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Analysis on the Causes of the Loss of Customers in the
Automobile Service Plants

-A Case of H Brand Vehicle

Student: Hung-Chieh Wei Advisor: Dr. Jin-Yuan Wang

Degree Program of Transportation and Logistics
College of Management
National Yang Ming Chiao Tung University

Abstract

With the development of economic, the domestic of automobile market
1s also become popular. For the car dealers, the most important profit is the
aftersales service; however, many automobile customers do not return to
dealer workshops for maintenance and repairment once the vehicle has
exceeded warranty period, which cause significant impact on car dealers.
The purpose of this thesis is to find out the key factors that affect workshops
customer churn, so as to reduce the customer churn rate.

Firstly, we take 52 workshops of H brand vehicle as research scope.
Then we use K-means clustering to group 52 workshops according to their
attributes. After grouping workshops, we take linear regression analysis to
figure out the key factors which affect churn in each group. The research
results show that the affecting factors are different in each groups, which can

provide car dealers as reference in future aftersales services planning.

Keyword: Vehicle Aftersales Services, Customer Churn Rate, K-means,
Linear Regression analysis
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