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Abstract

This research aimed to study perceived risks before deciding to use car rental services: a case
study of Phuket Pimpat Car Rental in Phuket Province. The study employed a qualitative research
methodology. The key informants were five tourists who were deciding whether to use car rental
services, selected through purposive sampling. The research instrument was a semi-structured
interview, and the collected data were analyzed using content analysis.

The findings revealed that before deciding to use car rental services, customers placed importance
on financial, quality, time, and psychological risks. Customers were concerned about hidden
costs, vehicle condition and safety, service delays, the rental company's reliability, and the
security of personal information.

Therefore, car rental businesses that provide transparent information, maintain high standards of
vehicle quality and safety, and offer fast, reliable service can help reduce customers’ concerns
before they make a decision. This can enhance customer confidence and increase the likelihood
of repeat service usage in the future.

Keywords: Perceived risk, Service decision-making, Car rental business, Tourists, Phuket
Province
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