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Abstract

The objective of this independent study , “The Consumer’s Behavior of Decision
Making for Computer After sales Service in Muang District , Lampang Province™ was to study the
service marketing mix factors affecting consumer’s Behavior of Decision Making for Computer After
sales Service in Muang District , Lampang Province. The service marketing mix factors were
included product, price, place, promotion, process ,and people. In addition, the study had some survey
in the level of customer’s satisfaction with the services that they received and problems from. using
computer, .

The study consists of 200 samples who own the personal computer in their houses.
The samples had been choosed by using accidental sampling, 100 samples of working peoples and
100 samples of students. The data were collected by using questionaire, and the collected data were
then processed by micro-computer , SPSS-PC Program , using frequency , percentage , mean and
standard deviation.

The study found that most respondents had choosed to receive the serlvice in the
computer shop in Lampang. The respondents gave the level of important to each service marketing

mix factors as follows.



)

For product factors, the warrantee of goods and services was rated as the most
important level in the decision making. However, the price, place, promotion, service process and
service people factors were rated as quite important level in the decision making.

The price factors rated as quite important level included component parts’ price not
expensive than another serviced place, and have variety service’s price to choose. The place factors
rated as quite important level included cleaned and cleared place, safety, be authorized service center
by product vendor, easy to find, smooth traffic, near their houses or offices, air condition, and parking
area. The promotion factors rated as quite important level included word of mouth, sales promotion,
direct mail and advertising. The service process factors rated as quite important level included cleared
information details of service charged, on-time service, quick process, quick service, technology of
service system, time in the queune, time to bring computer back, service charged estimation, and
customer database. The service people factors rated as quite important level included solving the
problem in the right way, problem and problem solving explanation, technician expetience, cating in
computer, enthusiastic, friendly service, suitable service, consistency, character, service mild, and
education degree of technician,

The most of respondents were quite satisfactory with the service marketing . mix
offered by the service place. .

The following problems, found by respondents, in using computers : did not know

how to use computer and computer software, and need some help from the technician.



