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Autobiography began to be written in India in the early decades of the 20 Century and aroused considerable resistance. It was seen as legitimising seli-

ustilication and selt-gloritication. It was predator: and invaded the privacy 
of the author's tamily, friends and associates. It was individualist, looked 
at the world from the individual's point of view, and ignored their social 

embeddedness. Like d biography, it couli oniy he wrtten bv a ereat man. 

which most of its authors were not. 

NOot Surprisingiv, when Mahatma Gandhi thought of writing his autobiography 

ne and his associates telt overcome with these and other anxieties. In order to 

reassure them and himseli, he distinguished between ivanvritant, autobiography

properlv s0-called, and atmakatha, a story of how an individual shapes his soul in 

the pursuit of truth. Gandhi saw autobiography largely as what Herder called 'seli- 

biography, 'auto-biography', or one's own biography written by oneseli. Over time 

autobiography became an accepted genre of writing in India but never became 

as popular as in the West. Even now autobiographies in India are tew in number, 

quite discreet in their content, and uncertain about their form and identity. 

Ahmad Cul's autobiography is a valuable addition to the slowly growing 

literature on the subject. He begins the story at the beginning of his life and 

describes the village and the social order in which he was born and raised. The 

story moves to Batley in England and narrates his various literary and public 

activities. It finally culminates in Gul receiving an OBE, an event he describes

with a blend of pride and humility 

In his descriptions of various activities and organisations with which he has been 

connected, he is invariably fair and balanced. His transparency shines through the 

book and reveals a sensitive and reflective human being doing his best for his 

Community. His love of both Britain and India is evident and shows how to be 

integrated without rendering oneself rootless. In the original Gujarati version, his 

Gujarati is largely chaste and from time-to-time highly Sanskritised, but he also uses 

Urdu words to add flavour to his language, thereby showing both his rootedness 

in and love for Gujarat's two major communities. There are several places where 

a less gifted writer could have slipped into self-justification but Gul instinctively 

avoids the temptation and appreciates the moral limits of autobiography. He retlects 

the concerns and tensions of the immigrant Gujarati and more generally Indian 

community settled in an important region of Britain. As a result, his autobiography

becomes the autobiography of his community, the narrative of an individual lite 

becomes the narrative of a shared communal life. A truly remarkable achievement. 

Lord Bhikhu Parekh 
House of Lords, London 

July 2020 
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ABSTRACT
We have witnessed Evolution of Marketing from the product concept to production concept
and from Selling concept to Marketing. Consumers today are no longer interested only in
the product but they also consider services associated with the product as a major part of
concern. On the other hand, we cannot pass over the concept of levels of products since
one talk about understanding the needs and wants of the customer and the other talks
about providing products with multiple attributes attached to it. Combining both the concepts
can lead to the success for a firm. This research focuses on understanding the importance
of customer service and its impact on consumers’ buying choices.

Keywords: Customer Service, Potential Product, Customer Satisfaction

I. INTRODUCTION

With the changing customer lifestyle and consumption patterns, so is the demand for the products.
We have seen the shift from three levels of product to five levels of the product, we have also
witnessed the shift from product concept to Marketing concept. Globalization and increasing
income the demands are increasing. the consumers don’t mind to pay high for products of high
quality and services. Young consumers are demanding, modernized, and innovative. The company
strives hard to create a greater level of customer satisfaction through the means of customer
service. hence the research into focus on the strategies, the factors and the level of satisfaction
that customer service creates.
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II. STATEMENT OF PROBLEM

Customers not only buy products but also have certain Expectations certain augmentations and
certain potentials that they look forward to in a product. a product may satisfy the basic need or
want of a customer but when it comes to satisfaction no one can escape  the potential product
which refers to the factors due to which one wants to buy the product which gives an ongoing
image in the mind of the customer. Hence It is essential for every company to interact with the
services provided along with the product. the consumers are not forgiving in case they need and
not met in case of the service.
Hence the researcher has made an attempt to find out the impact of customer service on young
consumers in the Mumbai Metro region.

