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Abstract
Analyzing service quality and its correlation with customer satisfaction provides critical
insights into improving business performance and fostering long-term client relationships. This
research explores the service quality dimensions at Pratiksham Softwares Pvt. Ltd., focusing
on their impact on customer satisfaction. A comprehensive study was conducted using a mixed-
methods approach, combining quantitative and qualitative data from customer feedback,
surveys, and interviews. The SERVQUAL model was employed to assess five key dimensions:
tangibility, reliability, responsiveness, assurance, and empathy. Findings revealed significant
gaps between customer expectations and perceptions, particularly in reliability and
responsiveness, which were identified as primary determinants of customer satisfaction.
Enhanced customer satisfaction directly linked to service quality improvements is highlighted
through the statistical analysis, underscoring the need for tailored strategies to bridge identified
service gaps. The study concludes with actionable recommendations, including regular training
for employees, technological advancements in service delivery, and customer engagement
programs. These initiatives aim to elevate service standards, ensuring consistent client
satisfaction and strengthening the company's market position. This research offers practical
implications for managers and contributes to the growing body of literature on service quality
and customer satisfaction in the software development industry.
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INTRODUCTION
Service quality and customer satisfaction are central to any business's success, especially in
service-oriented sectors like software development. As competition intensifies, companies are
constantly striving to meet customer expectations through improved service offerings.
Pratiksham Softwares Pvt. Ltd., a prominent player in the software industry, aims to enhance
its service quality to foster client loyalty and achieve a competitive edge. This research focuses
on assessing the company's service quality and its direct impact on customer satisfaction.[1]
The importance of customer satisfaction is well-documented in business literature. Satisfied
customers are more likely to become repeat clients, leading to increased revenue and positive
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word-of-mouth marketing. Service quality directly influences satisfaction levels, and the ability
to deliver consistently high-quality service is a critical factor in the success of any company.
For Pratiksham Softwares Pvt. Ltd., understanding these dynamics is crucial for maintaining
long-term relationships with its clients.[3]

The SERVQUAL model, which evaluates service quality across five dimensions—tangibility,
reliability, responsiveness, assurance, and empathy—serves as the foundation for this study.
By utilizing this model, the research delves into the various service attributes that customers
perceive as important. These dimensions not only help in assessing the quality of services
offered but also allow businesses to pinpoint areas for improvement that directly affect
customer experiences.|[5]

This study utilizes both qualitative and quantitative research methodologies, gathering data
from customer surveys and interviews. Through these methods, insights into customer
perceptions, expectations, and overall satisfaction levels with Pratiksham Softwares Pvt. Ltd.
are gained. The findings will assist in determining the service quality gaps and help in
formulating strategies to address customer concerns effectively, ultimately contributing to
improved service standards.[7]

LITERATURE-REVIEW

The relationship between service quality and customer satisfaction has been widely studied in
various industries, especially in the service sector. Service quality has been identified as a key
determinant of customer satisfaction, influencing repeat business and customer loyalty.
Numerous scholars argue that service quality must meet or exceed customer expectations to
achieve high satisfaction levels. The SERVQUAL model, developed by Parasuraman et al.,
remains one of the most commonly used frameworks to measure service quality, with its five
dimensions serving as a benchmark for understanding customer satisfaction in service
industries.[1]

In the context of the software industry, the importance of service quality is magnified due to
the intangible and complex nature of the services offered. A study by Chumpitaz and
Paparoidamis (2004) emphasizes that software companies must not only deliver technically
sound solutions but also provide exceptional customer support and communication. These
aspects of service quality, such as responsiveness and assurance, play a critical role in shaping
the customers’ perception of the company and determining their overall satisfaction.[2]
Several studies indicate that the SERVQUAL model is highly effective in measuring customer
satisfaction in service-oriented businesses, including software development. For instance,
Zeithaml et al. (1996) demonstrate that service quality dimensions such as reliability,
responsiveness, and empathy are essential to forming strong customer relationships. These
studies highlight the need for continuous monitoring of customer expectations and service
delivery to ensure that software companies remain competitive in an increasingly digital
world.[3]

METHODOLOGY

The research methodology employed in this study aims to assess the service quality and
customer satisfaction at Pratiksham Softwares Pvt. Ltd. using both qualitative and quantitative
approaches. The study focuses on gathering data from a sample of 100 participants, including
existing clients and business partners. The mixed-methods approach enables a comprehensive
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understanding of customer perceptions, which is essential for evaluating service quality and
satisfaction in the context of a software development company.

