliers easily.” 

• Threat of alternative products: “There aren't many substitutes to shipping. In 

this day and age where many corporations have strong on line presence and a small 

bodily presence, it would be difficult to find a substitute in delivering their product. 

Delivery services are very tons similar to a commodity, in that it isn't always 

without difficulty changed with some other carrier or even a comparable carrier.” 
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Porter’s five forces model – FedEx Corporation 

 
“ 

Global Competition 

“The competition within the package transport provider may be very worldwide. FedEx 

employer competes with UPS (United Parcel carrier), Blue Dart DHL, USPS (India Postal 

service) as well as a bunch of other smaller groups at domestic and abroad. FedEx provides 

applications to 214 international locations as do most primary players on this enterprise 

like usaand Blue Dart DHL. As well as competing towards larger players, FedEx need to 

also compete with nearby transport companies and international delivery agencies that 

serve most effective their united states of america.” 

“Opposition is not turning into extra global due to the truth that businesses are merging and 

the industry is consolidating and companies are making alliances with every other. Those 

are the visible signs and symptoms of a shakeout taking place inside an industry.” 

Country wide Scenario 

“The conveyance administration industry wherein FedEx works is an integral venture to 

the vast majority of different businesses. The business has a few heads every one of whom 

give different contributions specific turns at the bearer giving. Nearby conditions in 

enormous part affect the tasks of FedEx floor. Thus, FedEx likewise wishes to screen the 

activities of the snared pioneer of this district, UPS. FedEx explicit, on the other hand, 
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faces the entirety of the outcomes of changing universal environmental factors. The 

activities of FedEx express need to react to close by call for circumstances, thing 

circumstances and related and helping businesses of every u . S . A . That FedEx serves.” 

Issue Provosions: “FedEx organisation within the India administers form of advanced 

factors of production. Those are managerial sophistication, logistics information, and 

bodily infrastructure. Logistics is one of the important superior elements which FedEx 

developed for dealing with its complex hubs. Bodily infrastructure that FedEx makes use 

of isn't always most effective airports however additionally roads and ports. 

Neighborhood demand situations: demand conditions within the India thrusts FedEx, as 

well as its competitors, to constantly upgrade its offerings. As customers usually choice 

their shipments delivery faster and cheaper, the delivery service industry ought to 

constantly enhance its services and client responsiveness. The contention of present 

competitors is very severe and the low buyer switching cost only fuels it. Specific shipping 

desires of diverse organizations and individuals call for modern processes and the big use 

of generation on this enterprise. 

Competitiveness of related and supporting Industries: The presence of the world over 

competitive providers and related industries inside the India serves as some other 

complimentary characteristic of countrywide benefit for FedEx’s operations. 

Intensity of contention: As mentioned earlier, the delivery provider industry faces rigorous 

competition for market proportion. Established organizations have to strive for continuous 

improvement in quality, decreasing rate, and innovation. There's very low switching cost 

for clients on this industry making rivalry even greater severe. In addition, extreme 

contention is also due to the reality that preserving the infrastructure of an specific delivery 

employer provides an go out barrier because of high fixed fees. Contention forces 

businesses on this industry to enhance its offerings, making them better worldwide 

competitors.” 
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DTDC Courier Services is one of the main unequivocal dispersion companies in India 

overlaying both home and overall administrations established in the a year 1990. “DTDC 

is in its 20th. 12 months of operations in India. It has a large transport community covering 

close to 10.000 pin codes giving its clients the quality reach within the usa. Its efficient 

worldwide network spans over 24 worldwide destinations supported by its own places of 

work america, uk and Dubai and accomplice offices in all the important worldwide 

locations. Centered in Bangalore DTDC has its Zonal places of work in Bangalore, 

Mumbai. Delhi and Kolkata supported via three hundred plus. Own offices and over 4000 

channel partner offices spread throughout the country delivering over a hundred million 

shipments every 12 months. Employer has the state of art IT infrastructure to support their 

operations and has constructed many custom designed programs for its corporate 

customers. Underneath the capable leadership of Mr. Subhasish Chakra borty. The 

founder chairman of the organization, DTDC has an efficient crew of control professionals 

who're working spherical the clock handing over fee to their clients. 