III.  OBJECTIVE OF THE STUDY

 To Understand the Concept of Customer Service
 To understand Various Customer Service Strategies.
 To Understand the impact of customer service among consumers in the Mumbai Metro

Region.
 To Provide conclusion and Suggestion to the study.

IV. SIGNIFICANCE OF THE STUDY

This Study will help Companies develop better customer service strategies. It will also help the
Customer service managers to understand the consumer’s attitude towards customer service in
Mumbai Metro Region. It will also be beneficial for customers to receive better customer service.
Similarly, the companies will be able to provide better customer service.

V.  RESEARCH METHODOLOGY

The researcher has collected data from both primary and secondary sources.

The secondary data has been collected from E- Journals, Newspapers, Magazines, articles and
blogs.

The Primary data have been conducted with a set of questionnaires. The sample has been the 117
Respondents both Male and female from Mumbai Metro Region.

VI. REVIEW OF LITERATURE

In 1 Researcher has stated that Due to high levels of elevation there and number of products
available in the market the only way to retain the customer is through its potential product that
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is true is customer service. he also stated that there is a growth in small and micro industries
which are able to get a much more personalized products with better quality of service enabling
customers to take a shipped over from multinational product to personalized product. This is
creating another level of competition in the market.

Pribanic Emily (August, 2020). Article stated that customer service can lead to success, it is also
a critical factor for the industry. She addressed the technology which helps improve customer
service experience and address concerns raised by the customers. That companies Must understand
the needs and wants of the customer, their likes and preferences with the help of technology and
develop a mechanism to provide service using that data. Certain factors to improve customer
experience like emotional connection with the customers Which includes emotions of gratitude,
positive attitude, condolences, apologies and much more customer a satisfaction disappointed
with the product, getting a real-time feedback- when a customer purchases a product that product
2 is at the highest point of mind of the customer, the customer is making a post purchase
evaluation of the product at that point of time, collecting a real-time feedback Assist appropriate
answers and to your experience of the customers, she also mentioned to satisfy the customer’s
needs which can be done with a quality of core product. Lastly, to re-examine the opportunities
in the market to come up with innovative ideas. Another major focus was on creating customer
experience irrespective of the time of purchase. She considered customer experience as one of
the vital keys to success. to conclude the whole article emphasizes on two major aspects foreskin
Technology and second customer experience in order to win the customers.

3 In an article by Peter Desmet and Paul Hekkert they stated that consumers look forward to
experience if the core product can be stated as pleasant, calm, unpleasant, activated. the stated
that emotion, concern and product all are interrelated with appraisal. they concluded that experience
is the basic purpose by which a consumer purchases a product they also stated that a user
centered design can be a strong approach to retain its customer Respective to the rational experience
or irrational experience as each level of the product uses the product experience.

4 Morgan Blake, contributed impressive examples of customer services initiated by various brands
that are not only successful but innovative to meet the modern consumer’s needs. She shared
examples from Mercedes to Ford launching AR based apps to convenience stores in taxi in
Singapore, from bottles AR with games to Gamification loyalty programs. All the examples listed

1 Dudic, Branislav a Zdenka & Mirkovic, Vladimir. (2016). AN IMPORTANT DETERMINANT OF THE SUCCESS
OF INNOVATIONS  – THE COMMERCIALIZATION OF INNOVATIONS.

2 Pribanic E., 5 Innovative Ideas to Improve Customer Experience in 2020, https://www.techfunnel.com/martech/5-
innovative-ideas-to-improve-customer-experience-in-2019/

3 Desmet P., P.M.A., and Hekkert P.(2007). Framework of Product Experience, International Journal of Design, l (1),
57-66.

4 Morgan B., 20 Fresh Examples of Customer Experience Innovation, https://www.forbes.com/sites/blakemorgan/
2019/10/21/20-fresh-examples-of-customer-experience-innovation/?sh=2516bba87c41
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can be concluded as a base for creating customer experience which leads to customer satisfaction
as a means through customer service.

VII. DATA INTERPRETATION

Quantitative method of research was conducted with the help of a well-structured questionnaire
and data was collected from 117 Young respondents of Mumbai Metro Region. On analyzing the
following statical data was generated.

