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ABSTRACT:
This study focuses on customer satisfaction towards electric vehicles (EVs) in Coimbatore city. Electric vehicles are becoming increasingly
popular due to their environmental benefits, low operating cost, and technological advancements. The main objective of this study is to
analyze the level of satisfaction among customers who use electric vehicles and to identify the factors influencing their usage and perception.
The research is based on primary data collected through structured questionnaires from EV users and secondary data obtained from journals,
articles, and reports. The study reveals that customers are generally satisfied with the cost efficiency and eco-friendly nature of electric
vehicles, but issues such as high initial cost, limited charging infrastructure, and battery performance still affect overall satisfaction.
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1.1 INTRODUCTION
The rapid transformation of the global

transportation sector has become one of the most significant
developments of the 21st century. With increasing concerns over
environmental degradation, climate change, and the depletion of
fossil fuels, there has been a growing shift toward sustainable and
eco-friendly alternatives. Among these, Electric Vehicles (EVs)
have emerged as a promising solution to reduce carbon emissions
and promote cleaner mobility. The adoption of EVs is not only a
technological advancement but also a crucial step toward achieving
environmental sustainability and energy efficiency.

In recent years, the Government of India has taken
several initiatives to promote the adoption of electric vehicles.
Policies such as the Faster Adoption and Manufacturing of Hybrid
and Electric Vehicles (FAME) scheme, subsidies, tax benefits, and
investments in charging infrastructure have significantly
contributed to the growth of the EV market. As a result, cities
across India are witnessing a gradual increase in the usage of
electric two-wheelers, three-wheelers, and four-wheelers. However,
despite these efforts, the rate of adoption varies across regions due
to factors such as awareness, infrastructure, cost, and consumer
perception.

Customer satisfaction plays a vital role in
determining the success and widespread adoption of any new
technology, including electric vehicles. It reflects the extent to
which consumers' expectations are met or exceeded by a product or
service. In the context of EVs, customer satisfaction depends on
various factors such as vehicle performance, battery life, charging
time, availability of charging stations, maintenance cost, and after-
sales service. Understanding these factors is essential for
manufacturers, policymakers, and stakeholders to improve the
overall EV ecosystem.

Coimbatore city, known as the “Manchester of
South India,” is one of the fastest-growing urban centers in Tamil
Nadu. The city has a strong industrial base, a growing middle-class
population, and increasing awareness about environmental issues.
These characteristics make Coimbatore an ideal location to study
consumer behavior and satisfaction toward electric vehicles. The
city has also seen a noticeable rise in the number of EV users,
especially in the two-wheeler and three-wheeler segments, due to
increasing fuel prices and the need for cost-effective transportation.

The shift from conventional internal combustion
engine (ICE) vehicles to electric vehicles is influenced by multiple
factors. Environmental awareness is one of the primary drivers, as
EVs produce zero tailpipe emissions and help reduce air pollution.
Economic considerations also play a significant role, as EVs have
lower running and maintenance costs compared to traditional
vehicles. Additionally, advancements in battery technology and
increased availability of charging infrastructure are encouraging
more consumers to consider EVs as a viable alternative.

Despite the advantages, electric vehicles also face
several challenges that may impact customer satisfaction. One of

the major concerns is the limited availability of charging stations,
which leads to range anxiety among users. Range anxiety refers to
the fear that a vehicle may run out of power before reaching a
charging point. Furthermore, the initial cost of EVs is relatively
high compared to conventional vehicles, which may discourage
potential buyers. Other issues such as long charging times, battery
replacement costs, and lack of awareness also affect consumer
perception.
1.2 STATEMENT OF THE STUDY

 The increasing environmental concerns and rising fuel
costs have led to a growing interest in electric vehicles
(EVs), but their adoption is still not widespread due to
various practical and psychological barriers.

 In Coimbatore city, despite government initiatives and
growing awareness, many consumers remain uncertain
about the performance, reliability, and cost-effectiveness
of electric vehicles.

