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ABSTRACT: The prominence of Bajaj motorcycles is increasing. In this research, factors
that enhance their attractiveness are considered. This research looks at how motorbike buyers'
decisions are influenced by factors like price, performance, appearance, and fuel economy.
Finding out how consumers feel about the Bajaj brand and whether they believe the product
is appropriate for their needs is the aim of the poll. To gain a thorough insight, passenger
surveys and interviews were used, along with market data for context. The results show both
Bajaj's strong qualities and places where customers think the business may do better. Many
people's degree of satisfaction is impacted by technical features and the caliber of post-
purchase customer support. The research takes into account a variety of viewpoints in order
to pinpoint the buyer experience's strong and weak points. Bajaj can utilize this data to
enhance its offerings. The main goal is to increase customer loyalty by ensuring motorcycle
riders are satisfied and admired.
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1. INTRODUCTION run is understanding your consumers'

Customer happiness and preferences are
crucial to a company's success in today's
cutthroat industry. Because of rapid
technology development and globalization,
the gap between customer-centric
businesses and those that don't has grown
even wider. Nowadays, buyers aren't just
taking things as they come; they seek out
products and services that cater to their
values and requirements. Businesses now
need to pay more attention to the factors
that influence consumer decisions and how
effectively they fulfill those criteria as a
result of this shift. Companies are
beginning to understand the need of paying
close attention to client feedback if they
want to maintain a competitive edge.
Therefore, the key to success in the long

wants and needs and satisfying them.

Consumer preference describes the process
by which individuals select a product or
service from a catalog. Considerations like
as quality, pricing, design, brand
reputation, and perceived value all play a
role in these decisions. Psychological
elements, such as consumers' opinions,
motives, and lifestyle choices, influence
their decisions alongside more pragmatic
considerations. There can be a minor but
discernible influence of social trends,
cultural beliefs, friends and family, and
traditional practices on decision-making.
In order to effectively predict consumer
wants and needs and adapt their products
accordingly, businesses should consider all
of these aspects simultaneously. Knowing

47 © 2026 Journal of Digital Engineering and Business Management | www.jdebm.com




A JDEBM

Journal of Digital Engineering and Business Managemet

someone's preferences entails more than
just figuring out what they like.
Determining the reasons behind their
preferences is as crucial.

Conversely, customer satisfaction is a
measure of a company's ability to meet or
surpass customer expectations. A detailed
description of a product or service's
performance as seen through the eyes of
the consumer, factoring in aspects such as
value perception, reliability,
responsiveness, and trustworthiness. When
quality meets or above expectations,
customers are happy. This boosts their
mood, which in turn may influence their
behavior going forward.  Customer
dissatisfaction can lead to formal
complaints, negative publicity, or even a
complete boycott of the company's
products. Ensuring customer satisfaction
has emerged as a critical objective in
today's customer-centric economy, when it
IS more cost-effective to hold on to
existing customers than to find new ones.
One could argue that in modern economy,
client satisfaction and preferences are of
utmost importance. Social media, online
reviews, and online buying have given
people a lot of options and made
information easily accessible. Through
sharing personal experiences, comparing
items, and reading reviews, they are able
to exert greater control over their
purchases. More transparency,
individualized attention, and better quality
are what consumers are requesting as a
result of this power. Businesses must
constantly  innovate  while  keeping
customers in mind to meet their demands
for fast, easy, and personalized services. In
order to maintain a competitive edge, firms
are required to continuously assess client
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needs and adapt their
appropriately.

A company's success hinges on its ability
to anticipate and fulfill consumer needs.
Better service, better products, and more
effective marketing strategies are all
possible outcomes of using these findings.
Organizations can identify discrepancies
between consumer expectations and actual
experiences by analyzing feedback and
actions. This allows them to make the right
adjustments. Satisfied consumers are more
inclined to become advocates for your
brand and encourage others to do the same.
Being loyal results in a reliable source of
income and fortifies relationships. Finally,
consumer satisfaction and preferences are
strong predictors of a company's long-term
success.

strategies

2. LITERATURE SURVEY
Foster & Nair (2021) The significance of
after-sale service in determining customer
satisfaction is emphasized by Foster and
Nair. By responding swiftly and
empathically, customer service
representatives demonstrate that they care
about their clients and want them to feel
comfortable  with  their  purchases.
Employees  with high  emotional
intelligence can empathize with customers
who are experiencing technical difficulties,
while those with good emotional
regulation can keep conversations civil and
to the point. Customers are more loyal
over time when they receive continuing
support after making a purchase, according
to their research. Lack of follow-up makes
consumers  dissatisfied regardless of
product quality.

