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General Motors India
Conversations drive customer satisfaction
The Chevrolet nameplate celebrates its centennial in 2011, yet it is a
relative newcomer to India. But the brand is steadily increasing in popularity, rising from eighth to fifth in India in 2010.

more than

42%
increase in brand
consideration scores

A big part of this success stems from the relationships General Motors
(GM) India is building with its customers. “India is a country in which more
than 55 percent of our population is less than 30 years of age,” says
Sumit Sawhney, Vice President, Sales, Marketing & Aftersales. “To
connect with that audience, we began a social media initiative last year
and now have more than 113,000 fans on our Facebook page. But we
can’t target only youth, because our population is so diverse. So we have
multiple channels in the digital space where customers can interact with
us in real-time. We are creating not just advertising, but a moment of
dialogue with customers.”
Additionally, GM has platforms in place that provide direct interaction with
company executives. “I get a lot of communication from customers. Our
entire marketing program is based on having conversations with customers, listening to them and meeting their wants and needs.”
This engagement gives GM the ability to quickly address customer
concerns. “If any customer issue remains unresolved for more than 24
hours, it gets escalated to my level,” Sawhney said.
The result? Chevy’s brand consideration scores have gone up by more
than 42 percent in 2010, Sawhney notes. Additionally, he said the company claimed the No. 2 spot in J.D. Power dealer satisfaction ratings, coming
in only slightly behind the leader.
For more information about the IBM Global CMO Study, please visit
ibm.com/cmostudy or send an email to the IBM Institute for Business
Value at iibv@us.ibm.com.
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