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ABSTRACT

An objective of this thesis is to research a behavior of the garage customer, factors that
influence customers to use the garage, strategies that currently used in garages, and also
suggesting the strategy to develop the garage service in the city area of Khon Kaen municipality.
The research is perform byvusing questionnaires, SWOT Analysis, competitive analysis using
Porter’s 5 Forces Model, and Balance Scorecard(BSC). The research results that 59.64% of the
customers use their car for 10 to 15 years, 50.70% of the customer use garage services less than 3
times a year, 62.10% know the garage from their friends or relatives, 78.91% reject to use the
brand service center causing of a high expense, 58.90% pointed out that the garages can resolve
the problem efficiently, 96.10% prefer to use the garage service again when they have problems
with their car, and 82.90% are interesting in reducing card for parts and service. The most
important factors that influence the customer to use the garage services are how efficiency the
garage can solve their problems, expense, garage location, punctuality, warranty, services and
ease of communication.

In the strategic planning, the vision is set as “High quality, variety of service, after
service warranfy, and reasonable price”. The mission is to improve the efficiency of the person in
charge, to use an appropriate technology, and to enhance garage services that they can support
their customer with the high quality service. An enhancement plan consists of:

1. Strategy on product: be able to improve in the side of equipment and tools

2. Strategy on price: be able to provide service with a reasonable price

3. Strategy on place: be able to find the location that close to customer
4. Strategy on promotion and public relation: after service warranty
5

Strategy on service providing: variety service support, information technology



6. Strategy on human resource: Training, prize

7. Strategy on environment: Improve the environment

The Balance scorecard (BSC) is performed to measure the performance of the work. The

study shows that

1. Financial perspective: be able to increase the profit to 10% compare to the year
before

2. Customer perspective: be able to provide service with customer satisfaction

3. Internal processes perspective: be able to have a good management, not to loose any
business opportunity, faster service, and to have a good image to the user.

4. Learning and Growth perspective: be able to develop and find new technology tools
that can be suitable for the service, be able to find new information technology, be

able to have trainings garage employee.