DTDC has been innovating constantly to offer products and services that meet customers’ 

modern-day and destiny want. Nowadays you .1 find DTDC imparting a extensive variety 

of services like specific. Courier. Cargo. DTDC's client profile cuts across the industry 

verticals covering banking. Insurance, telecom. Manufacturing and IT. Business 

enterprise affords. Super solutions for E-commerce enterprise and has the capability of 

seamless integration of packages with the customer providing green transaction and 

database. Control. DTDC has strategic equity participation via ADAG group. DTDC plans 

to consolidate its increase and its vision is to interface with clients greater often in their 

fee chain via presenting the huge range of merchandise and carrier. DTDC focuses by and 

large on Courier provider. And load [Logistics, offerings. It's miles a service area business 

enterprise, imposing importance on fulfilling the client's transport of consignments to its 
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designation. Starting from files to heavy freights. The imaginative and prescient and 

mission of the organization are as follows:” 

• Vision- To be the most reachable across the country and a hit explicit Distribution 

undertaking in India with the guide of get together and surpassing their client's 

desire for contributions. 

• Assignment-To apprehend Consumers Loyalty and make it a goal of the agency. “ 

A number of the customers of DTDC 

A) The Telecom zone clients 

• Airtel 

• Aircel 

• Vodafone 

B) bank customers 

• Axis bank 

• Citi bank 

• HDFC financial institution 

• BOB 

C) IT clients 

• ABB 

• Bharat Forge 

• BHEL 

• Thermax 

D) other clients 

• Sony 

• Philips 

• Dell” 
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Distribution network of DTDC 

The organization branch regularly covers a particular scope of pin codes that have been 

foreordained for reason for incredible conveyances. “Insurance of the pin code variety is 

dealt with by way of way of assigning a devoted franchisee for every pin code, who covers 

the geographical expanse falling under the problem pin code. The overall performance of 

the deliveries for the range of pin codes assigned is sorted by means of the DTDC 

department. The organisation's important distribution network covers locations like 

Ahmedabad, Bangalore, Bhubaneshwar. Chennai. Cochin, GGR. HHPJ, Hyderabad. 

Indore, Kolkata,Mumbai, Nagpur, North Delhi, Patna, Pune,South Delhi. UP.” 

1.3 Problem Statement 

Understanding and meeting clients’ expectancies and eventually being different from 

competitors are crucial in order to continue to exist in these days international of 

globalization. Because of the dynamic environment and growing demand of better service 

from the patron, it's miles a need to for courier industry to offer great service and 

cognizance on continuing development, if you want to remain the distinctiveness in their 

offerings and create extra aggressive benefits than the competition. 

The take a look at is being performed for the DTDC logistic to discover the consumer 

possibilities in choosing DTDC. It's far required to find the conceivable outcomes 

fundamentally dependent on specific viewpoints (request, value, salary, ranges 

determination of items and administration pride level of clients). 

1.3 Objectives “ 

• To examine the patron choices in selecting DTDC. 

• To study the factors this is affecting the selection of customers in selecting a 

delivery service. 

• To observe the factors that keep the clients who visit DTDC. 

• To apprehend the price of every corporation. 

• To recognize whether the clients are happy with the prevailing range of carrier 

sample 
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1.4 Scope of the study 

The research is applicable within the area of customer choice making process for buying 

of merchandise at DTDC. The scope of research also facilitates in expertise the 

possibilities of the clients. It'd assist DTDC in designing their advertising promoting 

income.” 
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CHAPTER 2 

REVIEW OF LITERATURE 

Survey of related writing offers a reason for any examination. Tragically, there are not 

parcels contemplates completed on this field of Logistics control. Following are the 

accessible related research experienced inside the spot of Logistics control.  

“The impact of image inclination on readiness to search for has not regularly been 

inspected. Urging systems to the additional particular determination of customer want 

conduct are outfitted by methods for patterns in thought set standard by methods. Helpful 

boosts moreover show up inside the auxiliary studies of clients buying decision and 

repurchase decisions.” 

“Hallowell states that buyer pride on its own one of a kind can not deliver lifetime 

customers regardless of the way that joy can be realized. A suggestion that, “pleasure is 

just a bit nearer to the motivation behind buyer own decision” and that decision results 

gain with the certificate of enjoyment.” 

