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ABSTRACT

As the automobile becomes one of the basic necessities and the industry continues
to grow, the automobile repair shop, or as we call it, "garage," grows in parallel. The growth in
garages is not limited to each manufacturer but also independently owned as well. These
independent garages have taken much of the market share because of the huge number of
privately owned cars, with their exceptionally fast service,and are relatively cheap in
' comparison. These garages are convenient. The objectives of this study are to study the behavior
patterns of the customers and the service providers, as well as the marketing mix which
contribute to and affect the decision making in using the automobile repair shop within
Bangkok's perimeter. The study will only gather data from 400 customers who have visited the
garage at least once with the age of 20 years old or more and are currently living in Bangkok. The
statistical methods which will be used include Frequency, Percentage, Likert Scale, and Chi-
Square with 95% confidence interval.

The results showed that the highest number of sample are single males within the
ages of 31-40 years old, have graduated with bachelor's degree, work as office employees for
private companies with an income of 20,000-30,000 baht per month, owned at least 1 automobile
with 5 seats, of which the main purpose of using is for personal business. The behavior of these
samples show that when accidents occurred, they chose to repair their cars at a garage near home,
uéually on Saturday and Sunday around 8am-12pm, with a cost of less than or equal to 5,000 baht
per service. The main attribute which affected their decision making is themselves. They search

for information about the garage, out of which, their friends have the highest influence on their

I



-

decision making due to the credibility. The result from the marketing mix which affected
thecustomer's decision making showed that the sample gives high importance to the service
quality and quality of the product used. In terms of service, the sample gives importance to
knowledge of the workers and worker's ability to provide answers and suggestions, as well
asto provide a service car for use while the customer's car is being repaired. In terms of price, the
sample gives il_nportance to three key points: the reasonable cost of repair, th? transparency of the
cost (informing customers of the cost)and thatthe cost is reasonably lower than the
manufacturer's cost. In terms of place, the sample gives high importance to the convenience of the
location (must be close to home or the work place, requiring less travel time), must be clean and
organized, and must conform to the standard and seem credible. In terms of promotion, the
sarhple gives importance to the cost of the repair, that the promotion must include no-tax charge
and offer price reduction on spare parts.

This study includes many suggestions. There should be an employee training in
repairing automobiles, employee training in service quality and service mind so that the
customers who have paid a visit will continue to revisit. There should be quality control in terms
of repair work and the spare parts. The garage should be open on Saturday and Sunday. The
garage should provide various methods to pay for the repair. The garage should have

promotions continuously with no-tax charge and give special gifts.

v
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