Lambert & Ortiz (2021) The importance of
positive relationships between customers
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and businesses is emphasized by Lambert
and Ortiz. Research indicates that
customers are very responsive to
employees that demonstrate
professionalism, expertise, and courtesy.
Brand preference is enhanced as a result.
Workers high in emotional intelligence are
able to read their customers' emotions and
adapt their behavior accordingly, resulting
in a more satisfying experience for them.
The services offered seem greater when
you have a cheerful attitude during
negotiating. Customers appreciate those
who are able to keep their composure and
be courteous even when things get heated.

Hughes & Shetty (2021) Reliability,
according to Hughes and Shetty, is crucial
to keeping customers pleased. The findings
demonstrate that consumers have greater
trust in brands that consistently fulfill their
promises, be it prompt delivery, excellent
service, or the prompt resolution of any
issues that may arise. Workers with high
emotional intelligence are more likely to
notice delays and respond
compassionately. Loving relationships last
because dependable people inspire trust
and confidence. Emotional management is
crucial since it improves the company's
reputation when employees remain
composed and dependable even when
faced with challenging events.

Owens & Meera (2022) Owens and Meera
investigate the relationship between price
transparency and customers' perceptions of
value. Customers like it when businesses
provide a compelling justification for why
the benefits outweigh the drawbacks. This
fosters a sense of security and joy. When
negotiating a price, employees who are
emotionally aware and able to control their
emotions are better able to remain polite
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and not show signals of hurt. Clear pricing
improves your reputation and discourages
consumers from defecting, whereas hidden
costs make them doubt your reliability.
Objectivity, honesty, and emotional
intelligence are highly valued by clients,
particularly during negotiations.

Wang & Patel (2022) Wang and Patel
investigate the relationship between a
brand's  credibility —and  consumer
satisfaction. ~ Customers  feel — more
comfortable doing business with well-
known, ethical organizations, according to
their research. Managers can identify
issues with product reliability when
employees are able to control their
emotions and provide genuine, comforting
responses. People are more inclined to
accept and continue using a thing if they
believe in it. Customers’ emotional
intelligence is a lifesaver when they're
faced with difficult decision-making since
their reputation is on the line.

Singh & Torres (2022) The impact of just
complaint ~ resolution on  consumer
satisfaction is examined by Singh and
Torres. Customers are more receptive to
less-than-ideal outcomes when operations
are  conducted with dignity and
transparency, according to their findings.
Employees who are emotionally aware are
better able to discern when they are upset
or furious, while those who are
emotionally controlled are better able to
make rational decisions. Giving customers
what they want increases their loyalty and
trust in a company, according to their
findings. Conversely, complaints and poor
replies are common outcomes of systems
that individuals see as unfair or difficult to
comprehend.
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Nguyen & Bhatia (2023) Customers
should be made happy by providing them
with better items, according to Nguyen and
Bhatia. They demonstrate that consumers
trust and remain loyal to a company when
it is dependable, lasts a long time, and
consistently performs. With emotional
intelligence, employees can recognize
when they've messed up and express how
they feel about it. Proper handling of
complaints is ensured by emotional
modulation. Customers are more likely to
return to a company whose products they
trust. However, poor quality rapidly
spreads by unfavorable word of mouth,
which damages the reputation.

Ricci & Kumar (2023) Ricci and Kumar
emphasize the significance of
understanding. As a result of their
findings, staff members can create
emotionally  supportive  environments
when they observe that individuals are
anxious, exhausted, or dissatisfied. A more
empathetic brand makes consumers
happier and more likely to believe in it.
Employees that are able to keep their
emotions in check are better able to restore
calm to tense situations involving
consumers. Loyal customers are the result
of staff members that genuinely care about
their satisfaction.

