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An Analysis of Customer Experience Management For Used Car Business:

A Case Study of Hornbill Motor Company
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Abstract

The purpose of this research is to provide a better understanding of customer experience management
in used-car business. To reach this understanding, the thesis includes analyzing relationship between touch
points and customer experience, and identifying problems and barriers occurring in every touch point.
Information was collected from customers of Hornbill Motor Company. The customers were studied through the
whole experience journey including before making a decision to visit the showroom, during the time at the
showroom and after purchasing a car. In the first stage of customer decision journey, the findings indicate that
the customers decide to visit the showroom because they believe in the company’s credibility, its high-quality
product that would be able meet their needs and the showroom location. Advertising and Public Relations also
play important role in drawing traffic to the showroom. Lastly, the service of sales representatives has an impact
on their purchasing decisions in the next stage. Secondly, during purchasing process, one of the biggest
concerns of the customers is variety of product selections. The company fails to meet customer expectation
because it has limited product selections which is hard for the customer to make a product comparison.
However, the research suggests that the customers are impressed with the service of the sales representatives
during this process. Regarding the after-purchase experience, the customers are satisfied with the after-sales
service. The customers are contacted frequently from the company. This can be considered as a unique selling
point of this company because most of the used-car companies rarely keep in touch with their customers.

Keywords : Customer Experience Management / Touch points / used car
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