“An extra expounded meaning is to layout maintenance in light of the fact that the 

customers' preferring, identity duty, consider, readiness to recommend, with the essential 

to be enthusiastic intellectual maintenance develops, and the end goals.” 

“Keeping antique clients moreover charges not as much as getting new ones. The 

organization recognizes the consumers & what clients need, and the underlying charges 

of drawing in the clients have just been exhausted. Old clients likewise pay significantly 

less enthusiasm to contending brands and showcasing, are less cost delicate and make 

ideal verbal (Desai and Mahajan). Supporter maintenance furthermore brings advantages 

such as worker advancement and satisfaction, higher assistance, decline expenses, lower 

charge affectability, decent verbal, higher commercial center offer, increased 

effectiveness and higher productiveness (Zineldin). Clients discarded for method for the 

association, i.e. Those who are low productive or whose wants can't be met by means of 

the labor, need to, be that as it may, presently not be held.” 
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Potter-Brotman “work shows that administration impacts maintenance, and praises the 

benefit of developing all employees to be transporter organizations, with the possibility of 

betterment of associations with consumers in inclination to flourish them. The creator 

states that gatherings need to concentrate on hearing clients' exact voices with an end 

desires to discover what sort of administration they remember to be eminent. ” 

Desai and Mahajan (1998) “studies the ideas of acquiring, developing and retaining clients 

from an intellectual and overall, of feeling disposition. They give method of ways 

perception and results are utilized to expand maintenance, and utilize normal flyer bundles 

for instance of a powerful method for building dedication. The makers recommend that 

so it will take care of clients, packs need to perpetually develop their things and 

organizations with motivation to meet the propelling needs of customers. Their assessment 

moreover expect that held customers are truth be told glad, and now not held genuinely 

because of impulse, absence of concern or torpidity. Associated with support 

methodologies are the improvement of new organizations and things to fulfill and satisfy 

the propelling wishes of the customers and therefore, entertain is a bit of upkeep. ” 

Spreng and Olshavsky (1993) “acknowledge as evident with that what is required is a more 

noteworthy complete hypothesis that determines when disconfirmation will 

influencesatisfaction. Pride considers has started to distinguish some of the conditions 

under which desires disconfirmation is Hkely to convince pride. Sort of item has been 

appeared to guide the effect of disconfirmation on charm (Churchill and Surpremant, 

1982).” 

In sync with Chakrabarty (2006), “the drivers of buyer pride for retail banking can likewise 

vacillate from the drivers analyzed for different administrations. Retail banking supplier 

specialists (Chakrabarty, 2006; Manrai and Manrai, 2007) looking for to perceive those 

drivers have recognized not irregular undertakings, which were all focused on offering 

direct retail client points of interest. Be that as it may, the impact of those shopper driven 

assignments on delight changes.” 

Chakrabarty (2006) “analyzed four components that chose normal customer pride among 

in excess of 12,000 joined realm retail banking clients. Arranged by significance, those 

had been: In tremendous expressions, "amuse" can be comprehended as a man or lady's 
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demeanor toward various parts of their ways of life - for instance, the character's own 

movement (pick et al., 2001) or a transporter got from an association (Szymanski and 

Henard, 2001; Wilkie, 1990). A character can therefore have different phases of 

fulfillment at some random time; for instance, an individual is most likely content with 

the manner by which the individual has been treated by utilizing the workers of a bank, 

simultaneously as at the same time being embittered with the initial occasions of the 

equivalent bank.” 

As indicated by Zeithaml (1998, p. 14), “supporter cost is, "the client's regular assessment 

of the utility of an item dependent on impression of what's gotten and what is given". 

Customer esteem is, in this manner, a substitute off among what the buyer got - for 

instance, top notch, benefits, extremely worth, or utilities - and what s/he gave as much as 

gather and utilize an item - which incorporates rate or "forfeits (Woodruff, 1997). 

Woodruff (1997) duplicated in this definition to ensure that his definition genuinely 

embraced the point of view of the customer on cost. It fused each ideal and got esteem 

and accentuated that worth stems from the scholarly observations, options, and 

investigates of customers.” 

