
























by CAR 

 

 

Looking for the 

information on 

Nissan website 

 

Calling to the 

center for 

more details if 

needed 

 

Was the 

information 

complete 

enough? 

NO 

 

YES 

 

Going to the 

center Parking 

Entering the 

center 

By public transport 
Did anybody 

come to you? 

YES 

 

NO 

 
Waiting 

Searching 

the 

information 

desk 

Explaining 

the reason of 

coming 

Willing to buy 

souvenir 

Technical 

Service 

Choosing a 

souvenir 

Willing to 

buy a car 

Buying a 

souvenir 

Having a 

consultancy 

Test Drive 
Buying a 

car? 

 

Preparing all 

documents  

YES 

 

NO 

 

Going home 

and thinking 

Choosing a car 

brand 

Somebody 

wants to buy a 

car/car 

souvenir/have a 

service 

 

Making a 

payment 

Leaving by a 

new carJ 

Having a 

service 

Leaving a center 

IN CASE OF 

PROBLEMS 

 

Leaving a center 



 

       by Public transport 

 

Looking for 

the 

information 

on Nissan 

website 

 

Calling to the 

center for more 

details if 

needed 

 

Was the 

information 

complete 

enough?  

NO 

 

YES 

 Going to 
the center 

Parking 

Entering 

the center 

Explaining 

the reason 

of coming 

Willing to 

buy 

accessories 

Technical 

Service 

Choosing an 

accessory 

Willing to 

buy a car 

Buying an 

accessory 

Having a 

consultancy 

Test Drive 

Buying 

a car? 

 

Preparing all 

documents 

YES 

 

NO 

 
Going home 

and thinking 
Choosing a 

car brand 

Somebody 

wants to buy a 

car/car 

accessory /have 

a service 

 

Making a 

payment 

Leaving by a 

new carJ 

Having a 

service 

Leaving a center IN CASE OF 

PROBLEMS 

 

Leaving a 

center 

Ability to use 

ǘƘŜ άŦǊŜŜ 

ŘǊƛǾŜǊέ ǎŜǊǾƛŎŜ 

Spending time in 

some outsourcing 

ŦŀŎƛƭƛǘƛŜǎ όŎŀŦŞΣ 

touristic agency) 

by Car 

 



Buying a car 
56% 

Look around 
11% 

Repair center 
11% 

Technical 
assistance 

22% 

Buying a 
souvenier 

0% 

Reasons of visits 



59% 

37% 

4% 

Tangibles 

convinient not so convinient

inconvinient

22% 

67% 

11% 

I am satisfied with the 
location of the center 

Totally Probably No



78% 

22% 
0% 

Responsiveness 

High Middle Low

89% 

11% 

0% 

I could have a consultancy 
at the first demand 

Yes Maybe No



69% 

9% 0% 

Reliability 

accurate performance

not so accurate performance

inaccurate performance

78% 

22% 

0% 

The assistants could 
answer all of my questions 

Totally Probably No



78% 

22% 
0% 

The specialists were eager 
to answer all of my 

questions 

Totally Probably No

81% 

19% 
0% 

Empathy 

High Middle Low



78% 

22% 

0% 

Would you recommend 
this dealer center to your 

friends? 

Totally Probably No

81% 

19% 
0% 

Assurance 

absolutely trustworthy

not so trustworthy

not trustworthy at all










