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Abstract:

This research aims to identify the level of after-sales services

at durable goods stores in the city of Mosul. From this point

of view, the main research problem was identified in not
knowing the level of after-sales services for customers, and
based on the importance of this topic, as after-sales services
are all the activities carried out by the producer that enable
the consumer to buy and obtain the best specifications that he
finds from the goods, by increasing the benefits ins, and
therefore will achieve the greatest possible satisfaction of his
needs and desires, and its dimensions are represented (with
warranty, maintenance, installation and operation, sale by
installments), and the main research hypothesis was
developed that the diagnosis of the reality of after-sales
services provided by durable goods stores in the city of

Mosul varies, and the questionnaire form was used as a main

tool in collecting data and information, as it was distributed

(160 A questionnaire on a sample of workers in durable

goods stores in the city of Mosul.

After conducting the statistical analysis using the program

(spss) and (Excel), the researchers reached a set of

conclusions and proposals, the most important of which

were:

1. From the results of describing and diagnosing the after-
sales services variable and its dimensions, it was found
that they are in the positive direction because all the
arithmetic mean are higher than the hypothetical mean.

2. From the results of the description and diagnosis of the
after-sales services variable, it came in the first place after
selling by installments, in the second place it came after
maintenance, in the third place it came after the warranty,
and in the fourth place it came after installation and
operation.

In light of the conclusions presented by the two researchers,

some proposals can be made that will have a positive impact

on the development of the researched stores, as follows:

The management of the surveyed stores should pay attention

to developing the level of after-sales services, and urge their

employees to pay attention to all dimensions of this variable
in order to raise the level of customer confidence.

1. It is better to work on raising the level of weak
dimensions, such as after selling by installments, as it had
the lowest percentage of contribution.

2. The researched stores should be given attention by
improving the dimensions of after-sales services
according to the sequence of dimensions produced by this
research.

(*) The research is extracted from a master's thesis of the second researcher.
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