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ABSTRACT

The Objectives of this research on “Marketing Mix of Service Business Influences
Consumer Behavior in Using Car Care Services within Bangkok” are as followed:

1. To study consumer behavior in using car care services within Bangkok area.

2. To find out how each marketing mix influences consumer behavior in using car
care services within Bangkok area.

3. To analyze demographic factors that affect consumer behavior in using car care
services within Bangkok area.

This research is conducted as a survey research in which questionnaire is used as
a research instrument to collect data randomly from customers of car care services within
Bangkok. The data collecting is done by the Convenience Sampling method with 400 samplings.
For the analyzing part, SPSS program is used to analyze descriptive statistic such as frequency,
mean, percentage, and standard deviation. Quantitative analysis is also done by using Chi-Square
for a hypothesis test.

For the samplings in this research, the number of males is larger than the number of
females. Most of them are 18 — 25 years old with undergraduate level of education, single marital
status, private company employment, and monthly income of 25,001 — 35,000 Baht.

The findings from this research on the consumer behavior in using car care service in
Bangkok indicate that most of the customers use car care services for having their car’s electric

system and brake checked up. Moreover, most of the customers choose to go to car care service



centers that are authorized by car manufacturers. In addition, the time period that most of the
customers use car care services is during holidays and weekends. The reason that most of the
customer go to car care service centers is to have their cars fixed whenever problems
unexpectedly occur with their cars. Most of them also decide to use car care services by
themselves. Nevertheless, most of them seek recommendation on choices of car care service
centers from their friends. Furthermore, the frequency of using car care services by most of the
customers is once within three months.

According to the study on the influences of service business’s marketing mix on the
customers of car care services, it is found that factors of the marketing mix are greatly essential
for the customers. The most important factors of the marketing mix focused by the customers are
service staffs, prices, promotions, products / types of services, physical evidences, processes, and
service channels respectively.

The results of the hypothesis test are as followed:

1. The differences of consumer behaviors in using car care services vary depending
on the type of car care services, location, time period of using the service, the person who makes
decision on using car care services, the person who recommends the car care service center, and
frequency of using car care services. However, the consumer behaviors derived from the reasons
and needs for using car care services are the same.

2. Marketing mix of service business affect consumer behaviors as followed:

2.1 Products and services results in location and time period for using car care
services.

2.2 Price doesn’t have any effects on the consumer behavior in using car care
services.

2.3 Service channel influences various consumer behaviors in using car care
services in terms of the type of car care services, the time period for using car care services, the
reason for using car care services, and the person who recommend the car care service center.

2.4 Promotion influences consumer behaviors in using car care services in terms
of the time period for using car care services and the person who recommends the car care service

center.



2.5 Service staff affects consumer behaviors in using car care services in terms of
the type of car care services, the service location, and the time period for using car care services.

2.6 Process in car care service causes consumer behaviors in using car care
services in terms of the reason for using car care services and the frequency of using car care
services within 3 months.

2.7 Physical evidence affects consumer behaviors in using car care services on
the reason for using car care services.

3. Demographic factors affects consumer behaviors in using car care services as
followed:

3.1 Gender of the customers doesn’t have any effects on consumer behaviors in
using car care services.

3.2 Age of the customers affects consumer behaviors in using car care services on
the type of car care services.

3.3 Marital status of the customers results in consumer behaviors in using car care
services in terms of the service location, the time period for using car care services, the reason for
using car care services, the person who makes decision on using car care services, the person who
recommends the car care service center, and the frequency of using car care services.

3.4 Educational level of the customers doesn’t have any effects on consumer
behaviors in using car care services.

3.5 Occupation of the customers affects different consumer behaviors in using car
care services in terms of the type of car care services, the person who makes decision on using car
care services, the and the frequency of using car care services.

3.6 Monthly income of the customers affects consumer behaviors in using car

care services on the person who makes decision on using car care services.
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