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USING 8D THEORY AND PZB CUSTOMER SERVICE QUALITY
GAP MODEL TO SOLVE CUSTOMER COMPLAINTS IN
AUTOMOBILE SERVICE PLANTS AND IMPROVE CUSTOMER
SATISFACTION~TAKING QINGTONG AUTOMOBILE
TAOYUAN FACTORY AS A CASE
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ABSTRACT

In the service process of the service industry, it is inevitable that there will be some
additional customer complaints, and the automobile service industry is no exception. Loss,
which is the primary condition in business, but it is inevitable that we will encounter
customer complaints. In fact, customer complaints are not terrible. The key point is how to
deal with the incidents so that consumers can get a satisfactory and reasonable explanation.
to improve customer satisfaction. is what every industry needs.

This case uses the 8D theory of Eight Disciplines Problem Solving (abbreviation: 8D)
and the PZB customer service quality gap model in conjunction with 5W+1H, the so-called
six methods to solve customer complaints and improve customer satisfaction.
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Gap Model



