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Abstract

The Aim of this research, the tactics of the communication of marketing to create
the relationship with customer after sale service: case study of comparison in personal car
between Toyota and Honda, is to study the activity of marketing communication in the
customer service department in term of the creating the relationship with their customers after
sale. The present study is the qualitative research. The in-depth interview has been used with
twenty-six purposive sampling. These sampling was divided to two groups, first group is
including with the person who involve the policy in high levels by receiving the policy from the
both Toyota and Honda head office. This group has two persons, one is from Toyota and other
one is from Honda. Second group are the person who act the activities direct to the customer.
They are the dealer executives; the customer’s relationship staff, the technician staff and
salesmen. Twelve are from each company or twenty-four in total.

The results of communication marketing show that the creation of the relationship
with the customer after sale. The dealer activities after sale have been used to contact with the
customer. In the same time, the new product was also introduced. Moreover these activities are
for expected customer therefore many tactics are involved. For examples, the well intention for
sell tactic, child impressed tactic, customer impressed tactic, customer thank tactic, motivated
the customer desire tactic and so on. Both of car companies were plan to pronounce the policy
by using media direct to the customer such as television, radio, and newspaper. The dealers also

are the other way to contact the customer directly by using telephone, SMS, E-mail and Post.



For the duty of customer’s relationship department for creating the relationship with
customer after sale, we found that the salesman and the customer service staff are the main who

maintain the relationship with old customer.
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= ansaldselomildna 9 M3 (Dependability in Use)

~ AuAMTUTMS (Reliabiliy of Auxiliary Services ) A MANAUAN

- N3N 1614 ( Enhancement of Earning )
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