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Customer Pains Towards Service Marketing Mix of Car Care Businesses
in Muaeng Chiang Mai District
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ABSTRACT

This independent study aimed to investigate problems of customers towards service marketing mix
of car care business in Mueang district, Chiang Mai province in order to understand the problems and find
out suitable operation strategy for value proposition to increase competitive advancement to compete with
competitors in the same business line.

Samples of this study, as drawn by the convenience sampling method, included the total of 400
respondents who took car care services from car care centers in Chiang Mai province within the last one-
year period. These samples were divided, according to age ranges, into 4 groups of generation: Generation
X, Generation Y, Generation Z, and Baby Boomer: each of which equally consisted of 100 samples. Reliability
of tool was tested through the Conbach’s Alpha Coefficient, of which the value of reliability analysis was
found at 0.971. Questionnaires were used as the tool to collect data; then, all data obtained were analyzed
by the descriptive statistics i.e. frequency, percentage, and means; the independent sample t-test; and the
analysis of variance: ANOVA to compare differences of each sample group. The Scheffe’s method was also
applied in order to compare differences in pairs.

The findings presented that the majority of respondents in all age ranges were female with education
background in bachelor’s degree. They worked as employee of private company and earned average
monthly income at not over than 15,000 THB. Type of vehicle that they brought to the car care center was
a car. Services that they took at the car care center were color cleaning + vacuum. In each time, the average
service expense was found at 201-400 Baht. They came to the car care center at uncertain time on Saturday
- Sunday. Generally, they took the car care services at once or less than once in a month. They knew about
the car care center, where they took the services, from the recommendation made by acquaintances. There

were 2-3 centers where they took car care services regularly. Reason of choosing a certain car care center
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Regarding the study of opinion on problems of customers towards service marketing mix, the results
revealed that people factor was rated at the highest level (with the mean value of 4.33); followed by price
(with the mean value of 4.29), process (with the mean value of 4.24), product/service (with the mean value
of 4.06), place (with the mean value of 3.76), physical evidence (with the mean value of 3.71), and
promotion (with the mean value of 3.68) factors, respectively.

Hereafter were respectively presented top ten elements of all service marketing mix factors reflecting
the customer’s opinion on problems of car care business: in an aspect of clean quality, the car was not
cleaned thoroughly as it should; in an aspect of neatness quality, there were scratches on car after services;
price presented in the lists of service charges was not in line with the actual service provided; there was no
final quality check before returning a car to customer; there was no damage assurance system for a car
during service; the staff in charge of receiving the car from the customer lacked the skills to drive vehicle;
the service price was unreasonable comparing to the service quality; and the details of service expenses
were described roughly and incorrectly.

Regarding the study on problems of customers in different groups of age (less than 20 years old, 20-
37 years old, 38-52 years old, 53 years old or over) towards service marketing mix of car care business in
Mueang district, Chiang Mai province, the results presented that problems of all service marketing mix

factors were differently fond among customers in different age group at 0.05 level of statistical significance.
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