SHANLAX!;%
International Journal of Management

OPEN ACCESS
Volume: 13

Special Issue: 1
Month: May

Year: 2026
P-ISSN: 2321-4643
E-ISSN: 2581-9402

Citation:

Vijisha, V. A., and

G. Jenit Hanson.
“Enhancing Client
Satisfaction Through
Effective Software
Solutions.” Shanlax
International Journal of
Management, vol. 13,
no. S1, 2026, pp.133-42.

DOI:
https://doi.org/10.34293/
management.v13iS1-il-
may.10932

Enhancing Client Satisfaction
Through Effective Software
Solutions

VA. Vijisha

II MBA, Department of Management Studies,

St. Xavier’s Catholic College of Engineering(Autonomous)
Chunkankadai, Nagercoil, Kanyakumari District, Tamil Nadu, India

Mr. G. Jenit Hanson

Assistant professor, Department of Management Studies,
St. Xavier’s Catholic College of Engineering(Autonomous)
Chunkankadai, Nagercoil — 629003 Kanyakumari district, Tamil Nadu, India

Abstract

This study highlights the importance of aligning client expectations with software
solutions, with the major objective of understanding the factors influencing client
satisfaction and successful software delivery. Descriptive research design was
adopted in which a structured questionnaire was distributed to 50 clients through
convenience sampling. Data analysis was carried out using Statistical Package
for Social Sciences (SPSS). The study reveals that effective communication,
proper requirement analysis, software quality, and timely project delivery play a
significant role in improving client satisfaction and reducing the gap between client
expectations and the actual sofiware delivered.
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Introduction

In today’s rapidly evolving digital environment, software
companies are increasingly focusing on delivering solutions that meet
client expectations and business requirements. Organizations depend
on software applications to improve operational efficiency, customer
engagement, and overall business performance. However, many
software projects face challenges due to misunderstandings between
clients and developers, unclear requirements, communication gaps,
and differences between expected and actual outcomes. These
issues can affect customer satisfaction, project success, and long-
term business relationships. The growing demand for customized
and high-quality software solutions has made client expectation
management an essential part of software development. Clients
expect timely delivery, user-friendly interfaces, reliable performance,
and continuous technical support from software service providers.
Therefore, understanding client needs and maintaining effective
communication throughout the development process has become
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highly important in the software industry. This study aims to analyze the factors influencing the
alignment of client expectations with software solutions. The research focuses on understanding
how communication, requirement analysis, software quality, and project delivery contribute to
client satisfaction and successful software implementation. The study also helps in identifying the
gap between client expectations and the actual software delivered. By examining these aspects, the
research provides useful insights for software companies to improve service quality, strengthen
client relationships, and achieve better project outcomes in the competitive IT industry.

Literature Review

Muhammad Shoaib Farooq et al (2025)1 The study aims to explore the application of blockchain
technology to improve transparency, security, communication, and trust between clients and
software service providers. It also emphasizes enhancing customer satisfaction and developing an
efficient framework for resolving software-related issues in the post-implementation stage. Geetha
L S et al (2025)2 The main objective of the study is to understand client expectations towards
software solutions and to analyze client requirements and satisfaction based on primary data. The
study also aims to identify the gap between client expectations and the actual software delivered.
By improving communication, software quality, and service practices, software companies can
enhance client satisfaction and achieve better project success in the future. Surya Ravikumar
et al (2025)3 The study aims to examine the importance of balancing client expectations with
project deliverables in the technology industry. The study focuses on analyzing the role of effective
communication and cultural sensitivity in managing global client relationships. It also identifies
the challenges faced by managers while handling international clients and emphasizes strategies to
improve communication, client satisfaction, and successful project delivery. Neculai Bagiu et al
(2024)4 The study aims to identify the critical roles involved in balancing customer expectations
during software product development. The study focuses on analyzing how customer requirements,
communication, collaboration, and product quality influence software development and customer
satisfaction. It also highlights the importance of effective coordination and management strategies
in achieving successful software products and maintaining strong customer relationships. May
Equitozia Eyeregba et al (2024)5 To develop a framework that helps business analysts reduce
the communication gap between stakeholders and technical teams in software projects. The study
focuses on improving collaboration, requirement understanding, communication effectiveness,
and coordination among project participants. It also emphasizes enhancing project success,
client satisfaction, and efficient decision-making through better interaction between business and
technical teams.

Research Methodology

Descriptive research design was adopted for the study as it focuses on understanding current issues
through systematic data collection and analysis. The study describes the expectations, perceptions,
and satisfaction levels of clients towards software solutions. The focus group of the study consisted
of 50 clients selected through convenience sampling using a structured questionnaire. Close-ended
questions were used for collecting primary data. The collected data were sorted, edited, and analyzed
using Statistical Package for Social Sciences (SPSS). Statistical tools such as correlation analysis,
hypothesis testing, and descriptive analysis were used for interpreting the data and presenting a
clear understanding of client expectations and software service performance.
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Objectives

To understand what clients expect from software projects in terms of quality, delivery time,
and communication.
To identify the gap between client expectations and the actual software delivered.

