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ABSTRACT

This is a report of the study on the effectiveness of the after sales services provides
by Fook Loi Automax Sdn Bhd in Kota Kinabalu. In this report all the essential
elements in the study are included to present a clear view and explanation about the
study. As an introduction, a background of company are shortly brief, then most of all
are on the study itself like the background of the study, which explain why the study
is conducted. It was stated that the effectiveness of the after sales service is
important to achieve some targets or goals like creating customer relationship,
customer loyalty, customer satisfaction, repeat-purchase behavior and positive
influence to others. In this study, it is focusing on the existing after sales services
provides by Fook Loi Automax like post-delivery contact by salesperson,
maintenance service, SMS Notification and greeting cards. After that, the scope of
the study are also included in this report to explain the area of study, place of study,
target group and period of research. The theoretical framework for this study consists
of dependent variable which is the efffectiveness of the after sales services and the
independent variables which are customer loyalty, customer satisfaction, repeat
purchase and positive influence. The variables then tested by distributing
questionnaire to the respondent and analysing it using SPSS and converted into
statistical data which then used as findings and for cross tabulation analysis. Lastly, it
was concluded that for overall, the after sales services are quite satisfying but still
need to be improved and there are some recommendations like setting up a service
centre in every particular outstation area, providing more conducive waiting area and

improvement on the salesperson.





