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Objective: The present research aims to provide a contingency model for after-sales
service management within the automotive industry, specifically focusing on the after-
sales service sector of Atin Part Company, a subsidiary of Mammut Automotive Group.
Methodology: Initially, the researcher defines after-sales services using established
sources and presents their own selected definition. Based on this, and with the aim of
achieving the intended model, the general APQC framework was employed. After
adapting it for contingencies with insights from 20 experts in the relevant industry, the
combined interpretive structural DEMATEL-ISM approach was utilized to extract
relationships and determine the nature of these elements.

Findings: The results indicate that the interpretive structural model is three-tiered and,
based on the outcomes of the fuzzy DEMATEL, all components of the operational
dimension have a causative or influential nature, which aligns with industrial logic,
while the managerial support variables are influenced or consequential. The highest
influence pertains to the components of product and service marketing and sales (C3)
and information technology (IT) management. Conversely, the greatest impact is
related to the provision of physical products and the development of human capital
management.

Conclusion: According to this article, in the current context, after-sales service
companies place significant importance on human capital; indeed, investments in
human capital yield considerable returns. Additionally, as per ISM software output,
vision and strategy, as well as organizational risk, align with the provision of physical
products, existing on the same level, suggesting consistency among them.

Keywords: After-sales service, APQC framework, combined interpretive structural
DEMATEL-ISM approach
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EXTENDED ABSTRACT
Introduction

The automotive industry's growing demand for effective after-sales service management is crucial to
ensuring customer satisfaction and loyalty in increasingly competitive markets. Companies are striving to offer
reliable, high-quality products with comprehensive after-sales support to differentiate themselves and enhance
customer retention. This is particularly true in emerging markets like Iran, where industry-specific challenges such
as economic instability, technological limitations, and restrictions due to international sanctions have created
additional hurdles for service providers (Varshavi et al., 2024). In response to these challenges, the company Atin
Part Afzar was established in 2014 with the mission to supply a wide range of original and OEM automotive spare
parts to various customer segments. Despite its growing presence and success, the company faces the same
challenges as the broader automotive service industry in Iran, particularly in terms of maintaining competitive
standards for after-sales service (Alexander et al., 2002).

After-sales service, as defined by several researchers, includes activities and support offered after the initial
product purchase, including technical assistance, part replacements, and maintenance (Rigopoulou et al., 2008). Such
services can enhance product performance and customer satisfaction over the entire lifecycle of a product, making
them essential for fostering customer loyalty and attracting repeat business. Previous studies emphasize that quality
after-sales service can also serve as a significant revenue stream, with markets for replacement parts, maintenance,
and associated services being up to four to five times larger than the market for the initial product (Bundschuh &
Dezvane, 2003). In this context, this study explores a contingency model for after-sales service management using a
combined DEMATEL-ISM-Fuzzy approach to analyze the complex interrelations between operational and
managerial support factors in service delivery. The study specifically investigates three questions: 1) Are the
elements and dimensions of the APQC model applicable to Atin Part’s after-sales service management? 2) If
applicable, what is the causal relationship among these dimensions? 3) How can a contingency model for after-sales
service be designed based on the DEMATEL-ISM-Fuzzy approach?

Methodology

This study used a mixed-method approach incorporating DEMATEL, ISM, and fuzzy logic to develop a
contingency model tailored to the after-sales service requirements of Atin Part Afzar. Initially, two primary
dimensions—operational and managerial support—were identified, with thirteen key factors distributed within
these dimensions. For the operational dimension, six factors were identified: strategic vision and strategy, product
and service development, marketing and sales, physical product delivery, service provision, and service
management. For managerial support, the factors included human capital management, IT management, financial
resource management, asset supply and management, organizational risk management, regulatory compliance and
recovery, and external relationship management.

After interviewing 20 industry experts to verify the relevance of these factors, data were entered into the
DEMATEL Fuzzy software to obtain dependency matrices and thresholds. This analysis allowed for categorization
into causal (influential) and resultant (affected) variables, with the ISM analysis further clarifying the layered
structure of interdependencies among the variables. In the final step, the levels of influence for each factor were
analyzed to confirm their alignment with the APQC process framework.

Findings



The results of the path analysis revealed significant negative impacts across all variables on tax evasion and
avoidance behaviors. Specifically, transparency in tax laws demonstrated a path coefficient of -0.34 (p < 0.05) with
tax evasion and -0.76 (p < 0.01) with tax avoidance, suggesting that higher transparency effectively reduces these
undesirable tax behaviors. Public trust showed substantial negative correlations with both tax evasion (-0.53, p <
0.01) and tax avoidance (-0.31, p < 0.05), indicating that when the public has greater confidence in tax
administration, companies exhibit reduced tendencies toward evasion and avoidance.

Tax culture was also significantly correlated with lower tax avoidance, with a path coefficient of -0.48 (p
< 0.05), implying that a stronger tax culture encourages compliance. Meanwhile, tax crime scenario planning
showed the highest impact on reducing tax evasion, with a path coefficient of -0.58 (p < 0.01), suggesting that
detailed planning for potential tax crime repercussions might deter companies from engaging in tax evasion. These
results underscore the effectiveness of compliance and obedience techniques in influencing corporate tax behavior.

Discussion and Conclusion

These findings reflect the unique position of after-sales service management within the automotive sector
in Iran. The study indicates that critical operational factors such as marketing, product delivery, and human capital
development serve as primary drivers of service outcomes, while support variables, including IT management and
external relationship management, are highly responsive to changes in operational efficiency. This operational-
supportive division is consistent with the findings of Kurata and Nam (2010), who argue that core operational
services are instrumental in generating service outcomes, with support variables primarily serving to facilitate these
outcomes effectively (Kurata & Nam, 2010). Moreover, the prominence of human capital as a driver of service quality
aligns with other studies that emphasize the need for skilled personnel to ensure sustained customer satisfaction and
service reliability (Alexander et al., 2002).

The alignment between organizational strategy, risk management, and product delivery found in this study
further highlights the importance of coherence between strategic initiatives and operational processes. Additionally,
IT management was shown to be highly dependent on operational efficiency, supporting Rigopoulou et al. (2008),
who demonstrated the significance of technological infrastructure in improving after-sales responsiveness and
customer engagement (Rigopoulou et al., 2008). The findings also confirm that an effective after-sales strategy must
integrate IT management and human capital development to build a responsive and customer-oriented after-sales
system (Cavalieri et al., 2008).

One of the study's most important contributions is its three-level ISM model, which organizes influential
factors at the top, responsive factors at the bottom, and mediating factors in the middle. This layering allows
companies to recognize which variables require focused interventions and resource allocation. The use of the APQC
process framework with a DEMATEL-ISM-Fuzzy approach enables a flexible yet robust understanding of service
management in the automotive sector, showing potential for broader application in other industries where after-
sales service plays a critical role. This aligns with existing literature suggesting that services with a strong value-
added component, like after-sales, are particularly suited for modeling complex interrelations among causative and
resultant factors (Bundschuh & Dezvane, 2003).
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