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ABSTRACT

This Independent Study aimed to study factors for Service Marketing Mix in relation to
selection of service providers for transporting factory personnel of companies in the Northern
Region Industrial Estate and SAHA Group Industrial Estate, Lamphun province, Thailand. Data
used in this Study was collected using questionnaires received from 60 authorized procurement
officers and persons involving in making decisions for staff transportation services in the 2
industrial estates of Lamphun province. Descriptive statistics used were frequency, percentage,
and means.

The Study found that most respondents were currently serving as officers in Personnel
departments, most of the companies were in the electronics industry, had 1 — 1,000 staff, and used
staff transportation services. The decision-makers in selecting staff transportation services were
the managing directors of respective companies. The reason underlying this service usage was to
follow the companies’ policies, and most of the companies had been using such services for 10
years. The type of vehicles used was 11-seater vans, and the average menthly expense for staff
transportation services exceeded THB 150,000,

The results of Service Marketing Mix factors for the selection of staff transportation
service providers were as follows:

In Product, the 3 sub-factors that respondents indicated as “important”, by ranking the

average means, were flexibility in amending proposals to meet customer’s demands and holding



the right type of Commercial Certification, age of the vehicles used, and reputation of service
providers, respectively.

In Price, the three top sub-factors that respondents ranked “important” using highest
average means, were: reasonable price relative to vehicle condition, comprehensive costs so that
companies did not incur extra charges, and having low price policy, respectively.

In Place, the three top sub-factors that respondents rated “important”, using highest
average means, were: convenient telephone service, availability of telephone service, and
proximity of service providers to their companies or having their vans parked near the factories,
respectively.

In Promotion, the three top sub-factors that respondents stated as “important”, using
highest average means, were: having pleasant salespersons, having salespersons for after-sales
service and regular follow-up, and publicizing the providers’ services.

In Personnel, the three top sub-factors that respondents indicated “important”, using
highest average means, were: capable drivers that could safely control the vehicles, disciplined
drivers who were punctual, and well-trained service staff.

In Physical Evidence, the three top sub-factors that respondents rated “important”,
using highest average means, were: good appearance of vehicles, client companies’ signs
displayed on the vehicles, and vans equipped with TACHOGRAPH systems to control speed and
monitor drivers” performance.

In Service process, the three top sub-factors that respondents ranked “important”, using
highest average means, were: service accuracy, speed of service delivery, and promptness of

invoicing and payment coliection process.