Fernandes & Lee (2023) Fernandes and
Lee investigate the impact of service
center reply times on consumer choices.
They realized the need of being responsive
quickly in order to establish trust and
alleviate anxiety. Responding swiftly is
associated with more professional opinions
and more happiness ratings; emotional
management aids employees in remaining
calm under pressure, and emotional
awareness enables one to discern the
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urgency of a customer's tone. In contrast,
being late with an answer damages trust
and annoys customers, so, being
dependable requires being on time.

Lopez & Sharma (2024) Lopez and
Sharma emphasize the significance of
easiness in determining people's desires.
Based on the statistics, customers have
reported lower wait times, better
procedures, and faster service. Workers
who are self-aware are better able to
recognize when they are unhappy due to
inefficiencies, and those who are
emotionally controlled are more tolerant
when dealing with complaints.
Optimisation of procedures reduces effort
while improving the total experience,
which in  turn increases happiness.
Consumers are more inclined to pick and
remain loyal to service providers with
easily accessible websites and fast
response times.

Takahashi & Gupta (2024) Takahashi and
Gupta investigate the relationship between
trust and customer satisfaction in the
banking and insurance sectors. Transparent
policies, open and honest dialogue, and
ethical conduct all contribute to a climate
of trust and safety. Advisors who practice
emotional awareness and management are
better able to help their clients remain
composed throughout challenging
conversations and identify when their
clients are showing indications of anxiety
or uncertainty. When customers trust you,
they are more receptive to your expert
recommendations and remain loyal to your
business. However, trust and pleasure are
negatively impacted in the long run by
unspoken costs or unclear expectations.
Delgado & Peters (2024) An individual's
level of happiness is significantly impacted
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by their communication style, according to
Delgado and Peters. Their research reveals
that people's desires can be significantly
influenced by straightforwardness,
politeness, and honesty. When employees
are able to control their emotions and
recognize when they are mistaken or
unsure of themselves, they are better able
to remain cool during lengthy meetings.
Customers will have a better impression of
the service they receive if you are
courteous and provide them with clear
responses. Customers prefer to be
addressed and heard in a manner that
makes them feel important.

Adams & Kirishnan (2025) Adams and
Krishnan analyze retail strategies that
focus on providing customers with value.
Building trust with customers is facilitated
by constant high-quality products, fair
pricingg and clear and consistent
communication. Responding calmly to
conflicts requires emotional control,
whereas employees who are self-aware are
better able to recognize when clients are
doubtful about the value they are
receiving. Brand loyalty increases when
consumers see a fair value for the money.
Customers are more likely to be loyal and
satisfied with a strategy that focuses on
increasing value.

Silva & Menon (2025) Silva and Menon
investigate consumer satisfaction and the
impact of individualized service on that
satisfaction. According to their research,
customers' perceptions of service quality
are positively impacted by customisation
since it makes them feel valued and
significant. Workers who are emotionally
aware are able to detect when clients feel
ignored, and those who are emotionally
managed are better able to gracefully adapt
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to consumers' evolving preferences. Ideas
that are tailored to each customer's needs
encourage repeat business. The importance
of personalization cannot be overstated, as
customers nowadays expect businesses to
cater to their unique desires and
requirements.

Zhou & lyer (2025) The ease of online
shopping is examined by Zhou and lyer.
When things run well throughout travel
and at checkout, customers are
significantly happier. Emotional
intelligence allows designers to detect
when consumers are upset when they
abandon pages, and emotional
management is critical for effectively
resolving technical issues. Customers are
more likely to complete their purchases
when they can do it easily, quickly, and
digitally. Online interactions that are easy
to use encourage repeat business and
increased frequency of purchases.

3. THEORETICAL FRAMEWORK
CUSTOMER SATISFACTION
Conversely, customer satisfaction is a
measure of how effectively a service or
product satisfies or surpasses consumers'
expectations. The overall impression is
shaped by the following factors: reliability,
product performance, customer service,
shipment, and post-sale assistance. More
happy clients, positive word of mouth, and
repeat business are all indicators of a
happy company. Because customer
satisfaction affects a company's long-term
profitability and competitiveness, it is
important for businesses to track and
enhance customer happiness.