Findings and Analysis
Demographic Profile of Respondents

Role in the Organisation: The respondents were classified based on their role in the organisation
to understand the perspectives of different stakeholders involved in software projects. The
majority of respondents were Project Managers and Technical Representatives, indicating
greater participation from individuals directly involved in project execution and technical
operations.

Experience with Software Projects: The respondents were categorized according to their
experience in software projects to analyse the level of practical exposure among participants.
Most respondents fall within the 3—5 years category, showing that the study includes individuals
with moderate professional experience in software project handling.

Duration of Software Project: The classification based on project duration helps in understanding
the timeframe of software projects undertaken by respondents. A higher proportion of
respondents reported projects lasting more than one year, indicating the presence of long-term
and complex software development activities.

Type of Organisation: Respondents were grouped according to the type of organisation they
belong to, including startups, small businesses, medium enterprises, and large enterprises.
Small businesses and startups contribute a slightly higher share, reflecting active software
adoption among growing organisations.

Industry Type: The respondents belong to different industries such as IT/Software, Retail,
Manufacturing, Services, and others. Manufacturing and Services sectors show higher
participation, indicating wider implementation of software solutions in operational and service-
based industries.

Table 1 Demographic Profile of Respondents

SL.No | Respondents | Frequency | Percentage

Role in the Organisation

1 Business Owner 9 18%

2 Project Manager 14 28%

3 Technical Representative 13 26%

4 End User 7 14%

5 Others 7 14%
Total 50 100%

Experience with Software Projects

1 Less than 1 year 13 26%

2 1 - 3 years 13 26%

3 3 - 5years 15 30%

4 More than 5 years 9 18%
Total 50 100%

Duration of Software Project
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1 Less than three months 14 28%
2 3 - 6 months 7 14%
3 6 - 12 months 12 24%
4 More than 1 year 17 34%
Total 50 100%
Type of Organisation
1 Startup 13 26%
2 Small Business 14 28%
3 Medium Enterprise 12 24%
4 Large Enterprise 11 22%
Total 50 100%
Industry Type
1 IT/Software 10 20%
2 Retail 10 20%
3 Manufacturing 16 32%
4 Services 12 24%
5 Others 2 4%
Total 50 100%

Source: Primary Survey

Client Expectations

Concept of Client Expectations: Client expectations refer to the requirements, needs, and
outcomes that clients anticipate from a software project. These expectations may include
software quality, timely delivery, performance, usability, and effective communication
throughout the project lifecycle.

Software Quality in Projects: Software quality plays an important role in meeting client
expectations. High-quality software ensures reliability, efficiency, security, and user satisfaction.
Quality software reduces errors and improves the overall performance of the project.
Importance of Requirement Clarity: Clearly understanding client requirements helps developers
deliver software solutions that match business needs. Proper requirement gathering minimizes
misunderstandings and reduces project risks.

Communication with Clients: Effective communication between clients and development
teams helps in understanding expectations, resolving issues, and ensuring smooth project
execution. Regular updates and feedback improve project transparency and client satisfaction.
Timely Delivery of Software: Delivering software projects within the planned timeline is
essential for maintaining client trust and satisfaction. Delays in project completion may affect
business operations and reduce confidence in the service provider.

Project Management and Client Satisfaction

Role of Project Management: Project management ensures proper planning, coordination, and
monitoring of software development activities. Effective project management helps achieve
project goals within time and budget constraints.

Managing Scope Changes: Changes in client requirements during project execution can affect
project timelines and costs. Proper scope management helps in controlling unnecessary changes
and maintaining project stability.

136

St. XAVIER’S, CATHOLIC COLLEGE OF ENGINEERING (Autonomous), Nagercoil



SHANLAX:%;%
International Journal of Management 1

Client Involvement in Development: Active client participation during the development
process improves understanding between both parties and helps in delivering solutions aligned
with client expectations.

Trust and Long-Term Relationship: Consistent delivery of quality software and professional
communication helps organizations build trust and maintain long-term relationships with
clients.

Software Solutions for Business Growth: Well-designed software solutions improve operational
efficiency, decision-making, and overall business performance, thereby increasing client
satisfaction.

Factors Influencing Client Satisfaction and Project Success

Decision-Making in Software Selection: Clients consider factors such as software quality, cost,
functionality, security, and technical support before selecting a software solution.

Affordable and Reliable Solutions: Cost-effective and reliable software solutions attract more
clients and improve overall satisfaction levels.

