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ABSTRACT

The purpose of this independent study was to examine the factors affecting the selection
of after-sale services for computer users in Mueang District, Samut Sakhon Province. The sample
consisted of 300 users selected by methods of purposive and convenience sampling. The instrument
used for collecting data was questionnaire. The statistical analysis of data was based on frequency,
percentage and mean. The results of this study revealed that :

The marketing mix factors affecting the sclection of after-sale services for computer
users had overall mean at the high level. The average important level of each factor was considered
in order as follows : product, people, process, place, price, physical evidence and promotion.

The sub-factors that were rated at the first priority of importance with high average
score were as follows. Product : quality of repairing, price : price of spare parts, place : ability to
contact the worker directly and rapidly, promotion : advertising through newspaper and radio,
people : knowledge and skills of the worker, physical evidence : authorized service center, process :

providing service on time as appointment.



It was found that the problems about the marketing mix factors had overall mean at
moderate level. The ranking of each factor was as follows: physical evidence, people, promotion,
place, process, product and price respectively,

The sub-factors that were related at the first priority of problem with high average score
were as follows. Product : unclean repairing, price : no credit accepted, place : difficulties in
contacting via telephone, promotion : uncoverage of communication media, people : impolite and
unneat dressed worker, physical evidence : unattractive decoration of service center, process : delay

in issueing tax invoice and receipt.



