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Abstract

This research aimed to investigate the factors influencing customer perception and brand image
toward the ACDelco Service Center Phuket Branch, a multi-brand automotive service center. The
study focused on analyzing the causes of the common misconception among consumers that the
center provides services exclusively for Chevrolet vehicles. In addition, the research examined
the influence of online media on customers’ decisions to use the service. This study employed a
qualitative research approach through in-depth interviews with five customers using services at
the ACDelco Service Center Phuket Branch, including owners of various car brands in Phuket
Province.

The findings revealed that customers’ perceptions were strongly influenced by existing brand
associations closely tied to Chevrolet vehicles, which became a significant barrier for Japanese
car owners when evaluating service alternatives. However, the study indicated that social proof,
particularly through online reviews and social media images showing repairs of multiple vehicle
brands, played a crucial role in reducing perceived risk and changing customers’ attitudes toward
greater trust and confidence. Furthermore, service quality emphasizing transparency and clear
communication was identified as an important factor contributing to customer satisfaction and
fostering positive long-term attitudes toward the brand.

Keywords: Brand perception, Multi-brand service center, Perceived social proof,
ACDelco Phuket
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