“On account that buyer cost dealt with buyer viewpoints, it in this way, at last concerned 

an abstract impression of a man buyer's judgment of the charge of an item (Huber et al., 

2001). Studies demonstrated that there had been contrasts in what directors thought their 

customers esteemed and what customers said they esteemed. Such varieties made the 

capacity for mistakes in the exertion of an undertaking to convey expense to clients 

(Parasuraman et al., 1985; Woodruff, 1997).” 

“Dorairaju in his Article. "administrations of Banks and customer amuse" financial express, 

June 1994, has expressed that buyer is disappointed with the massive procedural design 

in benefiting administrations and the endeavors toward analysis redressal in open area 

banks.” 
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CHAPTER 3 

RESEARCH METHODOLOGY 

The research designs and approaches are offered as follows: 

“Studies technique is a manner to systematically remedy the research issues. It courses the 

researcher to do the research scientifically. It includes of different steps which might be 

commonly followed by a researcher to examine his studies problem along side the 

common sense in the back of them. Records turn out to be data simplest while a right 

methodology is followed. The research methodology includes the common sense at the 

back of the techniques we use inside the content material of our studies study.” 

3.1 Research Design 

“An examinations configuration is the relationship of a situation assortment & 

investigation of facts & figures in a way which may likewise achieve a budgetary 

framework in way. It represents increment making arrangements for arrangement of the 

important realities and the methodologies for use in its study, safeguarding in the objective 

of the exploration receptiveness of time.” 

“There are three kinds of research designs. They may be,” 

• Exploratory research layout.  

• Conclusive studies layout.  

1. Descriptive studies.  

2. Causal studies. 

• Overall progress supervised studies.  

“The studies design used on this have a look at became descriptive research design. It 

consists of surveys and fact-locating enquiries of different types. The principle function 

of this method is that the researcher has no control over the variables; he can report only 

what has happened or what is going on.” 
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3.2 Expatiation of Method 

A studies Survey will be carried out amongst one hundred clients to recognize the factors 

influencing clients’ desire of delivery offerings in India. For the research we can cross for 

the descriptive studies and exploratory research which is in particular primarily based on 

primary records. As a result it is going to be vital to conduct a studies at the technique. 

The method of Random Sampling may be used in the evaluation of the records. The 

sample covered the personnel from all of the cadres, encompassing the senior most 

officials to the people. 

Sampling Technique and size 

The simple random sampling method was used during the study.  

Sample size  

A total of 100 customers were surveyed. 

Tool for data collection  

The essential primary information was acquired through close personal association. The 

data was assembled from the organized questionnaire survey. 

Sources of Data  

• Primary information 

• Secondary information  

Primary Data  

The records accumulated out of the blue through notion and assembly method. The 

statistics is amassed by watching the running of various divisions and moreover via 

interviewing the directors of the sizeable variety of workplaces. It's miles additionally 

gotten by means of the assistance of group of workers individuals.  

“ 
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“Secondary Data 

Secondary data has been collected from the Company Website, Internet etc. ” 

Statistical Tools 

“The data are analyzed through statistical methods. Simplex percentage analysis is used for 

analyzing are used for analyzing the data collected.” 

Simplex percentage analysis 

“Percentage analysis is the method to represent raw streams of data as a percentage (a part 

in100‐ percent) for better understanding of collected data.” 

Graphs 

“Graphical representations are used to show the results in simple form. The graphs are 

prepared on the basis of data that is received from the percentage analysis.” 
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CHAPTER 4 

DATA ANALYSIS AND INTERPRETATION 

1. “Gender of Respondents” 

Table no. 1 

Gender No. of Respondents Percentage 

Male 50 50% 

Female 50 50% 

Total 100 100% 

 

Chart no. 1 

 

Interpretation: 

“From the above table it is clear that 50% of the respondents are male and 50% are females.” 
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2. “Age of the respondents” 

Table no. 2 

Age group  No. of Respondents Percentage 

18-25 years 12 12% 

26-35 years 29 29% 

36-45 years 36 36% 

46 years and above 23 23% 

 

Chart no. 2 

 

Interpretation: 

