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f/{c:;itzegzz 3 Since automobile industry in the country is growing in terms of quality and

quantity, it is involved with the complexity of services. In this research, we tried
to examine the impact explanation of multi-dexterity maker of after-sales
services, especially after - sales services on perceptions of quality and its effect
of customer satisfaction, maintenance and loyalty. This study is an applied one
from the perspective of purpose and is descriptive - survey in terms of data type
and collection method. Statistical population of the study was customers of after
sale authorized dealers. The sample size using Cochran formula was 372. Data
analysis and hypothesis testing are done using SPSS and AMOS. According to data
analysis and hypothesis testing, there is a positive and significant relationship
between construction of research model on the basis of the performance of the
research samples, as well as the satisfaction and retention of customers with
perception of product quality according to customer expectations. Due to the
position of the product in terms of different parameters, after sale services in
term of loyalty of customers was not significant. Performance - importance
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Extended Abstract

1. Introduction

Nowadays, the main goal of any business is
to satisfy existing customers and attract
new customers. Customer satisfaction is a
key priority in the growth, prosperity and
survival of enterprises and cannot be
considered as a separate structure,
mechanism and function in the
performance  appraisal system  of
organizations. Companies are committed
to providing quality products along with
decent services to customers in order to
attract  customer  satisfaction and
ultimately loyalty, because customers are
the source of life and the key to success
and competitive advantage of companies.
The ability of organizations to adapt to
change and manage in their environment
and market requirement strategic
leadership skills. For this type of
leadership multi-dexterity, which is the
fundamental condition of an
organization's  capabilities, especially
services, in exploiting existing resources
and managing investigative activities for
its survival, is necessary and guarantees
the achievement of present and future
excellence within the framework of the
organization's competencies.

Since automobile industry in the
country is growing in terms of quality and
quantity, it is always involved with the
complexity of services. In this research, we
tried to examine the multi-dexterity
maker of after-sales services with
customers' perception of the quality of
services in the automotive industry, with
respect to study the impact explanation of
services, especially after - sales services
on perceptions of quality and its effect of
customer satisfaction, maintenance and
loyalty.
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2. Methods

This study is an applied one from the
perspective of purpose and is descriptive -
survey in terms of data type and collection
method. Statistical population of the study
was customers of after sale authorized
dealers. The sample size using Cochran
formula was 372 people who were
distributed and collected among
customers. Data analysis and hypothesis
testing are done using SPSS and AMOS.
For statistical analysis, structural equation
modeling, performance-significance
analysis and the study and analysis of
influence and degree of dependence have
been used. In this respect, Performance-
Importance The two-dimensional matrix
is used to create four areas of study and
analysis. In this positioning matrix, the
horizontal axis indicates the performance
and the vertical axis indicates the levels of
importance of product performance
(goods or services), analysis can be done.
In this study, a five-choice questionnaire
was distributed.

3. Results

Service is the result that customers want.
A service, activity, or benefit offered by
one party to another that is essentially
intangible and does not own anything.
Services are intangible and unstable
products that are produced and consumed
simultaneously. Service guarantee should
be accompanied by certain standards such
as easy understanding of the guarantee
text, no unnecessary bureaucracy,
services should not be conditional, and
customers should be assured that they will
be treated fairly in the event of a problem.
According to data analysis and hypothesis
testing, there is a positive and significant
relationship between construction of
research model on the basis of the
performance of the research samples, as
well as the satisfaction and retention of
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customers with perception of product
quality according to customer
expectations.

4. Conclusion

According to the result of the main
hypothesis, companies should use new
equipment to improve performance and
examine the quality performance of each
part of the organization separately and try
to improve performance by creating a
healthy competitive environment between
departments to ultimately lead to a higher
perception of Quality of service. According
to the first sub-hypothesis, experts and
employees must work with new methods
of customer service to ultimately lead to
customer loyalty. Benefit from customer
suggestions and criticisms by using the
application and increase trust and
increase loyalty. Also increase customer
loyalty by hiring and employing skilled and
responsive staff. Due to the position of the
product in terms of different parameters,
after sale services in term of loyalty of
customers was not significant.
Performance - importance approach in
two fields of supply and spare parts and
manager’s behavior, has high
performance. careful inspection and
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appropriate technical assistance,
telephone /online services, presence of
higher level supports, supply of equipment
and spare parts, and the quality of repairs
are key factors in the power and influence
of the company for after - sales services
appear proportionate to employee
behavior. According to the results of the
second sub-hypothesis test, increase
customer satisfaction by timely informing
customers and reducing unnecessary
bureaucracy. According to the results of
the third sub-hypothesis test, the rapid
resolution of complaints through strategic
and systematic planning will lead to
customer retention.
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