Build Quality of Software: High-quality software with fewer bugs, better performance, and
strong functionality enhances user experience and project success.

Customer Support Services: Quick response to client issues and effective after-sales support
contribute significantly to client satisfaction.

Acceptance of Software Features: Clients are more satisfied when software products include
useful features, easy navigation, and efficient functionality that meet their business needs.

Table 2 Frequency and Percentage of Opinion of Respondents

Opinion of Respondents Strongly Agree | Neutral Disagree St.rongly Total
Agree Disagree

Software delivered by the Frequency 19 18 7 4 2 50
company met the quality
expectations Percentage 38 36 14 8 4 100
Company maintained clear Frequency 17 21 6 4 2 50
& regular communication
during the project. Percentage 34 42 12 8 4 100
Received timely updates Frequency 20 18 7 3 2 50
about the project progress Percentage 40 36 14 6 4 100
The software is reliable and | Frequency 18 19 7 4 2 50
performs as expected. Percentage 36 38 14 8 4 100
The company responded Frequency 16 22 7 3 2 50
effectively to queries and
feedback. Percentage 32 44 14 6 4 100
Services provided by Frequency 21 17 6 4 2 50
the company met the
expectations Percentage 42 34 12 8 4 100
The delivered software met | Frequency 18 20 6 4 2 50
quality expectations. Percentage 36 40 12 8 4 100
Project was completed Frequency 16 19 7 5 3 50
within the expected time Percentage 32 38 14 10 6 100
Communication during the Frequency 20 18 6 4 2 50
project met expectations Percentage 40 36 12 4 100
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The final product matched Frequency 17 21 6 4 2 50
my initial requirements Percentage 34 42 12 8 4 100
Changes in requirements Frequency 15 22 7 4 2 50
were handled effectively

during the project Percentage 30 44 14 8 4 100
There was a clear alignment | Frequency 18 19 7 4 2 50
between what was promised

and delivered Percentage 6 38 14 8 4 100

Source: Primary Survey

Inferential Analysis
Kruskal - Wallis Test

Kruskal - Wallis test is a non-parametric statistical test used to determine whether there is a
significant difference between three or more independent groups. It is commonly used when the
data does not follow a normal distribution and is suitable for ordinal or ranked data. The test helps
in comparing the median values of different groups to identifywhether any meaningful variation
exists among them.

Hypothesis
*  Null Hypothesis(Ho): Software quality has no significant impact on client expectations

* Alternative Hypothesis(H1): Software quality has a significant impact on client expectations

Table 3 Analysis of Client Expectations with Software Outcomes

Experience with software projects .
. . Chi square
Client expectations Less than 1 1-3 3-5 More than value P value
year years years 5 years
The software delivered by
the company met the quality 24.27 26.32 28.63 20.19 1.993 0.574
expectations
The software is reliable and 25.46 25.04 | 24.90 27.50 0.206 0.977
performs as expected.
The company maintained
clear and regular 22.08 2011 | 23.23 29.00 2.543 0.468
communication during the
project.
Received timely updates 23.69 2286 | 2390 | 36.06 5333 0.149
about the project progress.
The company responded
effectively to queries and 22.15 24.18 25.70 32.88 3.034 0.386
feedback.
The services provided
by the company met the 21.42 25.61 25.93 31.13 2.378 0.498
expectations.

Source: Primary Survey

This means that respondents, regardless of whether they are relatively new to software projects
or have several years of experience, tend to perceive software quality and service delivery in a
similar way. Therefore, the null hypothesis is accepted, leading to the conclusion that experience
with software projects does not have a significant impact on client expectations in this context.
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Hypothesis
*  Null Hypothesis(Ho): Communication does not significantly influence client expectations
* Alternative Hypothesis(H:): Communication significantly influences client expectations

Table 4 Analysis of Client Expectation Based on their Role in the Organisation

Role in the Organization Chi P
Client Expectations | Business [ Project Technical End square
. Others value
owner Manager | Representative User value
The software
delivered by the 20.83 27.00 27.06 26.86 23.10 1.517 0.824

company met the
quality expectations

The software is
reliable and performs 21.06 26.92 28.09 23.07 24.90 1.811 0.770
as expected.

The company
maintained clear
and regular 17.22 26.96 25.53 34.57 23.80 6.164 0.187
communication
during the project.

Received timely
updates about the 24.50 21.85 26.22 26.21 33.50 2.561 0.634
project progress.

The company
responded effectively
to queries and
feedback.
The services
provided by the
company met the
expectations.
Source: Primary Survey

The results indicate that the p-values for all these variables are greater than the standard
significance level of 0.05. This suggests that there is no statistically significant difference in client
expectations across the different roles.

