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The study on Customers’ Satisfaction on Car Post-purchasing Services : A Case
Study of Service Center of Pithan Commercial Co. Ltd., Yala Branch has the following
objectives:-

1) To study level of customers’ satisfaction on car post-purchasing services of
service center

2) To use finding to improve post-purchasing services.

Samples of the study are 226 customers. Questionnaires are used for data
collection.

Findings could be concluded that level of customer satisfaction is in overall at
moderate level. When considering in each componént. customers' satisfaction on
service providers is at high level, while service, providing system, quality of repairs

place of services and service fee are at moderate level.

Recommendation :-

Due to high expectation of customers, the company should respond to
customers’ needs in the following issues.

Service providing system. For appointment service, recommendation to make
telephone appointment before the next service is needed to assure customers,
convenience. Other activities are staff training on customer reception, review of repair
items and price evaluation to accommodate customers’ decisions for services,

explanation in details of repair work and price evaluation before making decision for
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services. Checking in staff must follow car check-in procedures; damage analysis,
repair and checking must be deeply considerate; monitoring 3 days after repair by
telephone and writing should be made.

Service providers. Equal treatment to customers without discrimination should
be emphasized. All customers should be treated equally upon working procedures.

Quality of repair. The mechanics should provide right repair and be able to
solve problem in the first time. Delivery of service should be on-time. Chief of
mechanics should provide damage and repair analysis and should supervise other
mechanics in repair work and in time used for repair. Cleanliness after repair is
important therefore, staff to clean inside and outside car should be assigned
specifically.

Place of.service. Cleanliness of service center is needed. Mechanics should be
aware of cleanliness in repair section all time such as oil drop on the floor is needed to
clean immediately. In addition, cleanliness of customer reception area is necessary
because customers spend long time in the area. Cleaning in customer area must be
increased. Customer area should be extended to provide more convenience. Other
facilities in customer area should be added such as adjusted chair, various magazines
for men and women. Increasing of parking area or velvet parking should be considered
for customers' convenience.

Service fee. Labour fee should be reduced to be suitable to the area and other
service centers in Yala. Since there are plenty of unreal spared parts, the center should
compare and contrast between real and unreal for customers. The center should

reduce spared parts fee in order to build customers’ satisfaction.