Age
According to the research conducted it was observed that 94.9 percent of consumers there are
under the age of 18 to 25 and only 95.1 % of consumers belong to the age group of 26 to 32
which theory made the objective of the research that is to focus on young consumers in Mumbai
Metro region.

Type of Population
It was also observed that 87.2 % of respondents by students which consists of the majority of
the young generation who are smarter when they buy a product can also conclude that the
respondents are still a dependent population and the products that they buy are not luxury
products or are not and products which have incurred high prices.

Seek Customer Service
When asked for customer service they stated 50.4% of respondents see customer assistants
sometimes whereas, 36.8 percent stated that only if in their face a major difficulty 8.5 % of
consumers always look for customer service. It can be observed that a very smaller number of
young respondents always seek customer service.

Customer Service- Purpose
According to the research conducted It was observed that 22.22% of respondents seek personal
assistants or attention while buying a product for any kind of help, whereas  35% of respondents
look for customer service only after sales of the product that is after Sales Service 20.5 percent
respondents see loyalty cards and other loyalty methods and very few stated that they look for
other services like email customer service social media service live chat with customers technical
support marketing support sales etc.

Customer Service- an Important Aspect
According to the research conducted it was observed that when respondents were asked whether
they consider before buying a product or brand 13.8% respondents said yes, they consider
customer service as one of the aspects 19.7 percent respondents do not consider customer service
as an important aspect where 49.6 % stated maybe. This symbolizes that very less number of
respondents do not consider customer service as a crucial part whereas the majority of respondents
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consider customer service as one of the essential parts or one of the parts that they look forward
to, which States that customer service is an important element of a product. Respondents were
also asked the reason why they consider it as important they stated points like it determined
relationship, customers always listens to the buyers, give the Assurance and self-satisfaction of
the product being purchased, really important for image of the product in the market, it reflects
brand impression, it can attain their customers if approach immediately, customers feel secured,
it acts as a guiding roll with the product, give more satisfaction, customer tends to be loyal, As
customer service is one of the face of the company.

Customer service- Satisfied Customers
The respondents stated that 47.9 person respondents said satisfied, 48.7 percent respondents said
they are always satisfied and very few stated never. with the overall view it can be observed that
there is a greater impact of customer satisfaction on respondents. The respondents also listed their
Brands from which they are very satisfied which included brands like Amazon, LG, Nike, Nykaa,
Apple, Reliance, Myntra.

Customer service- Factors
Respondents also listed the factors of satisfaction which included customer service, helped them
clear doubts, prompt responses, immediate service, quick problem solving, good service, good
follow up. it was observed that a majority of respondents stated immediate problem solving and
prompt actions as one of the factors which aids satisfaction.

Types of Products preferred for Customer Service
When the respondents were asked about the products which they prefer customer service 65.4%
respondents stated electronic products like laptops, mobiles and other Gadgets. While only 9.6%
respondents preferred in food and restaurants, on the other hand 23.2% respondents said they
prefer in fashion and other retail aspects.

Level of Satisfaction
Also asked to rate their satisfaction level received from the company they mentioned. The
majority of respondents rated their satisfaction between 8 to 10 which was the highest another
set of customers rated between 5 to 7 which was around 12% to 11.1% respectively whereas only
a few respondents stated their satisfaction between two to four which included 0.9 % to 5.1 %
of respondents. It can be clearly observed when customers rated their level of satisfaction unsatisfied
and still treated them 8 has the highest respondents.

Benefit to the Company
According to the research conducted it was also observed that satisfied customers also referred
the brand to their friends and others which is around 96.6 percent. It was also concluded that
satisfied customers turn out to be loyal customers and they prefer to stick to their brand irrespective
to other better product choices. consumers find assurance as one of the essential factors which
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can be achieved with the help of customer service.

