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SAHA PRAYURVONGSE : CONSUMER ATTITUDE TOWARDS AFTER SALES SERVICE
PROVIDED BY AUTOMOBILE COMPANIES IN BANGKOK METROPOLIS ADVISOR : ASSISTANCE
PROFESSOR DR.GUNTALEE WECHASARA

To satisfy the increasing desires among consumers in using vehicle
automobile companies have endeavored to develop both product and service
quality. One very important strategy in this has been to develop after
sales services in order to attain maximum customer satisfaction.

The purpose of this thesis is to examine conusmer attitude
towards after sales services Metropolitan area. The Hypothesis was devided
into 2 parts as following topic 1) consumers did not satisfy to the after
sales service of automobile company. 2) The better image of after sales
service from European automobile company compare to Japanese automobile
company. Research for this study was conducted using two methods. The
first method, which was for collecting primary data, was performed by
conducting intervies with prospective consumers. the group totalled 410
persons. They were then seperated into 205 consumers from Japanese
automobile companies and 205 from European automobile companies. The
second method was by collecting data from various journals, periodicals
and catalogues.

This study revealed that spare parts is one factor that consumers
are extremely concerned with and which gives them the greatest satisfaction.
Prices and sales service wee two areas consumers felt there were the
greatest problems and adjustments and improvements are necessary in order
to increase customer satisfaction. The test results are consumer's
satisfaction on after sales services on both European company and Japanese
company and the image of Japanese companies is better than European
companies.

Automobile companies must continue to develop all aspects of
after sales services, that is parts, sales and services, in regards to
manpower, equipment and tools. The condition of service centers is primary
in convincing consumers the center offers efficiency and success because
this is how a consumer judges the quality and reliability of an automobile
company. In addition, various marketing strategies also support the
development of after sales services because the various components in
marketing will act to build up and expand after that will be presented to
consumers.
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