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The purpose of this research is to {ind for the maintenance service factors causing former
customers not 1o use the service, keeping former customers to be existing customers or stimulating
former customers to use the service and increasing the satisfaction of customers regarding the
service of mamtenance, by the process of customer relations management.

In order to nuprove the quality of maintenance service, i is necessary to know the desire
and satisfaction of customers, by using the process of customer relations management; and quality
wols were used for determining the appropriate condition for the satisfaction, for example, 7 QC
Tools, such as Cause and Effect Diagram, Parcto Chart, 7 New QC Tools, Tree Diagram, after that
the plan was made for improving the maintenance service quality by the customer relations
management process.

The result of rescarch, it can be summarized that:

1. The factor that made customers not to use the service continuously is the delay in
providing service, problems of contact, for example, lacking the informing of date and time to
provide the service for maintenance, postponing of such day and time, impolite dressing,
unavailability for providing service, lacking of equipment and necessary spare parts and after
completing the maintenance, forklift shall be cleaned, forklift shall be kept in the place for keeping.

2. The total numbers of customers arc 36 sample companies, 12 sample comi)anics of
which before the research could not provide service of maintenance. After the research by using
customer relations process, it was found that the numbers of customers that the sample companics
cannot provide service are reduced from the former companies, to be remaining only three
companics; therefore the rate of losing of customers was reduced from 33.33%, to be remaining
8.33%.

3. Regarding the level of customer satisfaction marks before the rescarch, the satisfaction
was 68.89 % but after the quality of maintenance service was improved, 1t was found that % of

satisfaction was increased from the former one to be 89.56 %, the ratio was increased by 30 %.
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