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ABSTRACT

The purpose of this independent study was to examine the service marketing mix
factors that affect consumers in Mueang Chiang Mai district in regards to selecting automobile air
conditioner maintenance shops. The populations of this study were consumers who undertook air
conditioner repair from maintenance shops in Mueang Chiang Mai district. The data was
collected through questionnaires distributed to 300 samples and was analyzed by descriptive
statistics; frequency, percentage and mean.

The study was found that the majorities of respondents were male, aged 30-39 years
old, held bachelor’s degree or equivalent. Most of the respondents were company employees, and
had an average monthly income of 10,000-19,999 baht. Most of the cars that the respondents
brought to repair were private cars, not over 7 seats and the car usage duration was 1-5 years. The
respondents mostly went to air conditioner maintenance shop because of malfunctioning of air
conditioning which made air conditioner substandard. Most of them had the cars repaired on the
weekend from 8a.m.-11a.m. The longest waiting time for repair was 1-2 hours. The decision
maker of selecting shops was the car owner.

The service marketing mix factors affecting consumers in Mueang Chiang Mai
district towards selecting auto air conditioner maintenance shops were mostly rated at a high level
of importance. The sequence was as follows: people, product, process, price, physical evidence,

place and promotion. The first 3 high-ranking sub-factors, at highest level of importance, were



skillful mechanics (People factor), loyal mechanics (People factor) and accuracy of reparation
(Product factor).

People factor was the highest ranking factor. The highest ranked sub-factor was
skillful mechanics.

Product factor, the highest ranked sub-factor was accuracy of repair.

Process factor, the highest ranked sub-factor was pre-information of estimated
duration of reparation and estimated price before repairing.

Price factor, the highest ranked sub-factor was suitable cost of maintenance.

Physical factor, the highest ranked sub-factor was efficient and ready to use tools.

Place factor, the highest ranked sub-factor was convenient parking.

Promotion factor, the highest ranked sub-factor was discount.



