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Abstract : Since 2019 the Advanced Driver Assistance System(ADAS) and many kinds of autonomous driving functions
including connectivity devices were applied to the imported vehicles thanks to the national regulation harmonization with
oversea. In this matter of fact, the high technical competence of repair ability and special equipment is required more & more
in vehicle repair & maintenance business in terms of imported vehicle rather than domestic vehicle. Furthermore, the
structure of imported brand is based on dealer system so the competition with other dealers to invite more customers in their
service centers is natural. Therefore, the customers satisfaction and loyalty are the most important factor in the after-sales
service business. Based on customers who got the latest model in imported brand were surveyed by SERVQUAL, it was
approved that the repair quality so called Fixed First Visit(FFV) is the key factor to improve customer satisfaction and
loyalty(retention) that Service Center. In conclusion, the 1st level of requirement for repair quality enhancement is proficient
technician & high level of communication ability in front of customers. Therefore, it is the key how to cultivate, training and
update the level of technician and manpower to make them provide high level service.
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Fig. 1 Imported car market share in Korea in 2022
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Fig. 3 Spare parts supply depend on location of headquarter
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Table 1 6 dimensions in SERVQUAL method

& Dimension Description
Facility, Appearance of Service center
Tangibility Cutlook & faceof employee
_________________ o el b B L e
Provide exactly the service promised
Reliability problem solving
................. PIRSIIENIEY oo oo sssmns e
. behavior, kindness of employes
Certainty : ; ; ;
Including the provider's ability to deliver to consumers
] Understand consumers by paying sttention to them
Empathy Whether it helps provide a clear understanding of the
.................. b U S S S P
Th | d t ds of
Faimess .e quality, price, and accurate records of services are
.................. .. S
Responsiveness |Accurate service time and prompt response to requests
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Table 2 Design and structure of the survey

Survey Area Description Evaluation Unit
% Clean, Good
arance,
Tangibility i P?ﬁi)f appearance
acili s
& facility
Reaxt and care of Kindness and good
|Empath
Btk customer behavior to take car
Understandi Technical knowledge
Communication n I edg 1~5 point
what customer needs|about the cars
e Technical Fixed First Visit
cura
5 Competence [FFV)
Repair period Keep the period
|Reliability : - to check customer
the will of revisit ,
retension
Target A brand within
|Brand ranking 5 in market
Vahic after Model Year
e 2020 with ADAS
Target Sex Male / Female(20:10)
Cust
20~30: 10 people no backgroud
Age 31~40:10 about car
41~50:10 technology
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Weighting upon Age and Sex
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Fig. 4 Survey result upon age and sex
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Table 3 Internal survey and statistic result in brand A

KPI A Dealer | B Dealer
Number of Technician 73 92
Diagnosis Technician 36 19
Work bay 112 110
Fixed First Visit T74% 43%
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Customer loyalty
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Table 4 ASE certification test series

31 makg o] Agu)zE d e shy o] | E A Al A Code Certification
3] $8 vy Fr w3 Fdd 8 o Al~9 Passenger car & light truck
AR, A71FH o2 AMu]x 2] HAFYAlolA 58 Bl ~5 Collision repair and paint
v o] &5 2ntE gz} AlthE e el glojA 3t B6 Damage quotation
g 4 gE REolg) sk Ak Cl Customer advisor for repair
ao] Rk Aol ek Aul 2 $o) Hgle] 4 E1-~3 Heady truck repair
&3k olafi7F EAINE S 13 A DAlo| 2ntE AHF Gl Maintenance
zte] B/gol g 13ska nestE A AHE S H Bus
3l & sh}e] W4 e solu) T1~8 Mid-size truck
o] A7kA a4 F 7P Fasiha & 5 Qe S L1 Engine repair
Au|AL SAdo] tlate] u]F S Qo) Aujal §A] = L2 Diesel engine repair
233 2 AEE F3) T7HHQ 2ol A 5208 o L3 HEV/BEV repair
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Sangwook Han - Sungyong Ha

ARFE vho 2HAES Bo) 25U AAY
9l WS R NP B S5 18e Pyt glov
slol 28 AAS AZA sl Faks S
g 4 9lek

43 2=

AL AFARY B EAVA F G B b 2
542 v)Fe] A Eolell A £95H= STAR 915 A
Aash ol SHANAGA ALE a1 Atk Aol

SFAAYAE $REE L Bel2 e 7}
A AL AFE AEZ ARG 222 ARG
H) A, A5 AL A 712 Y EE 58 fEs] A%
2 Q7% gt A Qo) B 2 BYBE
Aelsh A2 Al E .

A T A BA AF AR )T e AR
st AAE 25A Reha glon] 53} o] AAH
91 W& R AT P9 Aol vl FE efolc.

B AAF BAE Yol AHAL AAAE E¢)at
Y 22 QHPAelE A Yo ZAhHe
ue) AFAA el g Stoln =, w57,
FaApE AUAA L PP BELTZTY Aol B
e Rez Aag

138 3242888 =27 A3 A%, 2025

s 7
o] =E-2 20240 % FH-hstal Sh&d ] A Y9
A Axfolt.
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