A structured questionnaire was designed to collect quantitative data on customer perceptions
regarding various service quality dimensions. The questionnaire was based on the SERVQUAL
model, which evaluates service quality across five dimensions: tangibility, reliability,
responsiveness, assurance, and empathy. A Likert scale ranging from 1 (strongly disagree) to
5 (strongly agree) was used to gauge customer feedback on each of these dimensions. This
approach allows for objective measurement of customer satisfaction and service quality.

In the quantitative survey, qualitative data was gathered through in-depth interviews with a
subset of 20 participants, selected based on their frequent interaction with the company. The
interviews were semi-structured, enabling participants to share detailed insights about their
experiences with Pratiksham Softwares Pvt. Ltd. This qualitative data provides a deeper
understanding of the factors that influence customer satisfaction, which cannot be captured
through a standard survey alone.

OPPORTUNITIES & CHALLENGES

Opportunities in the software industry, particularly for Pratiksham Softwares Pvt. Ltd., arise
from the growing demand for digital solutions and software services in various sectors. The
increasing reliance on technology across industries presents an excellent opportunity for
software companies to enhance their service offerings. Pratiksham can capitalize on this trend
by expanding its service portfolio, including cloud-based solutions, artificial intelligence, and
machine learning technologies, which are highly sought after in the market. This would not
only meet evolving customer needs but also enhance customer satisfaction through innovative
solutions.

Significant opportunity lies in improving customer service and building stronger relationships
with existing clients. By focusing on personalized customer experiences, Pratiksham can
differentiate itself in a competitive market. Regular engagement with clients through feedback
mechanisms, service reviews, and customer satisfaction surveys can help build a loyal
customer base. Enhanced communication channels can facilitate quicker responses to issues
and more effective service delivery, ultimately boosting customer satisfaction and reinforcing
long-term business relationships.

On the technological front, advancements in software development tools and platforms offer
an opportunity for Pratiksham to streamline its service deliveryprocesses. By integrating
modern tools such as automation, data analytics, and advanced project management software,
the company can enhance operational efficiency, reduce errors, and increase productivity.
Leveraging these technologies not only improves service quality but also allows the company
to scale its operations without compromising service standards.

RESULTS AND DISCUSSION

The results of the study reveal significant insights into the service quality and customer
satisfaction levels at Pratiksham Softwares Pvt. Ltd. Among the 100 participants surveyed,
80% reported that they were satisfied with the company's service quality, indicating a positive
overall customer experience. However, 20% expressed dissatisfaction, highlighting areas for
improvement. This split suggests that while the company is performing well, there are still
critical areas where service quality could be enhanced to boost overall satisfaction.

405



International Journal of Innovation Studies 9 (1) (2025)

Customer Satisfaction Levels
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The survey responses indicated that reliability, one of the key dimensions of the SERVQUAL
model, was perceived most positively, with 75% of participants agreeing that the company
consistently delivers dependable and accurate services. Reliability, which includes aspects such
as meeting deadlines and providing error-free software solutions, stood out as the strongest
area in terms of customer satisfaction. This aligns with the company’s commitment to
delivering high-quality solutions on time, which has been a crucial factor in fostering trust
among clients.

Only 55% of participants were satisfied with the company's responsiveness to queries and
issues. This finding highlights a gap in the customer service experience, as clients expect timely
responses to technical problems and inquiries. To address this, the company may consider
expanding its customer support team or investing in automated solutions to handle routine
queries more efficiently, thus improving this aspect of service quality.