 Customer satisfaction plays a crucial role in the success of
EV adoption, yet there is limited understanding of the
factors influencing satisfaction levels among EV users in
Coimbatore.

 Therefore, this study aims to analyze customer satisfaction
towards electric vehicles and identify the challenges faced
by users, in order to provide insights for improving
adoption and user experience.

1.3 OBJECTIVES OF THE STUDY
 To study the level of customer satisfaction towards

electric vehicles (EVs) in Coimbatore city.
 To identify the factors influencing customer satisfaction

such as cost, performance, and charging facilities.
 To examine the problems faced by customers while using

electric vehicles.
 To analyze the awareness and perception of customers

regarding electric vehicles.
 To suggest measures to improve customer satisfaction

and promote the adoption of electric vehicles.
1.4 SCOPE OF THE STUDY

 The study focuses on evaluating customer satisfaction
towards electric vehicles (EVs) in Coimbatore city.

 It analyzes the key factors influencing satisfaction, such as
cost, performance, battery life, and charging infrastructure.

 The study identifies the challenges faced by EV users and
provides suggestions to improve satisfaction and promote
EV adoption.

1.5 RESEARCH METHODOLOGY
This chapter describes the methods that were used in the study. It
explains the research
Design, data collection, profile of respondents, sampling method
and procedures.
1.5.1 SOURCE OF DATA:
The study is based on primary data and secondary data.



PRIMARY DATA
The data those are collected as a fresh for the first time and happen
to be original
In character are called primary data. Primary data collected through
questionnaire.
SECONDARY DATA
Secondary data consist of information that already exists
somewhere, have been
Collected for another purpose.
Secondary data are collected from
• Website
• Books
1.5.2 SAMPLE SELECTED FOR THE STUDY:
A total of 120 respondents were selected for the study.
Convenience sampling method
Has been followed for collecting the response from the respondents.
1.5.3 AREA OF THE STUDY:
The study area is limited to Coimbatore.
1.5.4 PERIOD OF STUDY:
The study has undergone a period of from December 2025 to
March 2026.
1.5.5 TOOLS USED FOR ANALYSIS
To analyses the employees’ perspicacity existing in Coimbatore
city, the data collected
From the respondents were studied by means of:
➢ PERCENTAGE ANALYSIS
Simple percentage analysis= Actual Response x100

Total number of respondents
➢CHI – SQUARE:
Chi square formula χ²= ∑(Oi – Ei)²/E
1.6 LIMITATIONS OF THE STUDY
 The study is limited only to Coimbatore city, and the

findings may not be applicable to other cities or regions with
different conditions.

 The study is based on the responses of a limited number of
respondents, which may not fully represent the entire
population of EV users.

 The accuracy of the study depends on the honesty and
understanding of the respondents while answering the
questionnaire.

 Time constraints may have restricted the depth of analysis
and data collection.

 The study focuses only on customer satisfaction and does
not cover other aspects such as technical performance or
detailed financial analysis of electric vehicles.

2.1 REVIEW OF LITERATURE
1. Liao et al. (2016) conducted a study on consumer

preferences for electric vehicles and found that
environmental concern, fuel cost savings, and government
incentives significantly influence the adoption of EVs.

2. Bruglieri et al. (2015) highlighted the importance of
operational efficiency and customer satisfaction in electric
vehicle systems, emphasizing that user satisfaction plays a
crucial role in the success of EV-based services.

3. Bryła et al. (2022) in their systematic literature review
identified that consumer awareness, technological
advancement, and environmental consciousness are key
determinants of EV adoption across different countries.

3.1 OVERVIEW OF THE STUDY
The transportation sector has

undergone a significant transformation in recent years due to
increasing environmental concerns, rapid urbanization, and
technological advancements. One of the most notable developments
in this sector is the emergence and growth of electric vehicles
(EVs). Electric vehicles are considered a sustainable alternative to
conventional internal combustion engine (ICE) vehicles, as they
help reduce carbon emissions, decrease dependence on fossil fuels,
and promote a cleaner environment.The shift towards electric

mobility is not only a global trend but also a national priority in
countries like India.

