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B JD Power factors & attributes. There are 16
questions which are derived from 5 factors
Service Initiation,
Service Advisor, Service Facility, Vehicle
Pickup and Service Quality.
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Convenience of location
Cleanliness of dealership

Service Quality

Total time required to service your vehicle
Thoroughness of maintenance/repair work performed
Condition/cleanliness of vehicle on return

Service Advisor
Courtesy/friendliness of SA
Responsiveness of SA
‘Thoroughness of explanations

Vehicle Pickup

Timeliness of the pick-up process
Fairness of charges

Helpfulness of staff at pick-up

5 Customer Satisfaction Index Fact(
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