“From the table, out of 100 response captured for the study uncovers that 36% of the clients 

are of the 36-45 age group, 29% are 26-35 age group gathering, 23% are 46 years plus & 

12% of the clients are of the age gathering of 18-25 years.” 
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3. “Educational qualification” 

Table no. 3 

Educational qualification No. of Respondents Percentage 

Up to SSC 30 30% 

HSC 20 20% 

Graduate  38 38% 

Post graduate 12 12% 

 

Chart no. 3 

 

Interpretation: “ 

“Table 3 reveals that 30% of the respondents have an education qualification of up to SSC, 

20% of the respondents are HSC qualified, 38% of the respondents are graduates and 12% 

of the respondents are post graduates.” 
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4. “Occupation of the respondents” 

Table no. 4 

Occupation No of Respondent Percentage 

Unemployed 13 13% 

Salaried 58 58% 

Self-Employed 21 21% 

Business 8 8% 

 

Chart no. 4 

 

Interpretation: 

“From above table calculation it can be concluded that 58% of the clients are salaried 

workers, 21% of the clients are independently employed, 13% of the clients are jobless 

and 8% of the clients are entrepreneurs.” 
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5. “Monthly Income (in Rs.)” 

Table no. 5 

Monthly Income No. of Respondents Percentage 

Less than 20,000 18 18% 

20,000 – 30,000 26 26% 

30,000 – 40,000 37 37% 

More than 40,000 19 19% 

 

Chart no. 5 

 

Interpretation: 

“From the above analysis it is clear that 37% of total 100 customers have a monthly income 

of 30,000 to 40,000. 26% of the respondents have a monthly income of 20,000 to 30,000. 

19% of the respondents have a monthly income of more than 40,000 and 18% of the 

respondents have a monthly income of less than 20,000.” 
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6. “How often do you use a courier service?” 

Table no. 6 

Opinion No. of Respondents Percentage 

More than once per month 12 12% 

Once a Month 12 12% 

Once every three months 25 25% 

Once every six months 23 23% 

Once a year 28 28% 

 

Chart no. 6 

 

Interpretation: “ 

From above data calculation it can be concluded that 28% of the clients use courier 

services once a year, 23% use once every six months, 25% use once every three months, 

12% use once a month and 12% of the respondents use courier services more than once 

per month. 
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7. “Wide Range of useful services.” 

Table no. 7 

Opinion Blue Dart DTDC FedEx 

Strongly disagree 8 8 12 

Disagree  21 13 19 

Neither agree nor disagree 24 12 25 

Agree  32 45 30 

Strongly agree 15 22 14 

 

Chart no. 7 

 

Interpretation: 

From the data calculation it is easily identified that in comparison to Blue dart and FedEx, 

customers are more satisfied with DTDC when it comes to wide range of useful services. 
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8. “Efficient time bound services.” 

Table no. 8 

Opinion Blue Dart DTDC FedEx 

Strongly disagree 7 4 3 

Disagree  12 6 20 

Neither agree nor disagree 19 8 23 

Agree  40 58 35 

Strongly agree 22 24 19 

 

Chart no. 8 

 

Interpretation: 

From the data calculation done it is conclusive that in comparison to Blue dart and FedEx, 

customers are more satisfied with DTDC when it comes to efficient time bound services. 
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9. “Standardized delivery system.” 

Table no. 9 

Opinion Blue Dart DTDC FedEx 

Strongly disagree 6 10 18 

Disagree  20 12 15 

Neither agree nor disagree 22 15 19 

Agree  35 43 33 

Strongly agree 17 20 15 

 

Chart no. 9 

 

Interpretation: 

From the data calculation done it is conclusive that in comparison to Blue dart and FedEx, 

customers are more satisfied with DTDC when it comes to standardized delivery system. 
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10. “Almost all areas are covered for delivery.” 

Table no. 10 

Opinion Blue Dart DTDC FedEx 

Strongly disagree 15 10 14 

Disagree  29 8 21 

Neither agree nor disagree 19 17 20 

Agree  25 36 28 

Strongly agree 12 29 17 

 

Chart no. 10 

 

Interpretation: 

From the data calculation done it is conclusive that in comparison to Blue dart and FedEx, 

customers are more satisfied with DTDC when it comes almost all areas are covered for 

delivery.” 
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11. “Tracking of delivery is updated immediately after delivery.” 