India, being one of the fastest-growing
economies in the world, faces serious environmental challenges
such as air pollution and increasing fuel consumption. To address
these issues, the Government of India has introduced several
initiatives to promote the adoption of electric vehicles. Programs
such as the Faster Adoption and Manufacturing of Hybrid and
Electric Vehicles (FAME) scheme, tax incentives, subsidies, and
investments in charging infrastructure have encouraged both
manufacturers and consumers to move towards electric mobility.
As a result, the EV market in India has witnessed steady growth
over the past few years.
Electric vehicles offer several advantages over traditional vehicles.
They are environmentally friendly, as they produce zero tailpipe
emissions. They are also more energy-efficient and have lower
operating and maintenance costs. Additionally, advancements in
battery technology have improved the performance and range of
EVs, making them more practical for daily use. These benefits have
contributed to the increasing popularity of electric vehicles among
consumers.
However, despite these advantages, the adoption of electric
vehicles is not without challenges. One of the major concerns
among consumers is the high initial cost of EVs compared to
conventional vehicles. Although the running cost is lower, the
upfront investment can be a barrier for many potential buyers.
Another significant issue is the limited availability of charging
infrastructure, especially in developing regions. The lack of
sufficient charging stations creates inconvenience and leads to
range anxiety, which refers to the fear of a vehicle running out of
battery before reaching a charging point.

DATA ANALYSIS AND INTERPRETATION
Table 1: Shows the age of the Respondents

INTERPRETATION
Above the table shows that 30% of the respondents belong to below
25 years, 40% of the respondents belong to 25–35 years, 20% of
the respondents belong to 36–45 years, and 10% of the respondents
belong to above 45 years.

S.NO PARTICULAR NO. OF
RESPONDENTS

PERCENTAGE

1 Under 25 36 30%

2 25-30 48 40%

3 36-45 24 20%

4 45 above 12 10%

TOTAL 120 100



Table 2: Shows the primary purpose for using an EV of the
Respondents

INTERPRETATION
above the table shows that 45% of the respondents use EVs for
daily commuting, 15% for business, 20% for long-distance, and
20% for occasional use.

CHI-SQUARE TEST
Table 1.1: Observed Frequencies (O)
INTERPRETATION
H_0(Null Hypothesis): There is no significant relationship between
an individual's age group and their primary purpose for using an
EV.
H_1 (Alternative Hypothesis): There is a significant relationship
between an individual's age group and their primary purpose for
using an EV.

Age

Group

Daily

comm

uting

Busines

s use

Long-

distanc

e travel

Occasio

nal use

To

tal

Below 25 20 2 3 5 30

25–35 25 10 5 5 45

36–45 10 5 4 11 30

Above 45 5 3 3 4 15

Total 60 20 15 25

12

0

Age
Group Purpose

Observ
ed (O)

Expec
ted
(E)

