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ABSTRACT

The objectives of this research were (1) to study the personal factors of tire shop customers in
Nakhon Si Thammarat, (2) to study the customer behavior of choosing a tire shop in Nakhon Si
Thammarat Province, (3) to study the image and service quality of tire shops in Nakhon Si Thammarat
Province, (4) to study the relationship between personal factors and customer behavior of choosing tire
shop services in Nakhon Si Thammarat Province, and (5) to study image and service quality affecting the
customer behavior of choosing a tire shop service in Nakhon Si Thammarat Province. The questionnaire
was used as a research instrument for data collection.

The sample was 400 customers at tire shops in Nakhon Si Thammarat. Most of the respondents
were male, aged 20-30 years old, graduated with a bachelor's degree, private business owner, earned
monthly income between 20,001-25,000 baht. In terms of customer behavior, most of the sample was the
customer of a tire shop. When the purpose of using the service was considered, the sample used the
service for car tire change. In terms of service model, the sample purchased products with services. In
terms of the reason for using the service, many products were available to choose from. In terms of search
for product/service information, the sample received information from employees. In terms of cost per
time, the sample spent 10,001 - 20,000 baht. In terms of service use frequency, the sample used the
service for 2 — 3 times per year. The results of the study revealed that the sample’s opinion on the overall
service quality of tire shop in Nakhon Si Thammarat Province was at the highest level with a mean of
4.25. When individual aspects were considered, an aspect with the highest mean was empathy with a
mean of 4.40, followed by tangibles with a mean of 4.39, reliability with a mean of 4.37, assurance with a

mean of 4.07, and responsiveness with a mean of 4.01, respectively.



The results of testing hypotheses indicated that some personal factors of the sample were related
to behavior of using tire shops in Nakhon Si Thammarat. The results of a simple regression analysis were
considered by the ENTER method of image and service quality affecting tire shop service behavior in
Nakhon Si Thammarat Province through all independent variables. The results indicated that all 5
independent variables affected the behavior of choosing a tire shop in Nakhon Si Thammarat. R value was
close to 1.00, indicating that the correlation between variables was at a low level. The independent
variables could be used to predict the dependent variable at a moderate level and could be used to explain
the variance in the service quality affecting the customer behavior for choosing tire shop in Nakhon Si

Thammarat Province with a statistical significance level of 0.05.

Keywords: Service quality, Behavior, Image
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