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This independent study aimed to study the services marketing mix factors that
affect customer decision in selecting the automobile services center in Nakhon Pathom province.
The data were collected by questionnaires from 400 samples of customers, who used automobile
services centers in Nakhon Pathom province. Quota sampling was applied in collecting data: 200
samples from authorized automobile services centers and 200 samples from the general car repair
shops. Statistical approaches used in this study were frequency, percentage, mean and t-test.

According to the study, most of the respondents were male, 26-35 years of age,
married, held undergraduate degrees, and worked for companies with not over 15,000 baht
monthly income.

Regarding behavior in using automobiles, most of the respondents used Toyata
brand which were new ones bought from the dealers. The automobiles were used for 2-6 years
with up to 100,000 kilometers mileage. Most of the owners understood fundamental maintenance
methods. The owners make their own decision to obtain the service from the service centers. The
automobiles were checked routinely on mileage or time schedule.

In relation to the services marketing mix factors affecting customer decision in
selecting automobile services center in Nakhon Pathom province, the respondents rated the
services marketing mix factors at a high level of importance with the average score as follows :
process, people, product, physical evidence, place and promotion respectively. The services
marketing mix factor that was rated at a moderate level of importance average score was price.

The comparison of services marketing mix factors affecting customer decision in
selecting automobile services center between authorized services centers and general car repair
shops in Nakhon Pathom indicates that the factors which were significantly different included
product, promotion, physical evidence, and process as the following details.

The subfactors that were rated by the customers of authorized services center
with the highest average score were as follows : maintance standard as product factor; reasonable
price as price factor; nearest location as place factor; post-repair warranty as promotion factor;
experienced and skillful mechanics as people factor; high technology equipment as physical
evidence factor; complete condition of the car repair as the process factor.

The subfactors that were rated by the customers of car repair shops with the
highest aver'age score were as follows : quality of spare parts as product factor; reasonable price
as price factor; nearest location as place factor; post-repair warranty as promotion factor;
experienced and skillful mechanics as people factor; high technology equipment as physical

evidence factor; complete condition of the car repair as the process factor.