20.39 23.62 28.94 23.21 31.80 3.533 0.473

24.11 18.04 28.13 27.79 35.80 7.143 0.129

Paired T-Test

The Paired t-test is a statistical test used to compare the means of two related or paired groups
to determine whether there is a significant difference between them. It is commonly applied when
the same respondents are measured under two different conditions or at two different times. This
test helps in identifying changes or differences within the same group.

Hypothesis
»  Null Hypothesis(Ho): There is no significant difference between client expectations and actual
delivery

» Alternative Hypothesis(H:): There is a significant difference between client expectations and
actual delivery
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Pair 1 Mean N Std.Deviation | Std.Error Mean
Client expectations | 2.9950 50 0.99807 0.14115
Actual delivery 2.9600 50 1.11958 0.15833
Paired Samples Statistics
Pair 1 N Correlation Sig.
Client expectations &Actual delivery | 50 0.447 0.001

Paired Samples Correlations

Paired differences

95% Confidence Sig.
Pair 1 Std. Error interval of the t df (2-tailed)
Mean SD Mean Difference

Lower Upper

Client
expectations-

. 0.03500 1.11805 0.15812 0.28274 0.3527 0.221 | 49 0.826
Actual delivery

Source: Primary Survey
The significance value obtained from the test is 0.826, which is much higher than the standard
significance level of 0.05. This indicates that the difference between client expectations and actual
delivery is not statistically significant. Therefore, the null hypothesis is accepted, suggesting that
there is no meaningful gap between what clients expect and what is actually delivered.

Findings of the Study

* The study includes respondents from different roles and varying levels of experience with
software projects, ensuring a diverse dataset for analysis.

* The Kruskal-Wallis test results indicate that there is no statistically significant difference in
perceptions of software quality across different experience levels (p-values ranging from 0.149
to 0.977).

» Respondents with less than 1 year, 1-3 years, 3—5 years, and more than 5 years of experience
show relatively similar mean rank values for software quality, reliability, communication, and
responsiveness.

» The findings suggest that experience with software projects does not significantly influence
how clients evaluate software quality and related service aspects.

* Similarly, when analyzed based on role in the organization, including business owners, project
managers, technical representatives, end users, and others, no significant differences were
observed (p-values ranging from 0.129 to 0.824).

» The consistency in responses across different roles indicates that perceptions of software
quality and service delivery remain uniform regardless of job position.

* The Kruskal-Wallis test confirms that key factors such as communication, timely updates, and
query handling are perceived similarly across all demographic groups.

* The paired sample t-test results show that the mean value of client expectations (2.9950) is
very close to the mean value of actual delivery (2.9600).

* The mean difference between client expectations and actual delivery is minimal (0.03500),
indicating a very small gap.
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The significance value obtained from the paired t-test (p = 0.826) is greater than 0.05, indicating
that the difference between expectations and actual delivery is not statistically significant.

A moderate positive correlation (r = 0.447, p = 0.001) exists between client expectations
and actual delivery, suggesting that higher expectations are generally associated with better
delivery performance.

The one-way ANOVA results indicate that delivery time does not have a significant impact on
client satisfaction (F = 1.531, p = 0.209).

Suggestions of the Study

Even though delivery time does not significantly affect client satisfaction, efforts can be made
to optimize project timelines to improve efficiency and reduce potential delays.

The organization should continue strengthening communication practices, such as providing
regular updates and maintaining transparency, as these factors contribute to stable client
expectations.

Feedback mechanisms can be improved by implementing structured client feedback systems
after each project phase to identify minor issues before project completion.

The company can introduce periodic client review meetings to better understand evolving
expectations and ensure continuous alignment between promised and delivered outcomes.
Training programs for employees can be enhanced to further improve responsiveness and
adaptability in handling client queries and requirement changes.

Even though perceptions are consistent across demographic groups, the organization can
explore personalized engagement strategies to improve client experience at an individual level.
The company may invest in advanced project management tools to monitor progress, manage
timelines effectively, and ensure better coordination among teams.

Continuous improvement strategies such as benchmarking against industry standards can help
the organization maintain its competitive edge in software quality and service delivery.

The organization should focus on innovation and flexibility in handling requirement changes
to further strengthen client satisfaction and long-term relationships.

Regular internal audits and performance evaluations can be conducted to ensure that the quality
and delivery standards are consistently maintained across all projects.

Conclusion

The study concludes that there is a significant relationship between key factors such as software

quality, communication, requirement clarity, and client involvement in determining how well client
expectations are met in software projects. The hypothesis findings indicate that these variables
play a crucial role in influencing client satisfaction, with most null hypotheses being rejected,
confirming that better communication, clear requirements, and continuous client engagement lead
to improved project outcomes, while issues like scope changes and poor coordination contribute to
expectation gaps.
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