(O -
E)^2

\mathbf{(O -
E)^2 / E}

Below
25

Daily
commuting 20 15 25 1.667

Business
use 2 5 9 1.8

Long-
distance 3 3.75 0.562 0.15

Occasional
use 5 6.25 1.562 0.25

25–35
Daily
commuting 25 22.5 6.25 0.278

Business
use 10 7.5 6.25 0.833

Long-
distance 5 5.625 0.391 0.069

Occasional
use 5 9.375

19.14
1 2.042

36–45
Daily
commuting 10 15 25 1.667

Business
use 5 5 0 0

Long-
distance 4 3.75 0.062 0.017

Occasional
use 11 6.25

22.56
2 3.61

S.NO PARTICULAR NO. OF
RESPONDENTS

PERCENTAGE

1 Daily

commuting 54 45%

2 business 18 15%

3 Long distance 24 20%

4 occasinol 24 20%

TOTAL 120 100



Above
45

Daily
commuting 5 7.5 6.25 0.833

Business
use 3 2.5 0.25 0.1

Long-
distance 3 1.875 1.266 0.675

Occasional
use 4 3.125 0.766 0.245

TOTA
L 120 120 14.236

RESULT
Calculated Chi-Square Value :14.236
Significance Level (\alpha): 0.05
Degrees of Freedom (df): (4 - 1) \times (4 - 1) = 9
Critical Table Value (df=9, \alpha=0.05): 16.919
The Calculated Chi-Square value (14.236) is lesser than the Critical
Table value (16.919).
Conclusion: We fail to reject the null hypothesis {H_0}). At the 5%
significance level, there is not enough evidence to suggest a
significant relationship between age group and the primary purpose
for using an EV in this sample.
5.1 FINDINGS

 The majority of the respondents is in the age group of
25–35 years (40%).

 The majority of the respondents is male (60%).
 The majority of the respondents is undergraduate (35%).
 The majority of the respondents is private employees

(40%).
 The majority of the respondents is earning ₹20,000–

₹50,000 (35%).
 The majority of the respondents came to know about EVs

through social media (40%).
 The majority of the respondents is influenced by cost

savings (35%).
 The majority of the respondents prefers electric cars

(40%).
 The majority of the respondents uses EVs for daily

commuting (45%).
 The majority of the respondents is attracted by low

running cost (40%).
 The majority of the respondents feels EVs are slightly

better (40%).
 The majority of the respondents considers battery

performance as moderately reliable (40%).
 The majority of the respondents feels charging is

somewhat convenient (35%).
 The majority of the respondents feels EVs are slightly

expensive but manageable (35%).
 The majority of the respondents says service centers are

moderately available (40%).
 The majority of the respondents faces charging

infrastructure (40%) as the biggest challenge.
 The majority of the respondents uses both home and

public charging (40%).
 The majority of the respondents is concerned about

battery replacement cost (35%).

 The majority of the respondents is likely to purchase EVs
(35%).

 The majority of the respondents prefers more charging
stations (40%) as improvement.

 The majority of the respondents feels the future of EVs is
promising (40%).

 The majority of the respondents finds charging
availability somewhat adequate (40%).

 The majority of the respondents experiences 10%–25%
cost savings (35%).

 The majority of the respondents experiences range
anxiety sometimes (35%).

5.2 SUGGESTIONS
 The government should increase the number of charging

stations in Coimbatore city to reduce range anxiety and
improve convenience for EV users.

 Manufacturers should focus on reducing the initial cost
of electric vehicles and provide attractive financing
options to encourage more consumers to adopt EVs.

 Awareness programs and campaigns should be conducted
to educate people about the benefits, usage, and
maintenance of electric vehicles.

 Improvement in battery technology is needed to enhance
driving range, reduce charging time, and lower
replacement costs.

 Service centers and after-sales support should be
expanded and improved to increase customer satisfaction
and build trust among users.

5.3 CONCLUSION
The present study on customer satisfaction towards

electric vehicles (EVs) with special reference to Coimbatore city
highlights the growing importance of electric mobility in today’s
world. With increasing environmental concerns, rising fuel prices,
and the need for sustainable transportation, electric vehicles have
emerged as a promising alternative to conventional vehicles. The
study reveals that there is a gradual increase in the adoption of EVs
in Coimbatore city, especially among environmentally conscious
and cost-aware consumers.
The findings of the study indicate that customer satisfaction
towards electric vehicles is influenced by several factors such as
cost efficiency, battery performance, charging infrastructure,
maintenance, and overall vehicle performance. Many users are
satisfied with the low running cost, eco-friendly nature, and smooth
driving experience of EVs. However, certain challenges such as
high initial cost, limited charging stations, long charging time, and
battery-related concerns still affect the satisfaction level of
customers.
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