Table no. 11 

Opinion Blue Dart DTDC FedEx 

Strongly disagree 11 10 11 

Disagree  20 12 21 

Neither agree nor disagree 20 13 22 

Agree  33 40 31 

Strongly agree 16 25 15 

 

Chart no. 11 

 

Interpretation: 

From the data calculation done it is conclusive that in comparison to Blue dart and FedEx, 

customers are more satisfied with DTDC when it comes to tracking of delivery. 
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12. “Upgraded technology for better services.” 

Table no. 12 

Opinion Blue Dart DTDC FedEx 

Strongly disagree 7 13 16 

Disagree  20 12 15 

Neither agree nor disagree 22 10 25 

Agree  33 45 31 

Strongly agree 18 20 13 

 

Chart no. 12 

 

Interpretation: 

From the data calculation done it is conclusive that in comparison to Blue dart and FedEx, 

customers are more satisfied with DTDC when it comes to upgraded technology for better 

services. 
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13. “Modernized ways of confirming the receipt of delivery.” 

Table no. 13 

Opinion Blue Dart DTDC FedEx 

Strongly disagree 12 8 12 

Disagree  22 15 20 

Neither agree nor disagree 20 13 24 

Agree  33 44 30 

Strongly agree 13 20 14 

 

Chart no. 13 

 

Interpretation: 

From the data calculation done it is conclusive that in comparison to Blue dart and FedEx, 

customers are more satisfied with DTDC when it comes to modernized ways of 

confirming the receipt of delivery. 
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14. “Overall customer services are good.” 

Table no. 14 

Opinion Blue Dart DTDC FedEx 

Strongly disagree 14 11 14 

Disagree  16 12 14 

Neither agree nor disagree 13 10 15 

Agree  40 54 37 

Strongly agree 17 13 20 

 

Chart no. 14 

 

Interpretation: 

From the data calculation done it is conclusive that in comparison to Blue dart and FedEx, 

customers are more satisfied with DTDC when it comes to overall customer services. 
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CHAPTER 5 

FINDINGS, RECOMMENDATIONS AND LIMITATIONS 

5.1 Findings “ 

• 50% of the respondents are male and 50% are girls. 

• 36% of the respondents are of the age group of 36-45 years, 29% are 26-35 years’ 

age institution, 23% are forty six years and above and 12% of the respondents are 

of the age institution of 18-25 years. 

• 30% of the respondents have an schooling qualification of as much as SSC, 20% 

of the respondents are HSC qualified, 38% of the respondents are graduates and 

12% of the respondents are submit graduates. 

• 58% of the respondents are salaried employees, 21% of the respondents are self-

employed, thirteen% of the respondents are unemployed and 8% of the 

respondents are commercial enterprise proprietors.” 

• 37% of the respondents have a month-to-month profits of 30,000 to 40,000. 26% 

of the respondents have a monthly income of 20,000 to 30,000. 19% of the 

respondents have a monthly profits of more than 40,000 and 18% of the 

respondents have a month-to-month profits of much less than 20,000. 

• 28% of the respondents use courier offerings as soon as a year, 23% use as soon 

as every six months, 25% use once every 3 months, 12% use once a month and 

12% of the respondents use courier services more than once per month. 

• In assessment to Blue dart and FedEx, customers are extra glad with DTDC in 

relation to wide range of beneficial offerings. 

• In assessment to Blue dart and FedEx, customers are more glad with DTDC in 

terms of green time sure offerings. 

• In assessment to Blue dart and FedEx, customers are more glad with DTDC with 

regards to standardized shipping gadget. 

• In evaluation to Blue dart and FedEx, customers are more satisfied with DTDC 

while it comes nearly all areas are blanketed for delivery. 

• In comparison to Blue dart and FedEx, customers are more satisfied with DTDC 

in relation to tracking of shipping. 
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• In comparison to Blue dart and FedEx, customers are more glad with DTDC with 

regards to upgraded era for higher offerings. 