PILLARS OF CUSTOMER
SATISFACTION
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Employees: The Key to Customer
Satisfaction
A customer's perception of a firm is
shaped by their interactions with its
workers.

» Train your employees: Customers
anticipate a prompt response when
they contact your customer care
department via phone or online form.
Problems can be swiftly resolved when
staff ~members have extensive
knowledge of the service or product.

» Empower your employees with
better tools: Acquiring the necessary
level of customer  satisfaction
necessitates the expert combination of
relevant resources and knowledge. It is
insufficient to merely ask your
employees questions; they must also
have access to a tool that empowers
them to take action in response to the
issue.

Understand your customer
Being able to keep your clients happy and
satisfied is crucial if you want them to help
you achieve your goals and expand your
business. A major component in assessing
your consumers' happiness is
understanding their wants and needs.

» Meeting Customers Where They
Are: Customers appreciate it when a
company offers multiple channels for
communication. Customers have many
options when it comes to contacting
brands, including social media, email,
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and phone. With  omnichannel
assistance in CX systems, agents may

manage inquiries  from  several
channels  through a centralized
platform.

» Personalized Support: An effective
strategy for ensuring and maintaining
client satisfaction is to establish and
cultivate close relationships with them.
Brands are expected to listen to
customer feedback. Customers are
happier, businesses make more money,
and the customer experience is better
overall when customization is used.

Leverage Technology

Employing cutting-edge innovation allows

businesses to better cater to client desires.

As a result, businesses are better able to

listen to their consumers, comprehend their

needs, find the most effective ways to
address those needs, and respond rapidly
with the finest solutions.

» Ensure Your Brand is Always
Within Reach: All channels of
distribution must be accessible to
customers. No matter what, your
consumers should always have an
easy way to reach out to your brand,
even after they've made a purchase.
Customers are guaranteed happiness
and satisfaction, and trust and
confidence are fostered in the process.

» Self-help for Quick Customer
Resolutions The modern consumer, it
is said, is impatient and wants instant
gratification. To answer simple
inquiries, customers can employ
personnel powered by Al and ML. By
implementing  these  bots, your
organization has the potential to
reduce response times and make life
easier for clients and employees alike.
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Rewards and recognition
Customer loyalty programs are established
by businesses as a means to encourage
repeat business from clients. Consider
launching a customer loyalty program to
recognize and appreciate your present
clientele rather than concentrating on
attracting new ones. If word gets out about
your program, prospective customers
might be interested in finding out more
about your company.
Simplify Customer Interactions
The accessibility of a fantastic event is
crucial. Where they shop, what they buy,
and their interactions with employees—
particularly the ease of use of the area and
the speed with which they are assisted—all
contribute to the overall satisfaction of the
customers. It is the responsibility of
businesses to ensure that their names are
easily accessible in straightforward ways.
4. LEVELS OF CUSTOMER
SATISFACTION
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Meet Customer Expectations

According to your clients' expectations,
you must fulfill your commitments. Trust
is earned when a business delivers on its
promises, whether they be on-time service,
high-quality  products, or customer
happiness. Customers appreciate the peace
of mind that comes from knowing they can
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rely on the brand and will never be
inconvenienced. People feel more secure
and confident in their decisions when there
is consistency. One of the most crucial
components  of  robust, long-term
relationships is this reliability.

Exceed Customer Expectations

The definition of exceeding expectations is
providing outcomes that beyond the
expectations of the individuals receiving
them. Something as simple as a new
product, improved service, or a heartfelt
gesture might go a long way. These
considerate gestures demonstrate to clients
how much you appreciate and value them.
They depart with more than just a signed
contract; they also carry a sense of
accomplishment. Companies that routinely
surpass expectations make a significant
impression and distinguish themselves
from rivals. When you go out of your way
for customers, even those who aren't
regular buyers become devoted followers.
Delight Your Customers

Customers are more likely to be happy if
you surprise them with moments of joy. A
simple "thank you,"” some immediate
assistance, or an unexpected perk are all
things that can brighten their day. More
enjoyment, social  connection, and
contentment are the results of engaging in
these pursuits. People become ardent
advocates and word-of-mouth marketers
when they have a positive experience with
a brand. Sharing your joy in this way wins
others over and fosters trust.

