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Abstract : Business today is highly competitive, and the automobile industry is no exception. Therefore, it is necessary to
determine the customer value and service quality measures that lead to customer satisfaction which in turn lead to customer
loyalty. However, in the automobile industry, the role of logistics service support in these relationships cannot be undermined.
It could be inferred that logistics service supports and its management has a direct correlation with customer service and or
service quality. But this is not always the same for all industries. Therefore, this study was to investigate how automobile
companies implement the concept of customer service through logistics service supports. In order to ascertain this, two
automobile companies in Ghana were selected, and these are Toyota Ghana Limited and Mechanical Lloyd Company Ltd. The
study developed a conceptual model to depict the study’s objectives from which questionnaires were developed from for data
collection. Respondents were made up of customers and staff of the two companies. The findings of the study revealed that the
automobile industry partly attributes their customer satisfaction to the customer value, service quality or customer value. It
shows a positive relationship between logistics service supports and service quality and customer value. However, the results
indicate that customer satisfaction is not predicted by logistics services. This implies that in the automobile industry, it is not
always the case that when customer service is implemented through logistics service supports, it leads to customer
satisfaction. Therefore, there is the need for all players and stakeholders in the automobile industry investigate other factors
which help to increase customer satisfaction in addition to logistics service supports. It is recommended that logistics service
supports should be geared towards meeting customer expectations and not just based on the organization’s standards and
procedures. It is necessary to listen to the voice of the customer to tailor the service package to suit the needs and
expectations of the customer.
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