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Abstract

This research, entitled “Factors Influencing Customers’ Decision to Use Insurance-Partnered
Auto Repair Garages in Phuket Province”, aimed to examine the factors influencing customers’
decisions to use insurance-partnered auto repair garages in Phuket Province and to analyze the
roles of service quality, trust, perceived risk, and price-value factors in such decisions.

This study employed a qualitative research approach. Data were collected through in-depth
interviews with 5 key informants who had previously used insurance-partnered auto repair garage
services in Phuket Province. The participants were selected using purposive sampling, and the
data were analyzed through content analysis.

The findings revealed that four major factors influenced customers’ decisions: service quality,
trust, perceived risk, and price and value. Among these factors, service quality was considered
the most important. Customers expected repair garages to provide high-quality repair services,
complete repairs within the promised timeframe, clearly communicate progress, and demonstrate
attentive customer service. Regarding trust, the garage's reputation, technicians’ expertise, the use
of high-quality spare parts, and repair warranties were found to be crucial factors in building
customer confidence. In terms of perceived risk, customers expressed concerns about repair
quality, service delays, and a lack of transparency in communication, all of which affected their
decision-making process. Although price and value were not the primary determinants, customers
evaluated them together with service quality, reliability, and after-service warranties.

The study suggests that insurance-partnered auto repair garages should focus on improving
service quality, strengthening customer trust, reducing perceived risks, and enhancing value for
money in order to increase customer satisfaction and encourage long-term service utilization.

Keywords: Customer Decision-Making, Insurance-Partnered Auto Repair Garages, Service
Quality, Trust, Perceived Risk, Value for Money
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