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Development, analysis and applications of a quantitative methodology for

assessing customer satisfaction using evolutionary optimization
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8. Conclusions
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In this study, we have demonstrated how starting with vehi-

cle service and sales data, a plethora of valuable information can
be derived about perceived customer satisfaction indicators. First,
a single-objective optimization procedure has been suggested to
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cle models as a function of six important features extracted from _
the service data. This customer level CSI modeling approach has Shialuld) pusl sladis gdmwgs ¢l ddua S gjlediug iy Su laml .3)sl
given us an understanding of the objective space and difficulties

associated with it. Consequently, we developed the multiple vehi- Sdatia b ) L-P-!Is Ciyso 4 9)des ilita slodie o (CSI) s

cle CSI modeling technique through which a single aggregate CSI
function can allow us to rank different vehicle models in increasing

order of customer satisfaction. The ranking of five different vehicle 5 fuesn EJ:"" CSI gjlud e N 'Dl'a""‘:"-f"- Cloas glaeals o7yl
models obtained by our procedure has been statistically validated _

to be significant and also verified against the ranking obtained from edondd 3 Wawl 03l 3l (M a ly al L' -Tﬂ-ﬁ_:-ﬁ sl glgds 5 Bin slad Sy
published Consumer Reports reliability ratings on the same set of
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