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Abstract

This research aimed to study the factors influencing customers’ repurchase decisions in an auto
repair service business: a case study of Phuket Somyot Service Co., Ltd. The study employed a
qualitative research approach to gain an in-depth understanding of customers” experiences,
perceptions, and decision-making processes regarding repeat service usage. The key informants
consisted of 8 customers who had previously used the company’s services, selected through
purposive sampling. Data were collected through semi-structured interviews, field note
recordings, and audio recordings, and analyzed using content analysis and thematic interpretation.

The findings revealed that customers’ repurchase decisions were strongly influenced by service
reliability, transparency in pricing and repair processes, responsiveness, confidence in mechanics’
expertise, employee empathy, and the physical environment of the service area. The results also
indicated that transparency and clear communication played a significant role in reducing
customers’ risk perception, particularly regarding repair quality, spare parts, and service costs.
Most customers emphasized that “repair work that can be completed successfully without
repeated repairs” was more important than lower prices, reflecting the importance of trust and
long-term value in the auto repair service context. The study contributes to the SERVQUAL
literature by highlighting that, in the context of auto repair services, customer trust and
transparency may play a more significant role than price competitiveness in influencing repeat
purchase decisions. In addition, the qualitative approach allowed the researcher to capture
customers’ lived experiences and service expectations in greater depth than quantitative
approaches commonly used in previous studies. The findings can be used as practical guidelines
for improving service quality, strengthening customer trust, reducing perceived risk, and
increasing customer loyalty and repeat service intentions in the long term.

Keywords: Service quality, SERVQUAL, Customer trust. Customer loyalty. Repeat purchase
intention, Auto repair Service. Risk perception
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