• In evaluation to Blue dart and FedEx, customers are extra happy with DTDC when 

it comes to modernized approaches of confirming the receipt of transport. 

• In contrast to Blue dart and FedEx, clients are more satisfied with DTDC when it 

comes to basic consumer offerings. 

 

5.2 Recommendations 

• Clients are essential for the a success functioning of any enterprise, keeping clients 

in recent times has end up very hard in recent times. Gaining clients self assurance 

is very vital on the part of the service company to maintain in enterprise. 

• Service providers need to apprehend and offer what is expected via the patron to 

fulfill them. Service carriers need to adopt new techniques to draw clients and 

satisfy their needs within the nice viable way. 

• Every and each customer is distinctive and their want and desires also vary, service 

vendors have to understand every client and make him experience critical 

rendering offerings with a few private touch and care as in the long run customer 

is the King. 

• Massive companies make bulk transactions with courier provider vendors and 

grow to be prone to playing corporate and unique discounts and advantages, which 

aren't supplied to normal customers, service companies need to deal with each 

person purchaser equally and no longer deny him of the regular blessings he is 

entitled to get as others. Reductions and other perk benefits appeal to increasingly 

clients making them unswerving to the carrier company. 

• Stiff commercial enterprise competitions in enterprise have led the way to many 

new upcoming companies, which as a end result tempts clients to try new service 

carriers. Provider vendors should at normal intervals degree the loyalty of clients 

to enhance in lagging regions of customer support to preserve customers. The 

service issuer can organize loyalty programmes to degree their level of 

satisfaction. 
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• The service issuer have to offer specific cost introduced services to their customers 

in a manner to cause them to suggest and opt only for the particular service 

company. 

• Operating on small scale commercial enterprise in nearby settings each carrier 

provider need to apprehend the significance of advertising thru word of mouth as 

a strong tool to increase the quantity of clients. 

• Carrier companies must always purpose at presenting desirable offerings to satisfy 

the clients who on their element reward their provider provider with a smile on 

their face and make them satisfied. 

• The provider provider can not make matters paintings with the green and powerful 

co-operation of his worker. He should hire folks that need to be accept as true with 

worth and in a position enough to advantage both the corporation and the client. 

• With development in generation provider carriers can undertake new strategies to 

provide offerings to clients effortlessly. They can introduce SMS tracking machine 

so one can preserve the patron informed approximately the whereabouts of his 

consignment at normal intervals. 

• The SMS monitoring system will help gain the self assurance of the client and 

guarantee him of spark off shipping. 

• Service companies will have tie united stateswith government groups for you to 

not simplest increase business opportunities however also help benefit self 

assurance on the a part of purchaser which could unfold as an outcome of phrase 

of mouth advertising.  

• Within the destiny take a look at of purchaser choice, provider excellent may 

include. 

5.3 Limitations 

• Respondent were reluctant to percentage their revel in accurately. 

• Unwillingness of respected employees of destiny organization enterprise to offer 

relevant information for my examine. 

• Time allocated for the challenge now lacks distinctive analysis of the studies. 
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CHAPTER 6 

CONCLUSION 

The courier industry in India has passed through sea change after globalization, 

privatization, and liberalization. “The top mover for those service sectors nowadays is 

earnings. Courier services have additionally began realizing that enterprise depends on 

patron service and the pleasure of the purchaser and this is compelling them to improve 

customer service and build up dating with clients. The courier enterprise like many other 

provider industries is facing a hastily changing marketplace, new technology, economic 

uncertainties, fierce competition and more traumatic customers and the converting 

weather has presented an remarkable set of challenges. Courier provider is a purchaser 

oriented services industry, consequently, the client is the point of interest and customer 

service is the differentiating elements.” 

Inside the current situation, courier enterprise is constantly pushing the frontiers of threat 

management. “Compulsions bobbing up out of growing opposition, as well as employer 

troubles among management, owners and other stakeholders are inducing courier carrier 

to have a look at more moderen avenues to augment revenues, even as trimming expenses. 

Keeping clients is the number one goal of the service providers. Ultimately, the researcher 

considering all critical elements in client desire concludes that carrier vendors who 

understood client wishes and adopt techniques to fulfill it, will maintain and win the cut 

throat competition.” 
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