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Abstract

This research aims to study the customers’ behaviors to buy used cars in Chiang Mai; examine

the level of their opinions about the products, prices, places, promotions, service staff, developments
and suggestions on physical characteristics, processes and decision making of customers to buy;
and investigate factors of service marketing mix influencing a decision to buy a used car of customers in
Chiang Mai. The 369 participants selected for data collection by using a questionnaire were those who
were interested in or used to buy and expected to buy a used car. The descriptive statistics used for
data analysis were frequency and percentage, and inferential statistics used for testing the difference
between 2 variables were t-test and F-test. As for the customers’ behaviors, the results revealed that
they were interested in buying a used car, Toyota brand, priced between 200,001 and 300,000 baht
with a car engine of 1,500-2,000 cc. They received the information about used car stores from their
acquaintances who mostly paid on a bank loan or by installment. Moreover, the person who was involved
in the decision-making was their family. It took them 2-3 months to make a decision to buy a used car.
In terms of their opinions, the highest level was on the product or service, physical evidence/environment
and presentation, pricing, service staff, promotions, places and processes, respectively. Finally, as for the
seven service marketing mix factors, the results indicated that the most influential factors were pricing,
products, and physical environment, respectively. In contrast, the other four factors which did not affect
their decision included a promotion, processes, service staff, and places.

Keywords: Service Marketing Mixes, Decision Making, Used Car
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ANOVA®

Model Sum of Squares df Mean Square F Sig.
1 Regression 94.343 7 13.478 28.295 .000°

Residual 184.811 388 476

Total 279.154 395

Dependent Variable: N15%o30ilaaas
Predictors: (Constant); #UIAFONNINNILATN, TIA, YAGINS, YOINWIATIMUIY, HEAT, N1THUESUNITAAIN LAZNTZUIUNTS

i

IANS

PMNAITNA 3 WU A1 F-test d1A1 Sig. = .000 FsdArteeninAdedideinvuall 0.05 uansandldade
agatioy 1 Uade Nanunsadunldlunsussiduladentavsnadenisinduladesosuddoassveswuslnaluimin
Felnl
M99 4 wansEnwduUsTauINsRaIaUINsNRavEnaden1sindulatesneunlloaeasuTnaludwmin

Felnl

Standardized

Coefficients

Unstandardized

Coefficients

B Std. Error Beta

1 | (Constant) .360 222 1.626 .105
AUNAR U 229 067 211 3.418 | .001***
AU .289 .062 275 4.666 | .000%***
PIULDINNIAT AU 025 .060 025 420 675
FTUNTAUATUNITAA 124 .065 126 1.914 .056
5?11414?16’1?15 -.035 .062 -.037 -.571 569
PIUNTTUIUNITIANIT -.049 072 -.049 -.687 .492
FUAIAEOUNINNEAMN 136 051 146 2,647 | .008***

a. Dependent Variable: nsdinduladondesnsudiioass
*** 889 HodAgn9aia 0.05

1597 4 nudndiduusdase 3 duls e
FIUNBAS QI FIUSIAN LaZEUAWIAGDLYINSNNEATN
fisvsnaronsinauladosasudiedesegaditeddy
neaEdRTsEaU 0.05 InaiSssdiuanadulszavsues
aunsanney (Beta Coefficient) 91nannludes fai

Ja3eausnen danduuszansnisanneuvindu 275 584
asnfetavemuNdniue Jandudseansnisannsy
Wiy 211 wazddugaving Jadumudawingouns

8NN UANFUUSEEANTNISONNBELVINAY . 146 ANUAIRU
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