Amaze Your Customers

The pinnacle of client satisfaction is
astonishment. It takes place when
encounters are distinguishable and long-
lasting. The key is to think outside the box,
stand out, and provide outstanding service.
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Customers who have a positive experience
are likely to become ardent supporters of
the company once they tell others about
how wonderful it was. With such a
powerful promise, positive word of mouth
spreads like wildfire, attracting even more
consumers. Companies that reliably
exceed consumer expectations have a
sustained advantage in the market and the
devotion of their clientele.

5. STEPS FOR CUSTOMER
PREFERENCE

Identify the Target Market: The first
step in learning about customer wants and
needs is to determine who you're selling
to. Finding potential clients requires
considering their age, gender,
socioeconomic status, location, lifestyle,
and purchasing habits, among other
factors. Instead of attempting to satisfy
everyone, firms can zero down on a single
demographic. With a precise
understanding of their target market,
businesses can create  high-quality
products, implement effective marketing
methods, and network with the most
relevant individuals. When companies
have a better idea of what their consumers
want, they can better anticipate their
requirements and create products to satisfy
those wants.

Collect Customer Data: Businesses
require precise and comprehensive client
data in order to comprehend their wants
and needs. Tools like as interviews,
feedback forms, surveys, market research,
and methods of observation are utilized for
this purpose. You can learn a lot about
people's likes, dislikes, expectations, and
suggestions  for  improvement  from
customer data. It also shows you where the
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products and trends in the industry are
lacking. Businesses may avoid guesswork
and make informed decisions with the use
of quantitative and qualitative data.
Analyze Buying Behavior: Learning
about consumers' decision-making
processes is the focus of purchasing
behavior research. Keeping tabs on things
like transaction frequency, brand loyalty,
product usage, and product selection
factors is essential. Businesses can gain
valuable insight into their consumer
demographics and future behavior by
researching these patterns. Seasonal
demand, optimal product combinations,
and the impact of social and emotional
elements are just a few of the trends that
firms might uncover by researching
consumer behavior.

Understand Key Influencing Factors:
Numerous factors influence consumers'
purchasing decisions, including cost,
quality, familiarity with the brand, product
attributes, usability, and individual tastes.
Companies should investigate the impact
of each of these variables on consumer
behavior. For example, some consumers
prioritize affordability, while others may
have a preference for luxury items or
recognizable brands. Companies can tailor
their offerings to meet these demands by
gaining insight into what drives sales for
their customers. Businesses may build
marketing messages that truly resonate
with their target audience by keeping these
elements in mind and focusing on the most
crucial ones.

Segment  Customers Based on
Preferences: Arranging clients into
categories according to their common
interests or desires is the next step after
learning their wants. Grouping customers
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according to their product usage,
purchasing  behavior,  psychographic
profile, and demographic data is possible.
Because of this, companies may more
easily target certain demographics with
their ads, products, and services. Knowing
that various consumer groups have varied
aims allows businesses to offer unique
solutions.

Align Offerings to Preferences: As a last
step in understanding client needs,
associating company products with the
data you've collected is essential.
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Marketing campaigns, product design, and
pricing strategies all need to be fine-tuned
to cater to consumers' needs. A company's
overall value and customer loyalty can be
enhanced by tailoring its goods and
services to meet the needs of its customers.
Goods remain valuable in an ever-
changing market because of this
alignment, which guarantees that they
always fulfill the changing wants of
buyers. At this period, businesses have the
best chance of establishing lasting
relationships with their target audience.

6. DATA ANALYSIS AND INTERPRETATION
TABLE 1: Customer Satisfaction on Key Attributes

Attribute Hl.gh.ly Satisfied | Neutral | Dissatisfied
Satisfied

Price 5 55 25 12
Mileage 6 48 34 8
Looks & Style 8 38 44 7
Pickup 7 45 33 10
Engine Performance 6 52 28 9
Maintenance Cost 10 35 40 12
Comfort 12 40 35 10
After-Sales Service 3 20 30 38

50
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Highly Satisfied
. Satisfied
= Neutral
M Dissatisfied
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TABLE 2: Model Preference among Customers
Percentage
Model Respondents g
(%)
Pulsar Series 60 60%
Platina 18 18%
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CT100/CT110 10 10%
Dominar 7 7%
Avenger 5 5%
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TABLE 3: Factors Influencing Purchase Decision

