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AJ Rent a Car’s Customer Satisfaction Management
through Service Innovation

Kim, Sang Yong*
Lee, Doo Hee™"
Suh, Koo-Won™**
Yoo, Weon Sang****

Abstract

As the Korean rental car industry turned into a mature stage, the competition level has become
stronger than ever. In 2006, AJ Rent a Car declared customer satisfaction management as its vision
to make a breakthrough. Through various service innovation efforts, AJ has been successfully offering
meaningful and differentiated values to the customers. As results, the complaints rate has decreased,
while service quality index has significantly increased. These service quality indicators have led to
improved customer satisfaction level which was measured by re-purchase intention and customer
satisfaction index, and AJ outran its major competitors in these dimensions of competition. The first
key success factor of AJ is its effective service system. AJ manages the VOC, ERP, and CRM
system in a well organized manner. AJ's another key success factor is a effective service process,
which helps the organization share and respond to customer complaints in an efficient way. Finally,
the management communicates the clear vision and strategic direction not only with the customers
but also with the entire organization. With these three factors combined, AJ has created the service
oriented corporate culture. Based on the culture. AJ has been able to develop a strong and sustainable

competitive advantage in customer satisfaction management.

Key words: AJ Rent a Car, Rental Car Industry, Service Management, Customer Satisfaction,
CRM
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