VIII. CONCLUSION

It can be concluded that customer satisfaction plays a vital role in the product industry. In order
to beat the competition in the market customer service can play as a major weapon to beat it other
competitors in the market but also to retain its customer for a longer duration. A loyal customer
is an asset to the company. A Loyal customer will not only recommend the product to others but
will also continue with the product as Respective to the turbulence in the market. Young consumers
today want to be at short about any products they purchase. young consumers patience and
especially when a product is purchased and money is disbursed customers seek to have assurance
with the product. It was also observed that consumers look forward to physical evidence which
in turn can be a person on call or physical in nature. The level of responses given to a customer
from the company helps determine the customer satisfaction. customers see more personal assistants
when it comes to high end products which involves high involvement of the consumer. The
professionalism and politeness rejected by the customer service team create a huge impact in the
minds of customers creating a brand image and brand loyalty towards a company. It is also
observed that a mere advertisement can only attract customers but it is customer service that leads
to actual sales of the product.

Customer service has been enhanced with the help of technology, 24/7 customer service platforms,
social media platforms and other e-services methods are enabling consumers to interact with the
companies in no matter of time.

IX. SUGGESTIONS

Developing a strong customer is essential for any company. Today consumers today look for
personalization and customization. A personal touch with the help of a customer service can help
customers make decisions to a better level. We live in a world of humans, no matter how far the
technology goes yet human touch to any product or service makes a huge difference.

 Immediate response with the help of chatbots and artificial intelligence can help companies
give immediate response to its customers.

 Is another component adding to customer service- humans today are so impatient to wait for
customer service representatives to respond. On the other hand, self-service adds an experience
to the customer while purchasing a product. Example: retail stores like 7 Eleven provide
Stations with instant noodle making machines, microwave and water heaters at their stores,
enabling customers to immediately reheat the products, and even cook their products and add
other customized products like eggs. This concept is quite trending in the Asian market,
making it open the gates for Indian Market.
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 Micro interactions can do a great extent creating opportunity for customers to make repeat
purchases. Creating small clips humorous messages and creative offers can help assist customer
service to greater extent.

 Customer experience in the terms of professional talks, industry knowledge, product knowledge
can generate confidence among the customers.

 In case of non-personalized products customer service can lead to create satisfaction for
products.

 Immediate customer feedback, quick actions, convenient service options like home service
will help companies in the long run.

 Customer services at physical stores or on call in regular intervals can assist the customer
feeling privileged, and important to the company.

 Long and tedious Methods of service can be boring and shall also push away the customer.
Simple structured customers service mechanism, no multiple visits no multiple calls from
customer end can enable a smooth customer service pattern.

 The company should conduct feedback on the product on regular intervals shall help the
company retain a good image.

 Use AR/ VR and AI to customize and provide better services to the customers.

OTHER REFERENCES
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ABSTRACT

aton and the Internet has made the world a very small place to live in. 
Consumers not only have a variety of brands to choose from but also a variety of 
products under the same brand, With the wide range of product lines cateringarerent market segmentations and meetine the needs of every customer 1s now 
casy Companies today launch not only iust one product but a numbeT OI variantsOthe same products to suit the customers preference of different segments. The 
umes are changing and with this companies are shifting over customization of 

products in order to stand strong in the market and achieve greater amounts of customer satisfaction. 

eywords: customization of products, consumer satisfaction, New proauct
development 
INTRODUCTION 
it's better to have quality than quantity", is what we say, a quality product will last 
Tor a longer time in the minds of the customers. As it will provide a greater amount
of customer satisfaction, high quality product, meets the customer's needs. During the time when Maggie faced a crisis with its noodles, it was able to revive itself back 
into the market only on one condition and that was consumer loyalty. Today with 
Multinational Brands entering different markets and large amounts of competition,
it is difficult to sustain a loyal customer. A consumer will be loyal only when he she is satisfied. Today with the changing times the meaning of satisfaction has also 
changed. The demands of consumers have increased and meeting their demand to 
the point is when customisation is something that can solve the problem. This 
paper tocuses on understanding the emerging era of product customization with the 
help of case studies. The attempt is made to understand the opportunities and 

challenges in this emerging era. 

cONCEPTUAL FRAMEWORK

The Production Concept- Emerges from production orientation. This was in the 

olden days when the consumers only had to buy from the products available in 
the market. The manufacturers assumed that the products that are in mass 
volume and low in prices was most accepted by the consumers. Product 

managers assumed that the products available at low prices and are widely 
available are the products purchased by the consumers. Application of this 
concept leads to poor quality of product. 