Percentage
Factor Respondents
P (%)
Mileage 36 36%
Price 20 20%
Brand Image 17 17%
Engine Power 12 12%
Looks & Style 15 15%
35
30
25
20
15
10
5
0 & & & h N
é‘\\ﬁbq Q\\L (\b\(\@q (\QFO\:‘ L";;Jd
%‘D {(FC; \0‘—
TABLE 4: Price Perception of Bajaj Bikes
Price Percentage
Opinion Respondents (%)
Affordable 55 55%
Competitive 28 28%
High 17 17%
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TABLE 5: Service Satisfaction Level
Service Aspect Very Good | Good | Average Poor
Service Timeliness 18 30 32 20
Service Cost 20 43 25 12
Staff Behaviour 20 40 30 10

&
TABLE 6: Satisfaction with Product Quality

W Very Goed
. Good
. Average
. Foor

Level Respondents Percentage (%)
Highly Satisfied 18 18%
Satisfied 52 52%
Neutral 22 22%
Dissatisfied 8 8%
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INTERPRETATIONS:

Comfort (12 very satisfied, 40 satisfied)
and Price (55 satisfied) have the greatest
customer satisfaction numbers, indicating
that these are significant positives. Engine
Performance (6 very satisfied and 52
satisfied) and Pickup (45 satisfied) both
have low degrees of satisfaction. As far as
38 dissatisfied consumers are concerned,
the worst aspect is the after-sale service.
The Pulsar Series is clearly the most
popular model that Bajaj offers, since 60
respondents (or 60%) endorse it. With
18%, the Platina is in second place, and the
CT100 and CT110 both have 10%. This
demonstrates that these models are
appealing mostly to budget-conscious
consumers. Premium vehicles catering to
specialized markets, such as the Dominar
(7% of sales) and the Avenger (5% of
sales), attract interest from smaller groups.
Mileage accounts for 36% of the customer
selections when selecting a Bajaj bike.
When trying to strike a balance between
affordability and reliability, two key
considerations are price (20%) and the
reputation of the brand (17%).
Aesthetics(15%) and Engine Power(12%)
still influence choices, despite how
unimportant they are. That Bajaj's pricing
approach is successful is demonstrated by

¢ &
N 9
« >

the fact that the majority of customers
(55%) consider the price to be fair. A
sizeable portion of the population (28%)
finds it competitive, indicating that it
provides significant value when contrasted
with other names. It appears that
overpricing is not a major issue, since just
17% of respondents thought the price is
significantly too high.

With a score of 63% (20 very outstanding,
43 okay), the poll found that the service's
affordability was the most appreciated
aspect by clients. There are sixty percent
positive evaluations, and the staff's
behavior exemplifies the pleasant attitude
that clients typically have towards the
business. The speed with which the service
is given is the most concerning aspect of
its quality, with 32 ratings being deemed
"average™ and 20 as "not good enough."
Customers are generally quite pleased,
with 70% stating they had an excellent
experience, 18% stating they were
extremely satisfied, and 52% stating they
were content. With 22% of consumers still
on the fence, there's an opportunity to
pique their interest. A dissatisfaction rate
of 8% indicates that people are marginally
dissatisfied.

7. CONCLUSION
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Customers are the lifeblood of every
successful company since their preferences
dictate  the  company's trajectory.
Businesses that prioritize client feedback
are more likely to provide products and
services that are both valued and enjoyed
by their target demographic. Satisfying
customers' requirements not only improves
service quality but also establishes
credibility and demonstrates care. Loyal
customers are more inclined to make
repeat purchases and even spread the word
about how great a service or product is.
This kind of commitment is very valuable
to firms in the modern day because of how
fast things change. Businesses that
prioritize their customers' demands are
more likely to be innovative and flexible.
Customer feedback is like a compass for
your plan; it shows you where you're
succeeding and where you need to make
adjustments. Sales go rise and it's easier to
keep going when customers are happy.
Strong  relationships are built on
prioritizing people's wants, and the main
variables that lead to long-term growth are
happiness and freedom.
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