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organizations. This paper presents an empirical investigation to study the relationship between
after-sales service quality and customer satisfaction in a firm named Setareh Nik Aria Yadak
whose primary responsibility is to provide after-sales services for public transportation. The

January 7 2016 study selects a sample of 252 out of 730 customers in 2015 who received their services from
Keywords: this firm. The survey designs a questionnaire in Likert scale, which consists of four items of
After-sales service quality, responsiveness, speed and cost of services. Cronbach alpha is calculated as 0.79, which
Quality validates the quality of the survey. Using Spearman correlation test, the study has detected a
Customer satisfaction positive and meaningful relationships between four components of after-sales services and
Setareh Nik Aria Yadak customer satisfaction.

© 2016 Growing Science Ltd. All rights reserved.

1. Introduction

Nowadays, customer is believed to be the most precious asset for any organization and building a long
term relationship between firms and customers plays essential role for the success of organizations
(Lele & Sheth, 1987; McCollough et al. 2000; Cohen et al., 2000). Rigopoulou et al. (2008) investigated
the impact of after-sales services on customers' satisfaction as well as on their behavioral intentions,
namely “repurchase intention” and “word-of-mouth” (WOM). They reported that after-sales service
quality influence on satisfaction, which in turn impacts behavioral intentions. Therefore, after-sales
services influence on the overall offering and thus, the quality of the relationship with customers.
Kurata and Nam (2010) reported that after-sales service plans determined to maximize profits could
not necessarily fit optimal after-sales service levels that could satisfy customers the most. Van Birgelen
et al. (2002) investigated the relationship between perceived service performance and national cultural
specifications in the formation of customer satisfaction for three kinds of after-sales service contact
modes. They reported that, unlike the traditional face-to-face service encounter, the perceived quality—
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satisfaction relationship was moderated by national culture in the case of an after-sales service contact
mode mediated by technology. The positive effect of customer satisfaction on brand and dealer loyalty
has been considered, significantly. Bloemer and Lemmink (1992) tried to prove whether or not this
relationship actually existed by investigating the case of an automobile-dealer network. They
considered three different kinds of customer satisfaction: (a) satisfaction with the car; (b) satisfaction
with the sales service and (c) satisfaction with the after-sales service. They expected that all three kinds
of satisfaction could have an effect on brand loyalty as well as on dealer loyalty. In their study, the
three types of customer satisfaction and the intention to buy the same brand of car more than once,
along with the intention to purchase from the same dealer again were investigated. The customers were
also requested why they could purchase the same brand or from the same dealer. They reported that:
customer satisfaction with the car, as well as dealer loyalty were main determinants of brand loyalty;
customer satisfaction with the sales service as well as with the after-sales service were main
determinants of dealer loyalty and dealer loyalty is an intervening variable in association between
satisfaction and brand loyalty.

2. The proposed study

This paper presents an empirical investigation to study the relationship between after-sales service
quality and customer satisfaction in a firm named Setareh Nik Aria Yadak whose primary responsibility
is to provide after-sales services in public transportation. The population of the survey includes all
customers who received their services from this firm during the year of 2015. Therefore, the sample
size is calculated as follows,

Nxzi/prxq

n= , 1
82><(N—1)+zi/2><pxq M

where N is the population size, p=1-grepresents the yes/no categories, z,,,is CDF of normal

distribution and finally & is the error term. Since we have p=0.5,z,,, =1.96 and N=730, the number of

sample size is calculated as n=252. Fig. 1 shows personal characteristics of the participants who took
part in this survey.

93%
M Female M Male m20--30 m31--40 m40< 12> 112 m14 m16=<
Gender Age Years of education

Fig. 1. Personal characteristics of the participants
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As we can observe from the results of Fig. 1, 93 percent of the respondents were male, 54% were at
least 40 years of age and they mostly had minimum or no university education. The survey designs a
questionnaire in Likert scale, which consists of four items of quality, responsiveness, speed and cost of
services. Cronbach alpha is calculated as 0.79, which validates the quality of the survey. In addition,
Kolmogorov—Smirnov has indicated that the data were not normally distributed and therefore, the
proposed study of this paper uses Spearman test to examine hypotheses of the survey. The main
hypothesis of the survey is as follows,

Main hypothesis: There is a positive relationship between after-sales services and customer satisfaction.
The main hypothesis of this survey consists of the following four sub-hypotheses,

There is a positive relationship between quality of services and customer satisfaction.