The Product Concept- This concept orients on the attributes of the products. 
The product managers focus on the attributes of the products, improving the 
quality and technological improvements. The drawback of this stage was that the 
producers focused only on the products and not on consumer needs. 
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Selling Concept- This concept believed that the customers will buy 
selling efforts are initiated. The whole focus of this 

persuasion, the drawback of this concept was the 
"Sales happen through persuasion and dissatisfied 

ducts 
when persuaded and 

cept 
was to create sales by 

the assumption that 

stomers
do not complain In real life situations the ideology does not work and 

often leads to failure in the business. 

he Marketing Concept- Selling focuses on the needs of the customer's whereas

Marketing focuses on the needs of the buyers. The marketing concept helps

1nderstand the consumer needs and wants and satisfy them with the products

and services that consumers seek. This concept has worked as the most 

successful method in the market, earning economies for the company. 

The Societal Marketing Concept- This concept is an extension to the marketing 
concept. Here the focus is to match the goal of profit maximization with the goal 

of customer satisfaction. With the growing need of concern towards society this 
concept focuses on giving in return the best to the society by making marketing

relevant to the society.

The Product Customization Concept- product customization arises when the 

product is tailor made according to the customer's preferences. The likes, 
dislikes, needs, wants, and all the other preferences are recommended by the 
customer while making the product. Previously customizations were made only to 
a specific category of products and only a certain set of manufacturers could do 
the needful, but today with the help of E-commerce customization of products 
are taking place. The customization provides a great amount of satisfaction to the 
customer. The product developed is based on the term "made-to-order" or "Tailor

Made".

REVIEW OF LITERATURE 

In an article by Aviva Freuidman in the New York Times stated that all businesses 

today are sifting to customize products to extend their product lines. Companies 

that have just entered the market to companies that are already pioneers in the 

market are now starting to use this strategy. Freudman stated that there is a huge 

shift in the business today right from social to cultural, economic to technology. 

Wiivv, a Canadian sportswear company manufacturers footwear i.e., sports shoes

based on the footprint of every customer based on the scan the customer creates on 

the manufacturers Application. The company started in 2014 and is now making 

business in billions. Their revenue has turned into 6 digits. The company also 

personalities the name of customers on their shoes. 

Similarly, many companies are now using 3D printers to create every type of 

products possible from Appalled to jewellery, medical implant, pharmaceuticals 

steel all are undergoing mass customization with these changes in the market and 

increasing demand big brands also have to offer the same due to competition 

pressure. 

Rae Witte, in her article "Three brands taking customization beyond personalization 

to treat yourself with." On Forbes; shared example of 3 such brands that have 

created customization is, money demanding task but satisfaction is guaranteed. 
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Hawthorne, launched in the vear 2016 is a New York based brand that creates 
pertumes based on customers, diet, lifestyle, habits and body chemistry; the data is 
collected on the Website and each user is offered 2 scents for work and for play 

created by top fragrance created. The cost of the scent is around $100 and the 
products are replaced till the time the customer finds the right iragrance that suits 

them. 

Function of Beauty is a personalized hair care brand that provides prod ucts based
on a questionnaire filled by the customer. The question contains concerns like hair 
type, colour and scent preferences. A section also includes the hair goals one wishes 
to achieve such as frizz free hair, colour protection, deep cleaning etc. Function of 

beauty offers guaranteed products, each product filled individually when an order is 
ced. Another product is replaced in case the customer is not satistied with the 

product at first. 

BAUME, launched in the year 2018 offering customized watches as per the 
Customers interest. The watches are sustainable and one can select the shape size,

Colour, trame, material and even material of bands, each option has more than 2000 

varieties to choose from. As there is customization to switch according to their 

choice.

