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Consumer Satisfaction in Automobile Industry Research Methodology Report . Al () The objective of this paper was to
find the satisfaction amongst the.

Responsiveness according to Bouman and Ton van der Wiele is the ability to perform the service within an
appropriate time scale to customer demand and provide adequate response to service quality. Data analysis
and results 4. In a study conducted by Jaarsma et al. Lam et al. Compared with traditional techniques, we
believe that our method is more appropriate for making decisions about allocating resources and for assisting
managers in establishing appropriate priorities in customer satisfaction management. The customer loyalty
scale draws on the attitudinal and behavioral patronage logic of commitment described by, e. The branded
dealers service operation proved to be relatively weak, having only one of these attributes, while being better
evaluated in less important ones. From Table IV , items seem to load better on the own construct than other
constructs satisfying the underlying principles of the cross-loading technique. The instrument was pretested
with experts in marketing and service operations management as well as practitioners and the feedback
received were used to improve the final piece before administering them. This can be used to evaluate whether
the omitted construct has a substantive impact on the endogenous constructs or not. Hence, based on the above
arguments, the following hypotheses are proposed: H1a. Received Apr 25; Accepted Sep 2. We make two key
contributions to the literature. The bootstrapping procedure using re-samples of 5, was used to determine the
significance of the path coefficients in the model. Tangibles relate to the physical facilities, equipment, the
appearance of personnel as well as the appearance of the workshop and the states of equipment in the shop. By
becoming a tourism factory, companies can establish a connection between consumers and the brand, generate
additional income from entrance tickets and on-site sales, and eventually add value to service innovations Tsai
et al. Service quality and customer satisfactions are very important concepts that companies must understand
in order to be operationally efficient and remain competitive Modgil and Sharma,  Service quality was
measured using the five main constructs: reliability, tangibles, responsiveness, assurance and empathy â€”
measured across 22 items or service attributes Parasuraman et al. Customer satisfaction â€” The customer
satisfaction construct was operationalized using a differential scale similar to other affective interpretations of
customer satisfaction Oliver, ; Spreng et al. All the items were contextualized to the car services operations for
easy understanding by those answering them. Second, an average of 70, used cars is imported into Ghana
every year Modern Ghana,  Such findings provide useful information regarding customer behavior based on a
uniform method of customer satisfaction, and offer a unique opportunity to test hypotheses Anderson et al.
The empathy of the mechanic has a positive impact on the satisfaction of the customers. It is expected that the
same relationship will prevail between mechanics in Ghana and their customers. The reliability of the
mechanic has a positive impact on the loyalty of the customers. The satisfaction of the owners of the cars that
are serviced has a direct positive relationship with their loyalty to their mechanics. Every aspect of the TCSI
that influences overall customer satisfaction can be measured through surveys, and every construct has a
causeâ€”effect relationship with the other five constructs Fig. This was done through the assistance of both
graduate and undergraduate students pursuing business studies in one of the most recognized business schools
in Ghana. The effect size can be calculated as: f. The car owners are given one to two weeks to complete the
survey. Different industries which researchers study are, for instance, telecommunications Woo and Fock, ,
restaurants Gilbert et al. Keywords: Customer satisfaction, Tourism factory industry, Partial least squares,
Business management, Service management Background Traditional manufacturing factories converted for
tourism purposes, have become a popular leisure industry in Taiwan. Abstract Customer satisfaction is the key
factor for successful and depends highly on the behaviors of frontline service providers. Discriminant validity
was established using two techniques, namely, cross-loadings and Fornell-Larcker criterion.


