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Abstract

The objectives of this research were to study: (1) the opinion level of
importance to marketing mix factors of Toyota Service Centers in Lower Northeast
Region; (2) the customers’ behavior using Toyota Service Centers in Lower Northeast
Region; and (3) the comparison of service marketing mix factors affecting the customers’
behavior using Toyota Service Centers in Lower Northeast Region.

This research was a survey research. The population was customers using
Toyota Service Centers in Lower Northeast Region. The samples consisted of 394 customers
using multi-stage sampling with a significance level of 0.05. The instrument used for
collecting data was a questionnaire. Statistical analysis was descriptive statistics including
percentage, mean, standard deviation; and inferential statistics including t-test and ANOVA.

The result of the research revealed as followings: (1) the majority of the
opinion level of importance to marketing mix factors of Toyota Service Centers was
at high level. When considering in each aspect, it was found that the products and
services were at the highest level. (2) For customers’ behavior using Toyota Service
Centers, it was found that most customers have used Toyota VIGO for 1- 3 years. The cost for
maintenance was around 2,001- 3,000 baht per time and paid by cash. The service time was
around 10.00 — 12.00 hours on indefinite day. The reason for choosing Toyota Service
Centers was familiarity and well known of the Service Centers. The respondents had used
independent automobile repair shops but they preferred service centers rather than
independent automobile repair shops. The decision making for using service centers was by
themselves and they retrieved the information from television. The period of using the
service was according to mileage. They will continue to use Toyota Service Centers and will
recommend to others. (3) The different marketing mix factors affected customers’ behavior
in every aspect with a significance level of 0.05.

Keywords: Service marketing mix factors, Toyota Service Center,
Lower Northeast Region
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