STATEMENT OF PROBLEM

The needs and demands of the consumers are rapidly increasing. New set of items 

are adding to their basic needs. Consumer's today have become very picky about 
tne products they choose as they look forward to products and services that suit 

their needs and lifestyle. A consumer buys a product to satisfypsychological needs
of looking good, or consuming good or buying good quality products. And when a 
brand provides a product which can be altered or customized according to their 

choice is like a cherry on the cake. We have seen examples of car modifications 
where the company assists the customer to modify a certain set of accessories in the 
car like seat covers, lights, etc. but when we talk about soaps being customised or 
cosmetic products being customized it goes beyond imagination. There is an 

increase in brands creating customized products right from sofa, interiors, clothing, 
Soaps & toiletries to beauty products, gifting crockeries to bedsheets. Today what 
not can be customised ? We are happy to have customized mobile covers to 

customized mobile phones today made of Gold. With the increasing customization
there is an increase in demand, customers are ready to pay any amount if they are 

able to get the product of their favourite brand developing a product specially for an 

individual. This is a rising concern for many companies whereas adding USP to 
others. This study aims at understanding the challenges and opportunities that 

Customization of products brings into the scene. 

OBJECTIVE OF THE STUDY 

1. To understand the concept of product customization.

To understand the difference between customization and personalization. 
3. To understand the opportunities and challenges in product customization.

4. To study the prospects of product customization.

5. To provide conclusions and suggestions to the study 

2. 

272 



ISBN: 978-93-90996-03-2 

SIGNIFICANCE OF THE STUDY 

will be helpful for the manufacturers to understand the upcoming trends

This stud 
in oroduct development. It will also help them to understand the opportunities and 
notential scope in their products. This study will also be helpful to the marketing 
oencies and Advertising agencies to understand what and how they are expected to 

nromote the products. It will also be helptul to the candidates seeking employment 
sCustomized products will lead to more employment opportunities. RESEARCH METHODOLOGY 

The researcher will use the secondary data for the research. The sources for the 
secondary data are E-Journals, Articles, blogs, E- Newspapers, reference books etc. 
The research will be elaborated with the help of a case study in a descriptive
method.

ANALYSIs

cUSTOMIZATION VS PERSONALIZATION 
Both are often used as synonyms by people but in practical sense both are different, 
they both perform different functions. Let's say for an example when we visit 
Starbucks the coffee that we order the waiter writes our name on it- that 1s 
personalized, but when we order a latte with no sugar, hazelnut flavour and whipped cream on the top- that is customized. In other terms customizationhappens when the inputs of the customer are considered and the product is createdaccordingly but personalization is user relevant products or services being offered.Personalization is offered by the company whereas customization is initiated by the customer.

cUSTOMIZATION THE GROwING CHALLENGE 
Customization is an emerging challenge in the market with competition, leaving no choice for mass producers to shift into customization.
When every product has to be customised according to individuals' preferences it requires larger technological application, each product has to be worked upon individually which is time consuming. 
Consumer behaviour is very dynamic and you never know what the 
consumer may ask for. Understanding every individual's preferences is time 
consumning and a slow process.

When people pay an exclusively high amount for a product, they expect it to 
be of a class quality. Also, customers have high expectation due to 
customization, the consumer has certain set of ideology or imagination 
which at times also may not be realistic in nature but when the actual 
product reaches them there is higher amount of satisfaction 

Customization incurs higher cost for manufacturers as best of skills,
expertise technologies are needed which are extremely expensive every 
business has the common risk of failure if not marked properly or if it did 
not meet the customer expectation, All effort and investment into vain. 
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product, it is nearly impossible to stock raw material in advance as 

producer is unaware of what would be their next order. 

Bvery customer has difficult demands with respect to the quality and tvn. 

the 

Globalization has made the customer smarter, with a wide range of prodi 

available in the market for one specificC product t 1s confuses

manufacturer 
the 

ADVANTAGES 

As the products are made for individuals based on specific needs, stockin.

and warehousing is of the least requirement. It indirectly saves logistics a 

warehousing expenses for the organization. 
and 

Tt adds value to the brand and higher level of customer satisfaction. 

The company does not have to waste time and money in continuone 

research. 

