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ABSTRACT

This study has three objectives. First is to examine consumer behavior in choosing the
service of particular gas station in Hang Dong District area of Chiang Mai Province. Second is to
identify the determinants of such behavior and, third, to find out the likely problems in each gas
station which might discourage consumers to use its services. Questionnaire respondents were
sampled from those passenger car users who filled their gasoline and used other services in
various gas stations located on Chiang Mai-Hang Dong Highway in Hang Dong District area.
Forty consumer samples were determined for each group of service grade station namely Jet and
Shell station, Bang Chak station, and Cosmos and brand-independent station groups, making it a
total 120 observations. Descriptive statistics were employed as analytical tool.

The findings indicate most respondents using services in different gas station groups are
not different in terms of gender, age, education, income, and accupation because they share the
common characteristic as being female, age under 30 with education below bachelor degree level,
income under 5,000 baht per month and a private business employee.

The majority of samples under study filled their tanks with super benzine 95 rather than
other gasoline types and were not so particular about which station they would use the services.
Generally they alternately stopped at 2-3 same stations filling the gasoline 4-6 times per month,
paying less than 200 baht each time and in cash. Apart from filling gasoline purpose, they also
stopped at gas station for other services and facilities like convenient store and restrooms.

The factor most influencing the consumer’s choice of using gas station was found to be
product, followed by place and then promotion. Within the product factor, quality aspect was
identified as most important. While the place factor was mostly determined by the attentive and

speedy services, and the promotion factor by complimentary goods or lucky draws offer.



Upon the questions concerning problems and discouraging factor in each gas station, the
respondents indicated they experienced name. They expressed, instead, their satisfaction about the
availability of various services and facilities in all groups of gas station including convenient
store, food shops, restrooms, adequate parking area, sufficient staff for filling gasoline, windshield
cleaning and car washing, as well as the acceptance of credit card, 24 hour service time and light

signs.



