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ABSTRACT

The objective of this independent study was to study the decision process of consumers
who used house maintenance and repair services in Amphoe Mueang, Changwat Chiang Mai.
The data was collected from questionnaires distributed to 321 houseowners or household member
with authority in decision making on house maintenance and repair services. The data was then
statistically analyzed using frequency, percentage, and mean.

It was found from this study that the majority of the respondents were female of 30-40
years old, with undergraduate education. They were private professionals or employees, with the
most earning per household averaged at less than 10,000 baht per month. Most of the
respondents had their houses built for them by a construction company. Their houses have been
built for 6-10 years. In terms of their house maintenance and repair behaviors, they would wait
until something went wrong before seeking maintenance and repair services. The respondents
called for maintenance and repair services 1-2 times per year. The parts of the house that needed
to be repaired were doors, windows, roofs, and electric - related work, respectively. Most
respondents always had their maintenance and repair plans, and spent on an average between

501 - 2,000 baht per time. Most respondents used general technicians and did not have regular



repair service providers.

In their decision process, it was found that the most important reason for maintenance
and repair was safety of household members. The first stage, the respondents searched for
information on price, overall expenses, and reliability of the repair service providers, respectively.
Most respondents sought information from people close to them, namely, parents, relatives,
spouse, and sons. The next group of people from whom they sought information included friends
or acquaintances. Most of the time they were able to find the information they wanted.

In their evaluation of the alternatives, the respondents sought information from several
service providers before choosing the final service provider. In doing so, ability and skills were
the most important factors, then the reliability and credibility of service providers were the next
important factors. |

The respondents ranked themselves as having the most influence in their decision
making, then their parents, relatives, spouse, and sons were the next"i.ﬁf.luential group of people.
Once they made the decision, they often did not change their minds.

In terms of postpurchase behaviors, the respondents were most satisfied with home repair
companies. The factor which most influenced the respondents’ satisfaction was speedy work,
then the workers’ politeness.

When the respondents were dissatisfied with the repair services, they would not employ
the same service provider, or call back the same service provider to do the work until their
satisfaction was met. Once the repair work meet the respondents’ satisfication they would ask the
same service provider to do the next repair. The problems which occurred most often were total
expenses excecd the estimate and the service provider did not finish their jobs on time,

respectively.



