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ABSTRACT

The objective of this independent study is to examine service marketing mix factors
affecting consumers towards selecting car care services in Hot district, Chiang Mai province.
Data collection is acquired by distributing questionnaires to 200 samples who were customers of
car care services in Hot district, Chiang Mai; then, the data are processed by the descriptive
statistics, including frequency, percentage and mean.

The findings showed that most customers were male of 31-40 years of age with
undergraduate/vocational certificate level of education, working as freelance, earning monthly
income at amount of 5,001-10,000 baht and owning a pick-up truck. When visiting the car care
service center, they mostly asked for car wash and dust vacuum services at general center with the
frequency of 2 times a month. They mostly visited the center on Saturday during 12.01-16.00
p-m. and paid in cash for its service charge at amount of 200-400 baht. Source of information
where they learned about the center was the recommendation from its service users and reason in
taking service from the center was to be offered facilities such as guest room, magazines and
newspaper.

In process factor, which was ranked at the highest level of importance, the most
important component was the service punctuality. In place factor, which was ranked at high level
of importance, the most important component was the convenient location to access. In physical

evidence factor, which was ranked at the highest level of importance, the most important



component was the use of modern equipments and tools to serve customer. In people factor,
which was ranked at high level of importance, the most important component was the skilful staff
to serve customer. In price factor, which was ranked at high level of importance, the most
important component was to inform service charges and service processes to customers prior to
take an action and adjust to another service which was different from customer’s previous need.
In product factor, which was ranked at high level of importance, the most important component
was the liability of damage occurred to customer assets. In promotion factor, which was ranked at
high level of importance, the most important component was the prize redemption in according to
service points. Problems found in using car care service were unpunctuality of service provided,
queue jump and insufficient parking space; thus, the car care service providers should establish
the car care standard for the operation methods and procedures as well as take control on every

service process and check for the service quality before delivering car to customers.



