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ABSTRACT

On January 29, 1886, German engineer Karl Benz applied for a patent for his
motor vehicle, which was a three wheeled vehicle. In the same year, German Daimler
and Maybach also completed the installation of the gasoline engine on the four-wheel
vehicle. They soon established their own automobile companies. In 1926, with the
merger of the two oldest automobile manufacturers, the manufacturer applied for
patent rights for the trademark again. The star logo in the ring evolved into today's
trident star pattern, and became one of the ten famous trademarks in the world,
namely Mercedes Benz. She is regarded as one of the most successful high-end
automobile brands in the world, with perfect technical level, excellent quality standard
and innovative ability. However, no one is perfect, no one is perfect. Mercedes Benz
also has quality defects with a certain failure rate. These defects need the support of
good after-sales service ability.

Cars are changing the way of life. With the improvement of living standard,
people have higher requirements for the quality of automobile products and after-sales
service ability. When the car price is almost the same, in addition to the hardware
configuration and quality of the car itself, people will pay more attention to the quality
of after-sales service provided by the car manufacturers, and have a stronger sense of
harming the interests of consumers. Good after-sales service quality can improve the
industry image of enterprises, attract more consumers and increase the profits of
enterprises. Therefore, having good after-sales service quality is an effective way to
improve the competitiveness of enterprises. This paper analyzes the cause, process
and result of the event of "safeguarding the rights of Mercedes Benz women owners"
in Xi'an, probes into the problems of automobile after-sales service quality reflected
by the event, and discusses how to improve the quality of automobile after-sales
service.

Key words: Benz automobile; brand; rights protection; automobile after-sales;

service quality
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