There is a positive relationship between being responsiveness and customer satisfaction.

There is a positive relationship between speed of services and customer satisfaction.
There is a positive relationship between cost of services and customer satisfaction

el S

Fig. 2 shows the structure of the proposed study,

Quality of services

Being responsiveness
| After-sales services Customer satisfaction |
Speed of services

Cost of services

Fig. 2. The structure of the proposed study
3. The results
In this section, we present details of the presentation of the study.

The main hypothesis of the survey investigates the relationship between after-sales services and
customer satisfaction. The implementation of Spearman correlation yields r = 0.68 (Sig. = 0.002),
which means there was a positive and meaningful relationship between after-sales services and
customer satisfaction.

3.1. The relationship between quality of services and customer satisfaction

The fist sub-hypothesis of the survey investigates the relationship between quality of services and
customer satisfaction. The implementation of Spearman correlation yields r = 0.42(Sig. = 0.000), which
means there was a positive and meaningful relationship between quality of services and customer
satisfaction.

3.2. The relationship between being responsiveness and customer satisfaction

The second sub-hypothesis of the survey investigates the relationship between being responiveness and
customer satisfaction. The implementation of Spearman correlation yields r = 0.54(Sig. = 0.003), which
means there was a positive and meaningful relationship between being responsiveness and customer
satisfaction.
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3.3. The relationship between speed of services and customer satisfaction

The third sub-hypothesis of the survey investigates the relationship between speed of services and
customer satisfaction. The implementation of Spearman correlation yields r = 0.49(Sig. = 0.001), which
means there was a positive and meaningful relationship between speed of services and customer
satisfaction.

3.4. The relationship between cost of services and customer satisfaction

The last sub-hypothesis of the survey investigates the relationship between cost of services and
customer satisfaction. The implementation of Spearman correlation yields r = 0.65(Sig. = 0.005), which
means there was a positive and meaningful relationship between cost of services and customer
satisfaction.

4. Conclusion

In this paper, we have presented an empirical investigation to study the relationship between after-sales
services and customer satisfaction for one of the part suppliers of public transportation in Iran. The
results of the survey has indicated that cost of services played essential role for customer satisfaction.
In addition, customers appreaed to highly expect firm to be responsible about the job they accimplish.
A fast and reliable service also played crucial role on attracting customer to become regular user of
services.

Acknowledgement
The authors would like express their appreciation for comments made on earlier version of this work.
References

Van Birgelen, M., de Ruyter, K., de Jong, A., & Wetzels, M. (2002). Customer evaluations of after-
sales service contact modes: An empirical analysis of national culture's consequences. International
Journal of Research in Marketing, 19(1), 43-64.

Bloemer, J. M., & Lemmink, J. G. (1992). The importance of customer satisfaction in explaining brand
and dealer loyalty. Journal of Marketing Management, 8(4), 351-363.

Cohen, M. A., Cull, C., Lee, H. L., & Willen, D. (2000). Saturn's supply-chain innovation: High value
in after-sales service. Sloan management review,41(4), 93-101.

Kurata, H., & Nam, S. H. (2010). After-sales service competition in a supply chain: Optimization of
customer satisfaction level or profit or both?.Infernational Journal of Production
Economics, 127(1), 136-146.

Lele, M. M., & Sheth, J. N. (1987). The customer is key: gaining an unbeatable advantage through
customer satisfaction (Vol. 15). John Wiley & Sons Inc.

McCollough, M. A., Berry, L. L., & Yadav, M. S. (2000). An empirical investigation of customer
satisfaction after service failure and recovery.Journal of service research, 3(2), 121-137.

Rigopoulou, I. D., Chaniotakis, I. E., Lymperopoulos, C., & Siomkos, G. I. (2008). After-sales service
quality as an antecedent of customer satisfaction: The case of electronic appliances. Managing
Service Quality: An International Journal, 18(5), 512-527.




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


