Case Study No. 13
Superb Automobiles, a Nasik-based heavy vehicle manufacturing company, designed, developed and produced a deluxe car which it called Satisfaction. This vehicle was meant for the elite of the Indian corporate world and other higher income group customers. For an Indian vehicle manufacturing company, Satisfaction was a bold venture. They company's intention was to 'take-on' imported cars which were higher priced.

Superb Automobiles had a market reputation. Hence, Satisfaction was well-received in the market without much initial fuss and skepticism. At the end of the first round of booking, a waiting period of average 5 years was estimated. These 'waitings' enriched the company's coffers by Rs. 50 crores!

But, when the first batch of Satisfaction hit the road, problems began cropping up. There was a steady flow of complaints regarding the performance and road-worthiness of Satisfaction. The service centres that were authorized to undertake the after-sales service on behalf of the company were unable to meet the customers' expectations regarding after-sales service. The problems ranged from availability of spares to expertise in repairing.

The customers had expected Satisfaction to be of international standards because of the reputation and image of Superb Automobiles. Very soon, dissatisfied and angry customers started writing to the CEO of Superb Automobiles. The CEO called for a meeting of the different HODs of the company and discussed the matter. The outcome of the meeting was as follows:
a) The R&D department as well as the manufacturing department did not perform
              adequate user's trials on Satisfaction.
b) The workshops appointed for after-sales service had no expertise to repair the faiults
c) Stocks of spares/components were inadequate at the workshops
d) The manufacturing department of the company faced serious problems in terms of technological personnel. There were also interface problems between the production department, the marketing department, the after-sales workshops and the stores departments. Due to this production schedules were affected
e) Quality control of materi als was inadequate on the inbound side
Questions

a) Analyze the interface problems between the various departments of the company and suggest logistical ways of solving the problems. Discuss the importance and implementation of value chain concept
b) The company is proposing to have its own service workshops instead of outsourcing the same. Discus the pros and cons of this decision
c) Enumerate the various steps you would take to re-instill confidence in the customers and prop up the company's image as a brand of repute and confidence. Suggest any effective promotion and confidence-building schemes in this regard
