TATA MOTORS ] AFTER SALES EXCELLENCE MOST INNOVATIVE PARTNER

Shree Ambica Auto Sales & Service has taken a number of steps in consultation with Tata Motors, which have helped it to increase its returns,
improve its customer service and enhance its worker's productivity.

Tata Motors Limited's dealer, Shree Ambica Auto Sales & Service was not generating enough
returns from its standalone workshop. The workshop's limited spread across the dealership
territory resulted in a low volume of customers. The attrition rate was high as the workers
were not earning enough incentives, and the workshop bay productivity was less than one.
Low feedback scores from customers who serviced their vehicles also meant that customer
confidence and loyalty were a concern. The reduction in vehicle numbers thus affected
margins while revenues from allied services remained low as the team was not focused on
generating income from them.

Shree Ambica redressed the situation by initiating a number of mauurc&ln consultation with
Tata Motors. It set up a 38 Ci of its territory. It
also segregated the : duced dedicated
manpower for each b E 7

To improve its cus alised call centre with a
dedicated toll-free helpl rate by focusing on Tata
Prolife. It also took steps mer satisfaction levels such
as getting an in-house doctor | ours at the workshop and be
available on call for customers and & ides, it set up a comfortable
waiting lounge with special amenities like ners apart from an exclusive
lounge for key account customers. It even lity for drivers.

HUGE INVESTMENT AGAINST UNCERTAIN RETURNS

THE IMPACT

All these measures have helped the workshop to increase its business. The availability of the in-house
doctor has made the workers feel safe and motivated, which has improved their efficiencies. The
additional amenities have also enabled the workshop to retain its key accounts under the Tata Motors
brand and also increase its sales to them.
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