Products made doesn't require bulk purchases. The manutacturer can bin 

only what is needed, reducing the wastage of excess product.
buy 

It helps the company to develop brand equity and nurture the brand for a 

longer period in the Market.

a 

lt helps the company beat competition in the market. As it helps the brand 

to stay updated with what to expect next. 

It has been helping brands and the products to stand out in the crowd and 

that's where it is taking over the attention of new customers. 

FUTURE PROSPECTS OF PRoDUCT CUSTOMIZATION 

Customization is Here to Stay!" When The customer is given personal attention, 
the product created according to the customer's choice gives a better experience 

Function of Beauty and Hawthorn has been successful in creating better

experience. Similarly, the wiivv Sportswear were able to produce products which

were customized according to individual foot size and width. They were able to 

deliver a better-quality product that suited every individual's needs and the 

customers did not have to compromise their experience to any extent.

There are a number of brands that are today coming up with customized products

and the growth has been seen in that industry. More and more companies are 

adding another product line to their Product mix by doing customization. India is 

also now acknowledging personalized products. Soon shall be taken over by 

customization. Pandemic has given birth to homegrown entrepreneurs and today 

more and more people are using their creativity as a source of business right from 

customised Nameplates to hand painted dupattas, customised passport wallets and 

much more to explore from. Customers like to follow the trend and when they can 

achievea product that can showcase their personality it attracts more customers. 

As it creates product differentiation, it is a level up for the customers to add 

attributes of their choice to the products of the. Which in turn increases brand 

loyalty and helps sustain the customers. Previously the companies have been 

striving hard to give value added benefits to its customers, provide number of 
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ting experience which incurs extra cost, efforts and time but with 

only 
on 

the 
product

motivate

custon 

ces for the product itself creates the whole experience for the consumers 

eutting
down 

all 
additional 

exDen Stomizaall additional expenses again encouraging the manufacturer to focus 
oduct rather than additional marketing services. This ideology will 

ore manufacturers to enter the market.

ufacturers to deve 

technology and CAD based systems, 3D systems will help 
to develop products more etficiently and easily again as a bonus to 

The future is 

manufa.
acturers

to invest les 

With the growing

less and receive more profits.

awing demand for Artificial Intelligence adds boon to customization, 
order products and services with the help of chatbots and other can order produ 

artificial intelligence mechan 
Customers hanisms like 3D image, Customers can view themselves 

products, so that they can decide whether the product suits them or not. 
using the 

cONCLUSION 

een the transition from the societal marketing era to Personalization 

We nahe customers data is taken and preferences are modified accordingy, 
where the 

and choice of colour of the customer has been a very 
Netflix, YouTube are really good jobs, to add to it even coca 

products adding Name 

ul strategy. Netflix, YouT 

Share a coke" has used this strategy to add individuals' names on the bottle 
de it is observed that consumers are liking the concept of 

and custom products, but there 

cola-
sticker. 1To conclude

Personalized 

ducts that can be predicted 

re aS customisation happens according to the customer's choice. In past few 

rs we have seen a great demand for personalized gifting products from Mugs to 

ievchains etc, but now we are witnessing brands like Bare Anatomy creating

1S a greater demand for customised 

as personalisation is offered from the company

hair care products, LANCOME with cosmetic products, BAUME with 
customised hai 

watches, Louis Vuitton with custom run-away sneakers, Nike has also come up with 

the same strategy. 

With the examples shared it can be seen that most of the brands that have come up 

with this strategy are not really old in the market, yet they have done exceptional 

iobs and prospered their revenues. With the increasing demands of the customers, 

it can be said that more and more customers will soon look forward to customised 

products in all spectrums. 

SUGGESTIONS 

Companies must conduct SWOT analysis of their products with their

competitor's products so to understand where they stand. 

Companies should be ready to adopt new production and marketing 

strategies in the market.

Extension of product lines can be done with product customization and 

mass customization can be considered to be safe for the future changes in 

the market. 

Use of Artificial Intelligence, Virtual Reality and Augmented Reality are 

emerging tools to marketing products which will be very helpful to brands 

when we talk about product customisation. 
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It 1s a must for every company to update themselves according to 

Changing environment in order to survive in the market.

ding to the 
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