Tangibility Satisfaction

Dissatisfied - 20%

Neutral 30%

0% 10% 20% 30% 40% 50% 60%

Empathy was another area where satisfaction was moderate, with 60% of participants
indicating that the company’s staff was generally helpful and understanding. While this reflects
a positive customer experience, it suggests that personalized attention could be enhanced.
Customers in the software industry often seek not only technical solutions but also a deeper
understanding of their business needs. By improving empathy in client interactions, Pratiksham
Softwares could foster more meaningful relationships with clients, leading to improved loyalty.
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The dimension of assurance, which includes the company’s ability to instil confidence in its
customers, received a mixed response. About 65% of customers felt assured by the
professionalism of the company’s staff and their technical competence. However, 35% felt that
there were instances where the staff could improve their communication regarding project
progress and expectations. Clearer communication about project milestones and progress could
help address this concern and reinforce the clients' confidence in the company’s capabilities.
Tangibility, which refers to the physical and technological aspects of service delivery, was
rated the lowest, with only 50% of respondents expressing satisfaction. Many clients pointed
out the need for enhanced user interfaces, updated software tools, and better online resources.
In today’s digital age, customers expect an intuitive user experience, which Pratiksham
Softwares may need to invest in upgrading to ensure that it aligns with industry standards.
CONCLUSION
The analysis of service quality and customer satisfaction at Pratiksham Softwares Pvt. Ltd. has
provided valuable insights into the strengths and areas for improvement within the company’s
operations. Overall, the findings indicate that the company is performing well in key areas such
as reliability and assurance, with the majority of customers reporting satisfaction in these
dimensions. However, there are notable areas where improvement is needed, particularly in
responsiveness and tangibility, which are crucial for enhancing customer experience and
satisfaction.
Reliability emerged as the most highly rated service quality dimension, reflecting the
company's ability to consistently deliver high-quality, dependable software solutions. This
aspect of service is fundamental in establishing long-term trust with customers, and Pratiksham
Softwares has successfully met customer expectations in this regard. Maintaining this high
level of reliability will continue to be essential in retaining existing clients and attracting new
ones.
The company's responsiveness to customer inquiries and issues was highlighted as an area for
improvement. While the majority of respondents were satisfied with the company's services,
many pointed out that faster response times and better communication during problem
resolution could significantly enhance the customer experience. Addressing this concern by
implementing more efficient customer support processes could increase overall satisfaction and
loyalty.
FUTURE SCOPE
The study on service quality and customer satisfaction at Pratiksham Softwares Pvt. Ltd. has
highlighted several areas for improvement, as well as the company's strengths. Moving
forward, the company has substantial opportunities to enhance its service offerings, and the
future scope of this research can explore the further enhancement of these areas. One of the
most promising areas for future study is the integration of advanced customer relationship
management (CRM) tools to improve responsiveness and personalize customer interactions.
This could lead to faster response times and a more tailored service experience for clients.
The company could focus on investing in cutting-edge technology to improve tangibility. With
the rapid advancement of software development tools and user interface design, there is an
opportunity for Pratiksham Softwares to modernize its technology stack. Future research could
explore the impact of these technological upgrades on customer satisfaction and overall service
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quality. Evaluating how these updates align with client expectations and industry standards
could provide valuable insights for future business strategies.

Important area of future research is examining how employee training and development
programs can be enhanced to improve empathy and communication skills. Developing a more
empathetic customer service team, with a focus on building strong, personal relationships with
clients, could significantly boost customer satisfaction. Research could focus on creating a
framework for training employees in emotional intelligence and communication strategies,
which would result in a more responsive and client-focused approach.
RECOMMENDATIONS

Based on the findings from this research, there are several key recommendations for

Pratiksham Softwares Pvt. Ltd. to enhance its service quality and customer satisfaction. One

of the most crucial steps the company can take is to improve its responsiveness to customer

inquiries. With many customers expressing the need for quicker response times, Pratiksham

Softwares should invest in more efficient communication systems and customer support tools.

Implementing a dedicated customer support team with clear service-level agreements (SLAs)

could help ensure that responses are timely and issues are resolved quickly.

In improving responsiveness, the company should also focus on enhancing the tangibility of

its services. As the research highlighted a gap in this area, the company can consider upgrading

its technological tools, software interfaces, and overall user experience. By investing in

modernizing these aspects, Pratiksham Softwares can ensure that customers perceive the

services as high-quality and visually engaging. Collaborating with design and UX experts could

help the company develop more intuitive and user-friendly interfaces that align with customer

expectations.

Important recommendation is to improve the level of empathy and personal communication in

customer interactions. The study revealed that customers value personalized service, and

creating stronger emotional connections with clients can result in higher satisfaction levels.

Pratiksham Softwares could benefit from providing ongoing training for its employees to

develop better communication and interpersonal skills. By fostering a culture of empathy, the

company can build stronger relationships with clients, leading to increased loyalty and

retention.
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